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Intr oduction

ON DECEMBER 17, 1956 at Lerum near Gothenburg a common emergency call number:
90 000, was introduced for the first time in Sweden. Over the years this service has proved to
be of significant value both in connection with accidents, fires, etc. of limited consequences as
well as with major crises for society. At the same time the conditions for the emergency call
number have changed due to technical developments and the continuous changes of society.

An important point of departure for the SOS Alarm and the European Commission
Conference on “the 112 European Emergency Call Number and its Future Development” on
October 24-25, 2006 at the Rosersberg Rescue College, was that the formal boundaries within
the EU have decreased in importance simultaneously as the free movement of the citizens and
new technologies have introduced new conditions for providing help in emergency situations.
The question is how the competence of the personnel, the technical resources and the
methodology should be developed in the best possible way to meet the needs of people in
need and at the same time ensure a high quality of 112 services.

After the Decision of the European Commission ten years ago to introduce a Common
Emergency Call Number the Member States chose different ways of implementing the
Decision. This can be explained by the traditional differences between the countries. But the
ambition must be that citizens from any European country should have access to help of a
similar standard as in their native country when they call 112 in another EU country.

The aim of the Conference was to provide an opportunity for officials responsible for the
112 services in the EU Member States around the Baltic Sea, Iceland, Norway and the
Netherlands to meet and exchange views on strategic and operational issues as a first platform
for a future practical cooperation - bilaterally or in a group of countries.

Such an exchange of experience has importance as a support for the efforts which the EU
makes to harmonize the regulations and develop common technical standards for the 112
Emergency Call Number. The goal is that any EU citizen in an emergency situation would
have access to 112 services of an equivalent standard wherever he or she is.

The committed and interesting discussion which the Conference at Rosersberg resulted in
underlines the importance that the operational aspects of the 112 service should be paid close
attention to in the future and developed in parallel with the technical and regulatory changes.
The participants of the Conference expressed a strong wish to have an annual follow-up to
this Conference and to have in-depth actions within certain areas.

Sven-Runo Bergqvist
CEO SOS Alarm Sweden AB
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The CEO of SCS Alarm Sven-Runo Bergqvist opened the Conference
by presenting the implementation of the 112 European Emergency Call
Number in Sweden. It is important to note that several of the conditions
for the 112 Call Number have changed. To ensure and improve the
accessibility and handling of the 112 Calls, collaboration and a common

strategy are necessary .

Emergency 112 Call Number
—a lifeline under new conditions

Three new conditions:

o deregulation of the
telecom market

¢ technical
development

¢ anincreasingly
complexsociety

THE EMERGENCY CALL NUMBER
service faces numerous new conditions
the first of which is the deregulation

of the telecom market, Sven-Runo
Bergqvist said in his opening speech.
When SOS Alarm was founded in 1973,
there was only one telephone company
in Sweden. Today there are 15-20
competing telephone operators. This
situation is similar in many other

countries in the EU.

Security is important

It has not yet been decided in Sweden
how far-reaching society's requirements
on the telephone operators should be
adapted to the technical development
and who is to pay for the measures
required to guarantee high quality of the
112 communications, for instance by
reducing the number of incorrect 112
calls due to faults of a technical nature.
The security of the infrastructure is also

an important issue for maintaining high

quality in the 112 communications.

In recent years it has become more
frequent that the emergency call number
is out of operation due to failures in
the infrastructure.

- The other new condition for the
112 Emergency Call Number is the
technical development in the last decade.
When SOS Alarm was founded there
were in effect only cable telephones which
made it easy to know where the emergency
call came from. Today most 112 calls
come from mobile telephones and it can
take a long time to find out where the
person in need is. The requirement in the
EU regulations that the operators must
be able to position the mobile telephones

was consequently very welcome.

The technical development

One of the new steps in the technical
development which Sven-Runo Bergqvist
gave as an example is the so called
Internet or IP telephoning (VoIP) which
has created various problems in need of



solution. This is also the case with so

called e-calls to a call centre directly
from a vehicle that is crashed or has had
a break-down. In Sweden there is also

a discussion on whether it should be
possible to send photos taken with a
mobile telephone camera directly to an
SOS Call Centre. There are also tests
being made of the use of SMS for 112
calls by certain groups of people.

Opportunities and problems
- In other words the new technology
creates many new opportunities but also
many new problems requiring solutions
in order to maintain high quality in the
112 communications. An important issue
is for example how Rakel (TETRA) the
new Swedish digital radio system for
blue light authorities can be made use of
in the development of the 112 services.
A third new condition for the 112
Emergency Call Number mentioned by
Sven-Runo Bergqvist is that society has

become increasingly complex with

respect to, for instance the infrastructure,
production processes and transport
systems. This development requires a
higher level of competence within the
SOS Centres in order to understand what
has happened, where it has happened and
what measures should to be taken.
Another aspect of the complexity of
society is that, in Sweden as in many other
countries, there are many inhabitants born
in other parts of the world. This can
cause problems in connection with the
interview in an emergency call, not in
the first place due to linguistic problems
but rather to cultural and organizational
differences. The strong increase of people
travelling across borders affects the
conditions of the emergency call number

in a similar way.

Long-term strategy - guaranteed quality
To ensure that 112 provides a lifeline in
a society undergoing change, a common
long-term strategy is required to guarantee
its quality from the perspective of the

“To ensure that 112
provides a lifeline in

a society undergoing
development, a common
long-term strategy is
required to guarantee its
quality from the
perspective of the
individual citizen”



individual citizen, Sven-Runo Bergqvist
pointed out. A major problem is that
many people in the EU are unaware of
the Common 112 Emergency Call
Number - and in consequence do not
know how to use it.

The responsibilities of SOS Alarm
in respect of 112 are regulated in an
agreement with the Government which
also includes a duty to inform the citizens
about the Emergency Call Number.

- In these efforts, we have noticed
that there is a considerable difference
between how young people and old
people act in an emergency situation.
Young people call 112 too often whereas
old people tend to wait. Elderly people
who are suddenly affected by a heart
disease often prefer to call their relatives
i.e. brothers, sisters or children rather
than SOS Alarm!

According toinvestigations conducted
by SOS Alarm, an elderly person with
sudden pains in his/her breast will wait 7-8
minutes before calling 112. The ambition
is therefore to teach certain categories of
citizens to use 112 much more often while
others should use the number less often.

Competence development
An important discussion concerning

future action must deal with what

strategy SOS Alarm should have for
the competence development of its
operational personnel. For many years
the Company has given priority to
general competence development but
has recently discovered that its SOS
operators also need to have more
specialized competence.

- For many of our SOS Centres, we
have consequently started employing
people with a higher level of medical
competence, mainly doctors and nurses,

who can assist with advice and

prioritization in an emergency situation.

Moreover, nearly all SOS Centres are
nowadays co-localized with the fire and
rescue services to facilitate a quick use
of their specific knowledge.

As regards the technological
strategy, the 112 Sven-Runo Bergqvist
said that the Emergency Call Number
112 is definitely passing into a new
digital world which offers many new
opportunities, but also requires a
particular strategy of its own. SOS
Alarm is creating a network between
its 18 SOS Centres so that they can
ease each other's burdens, for instance
in the event of a major emergency or
if a centre needs to be closed for
maintenance or up-dating of the

services.

Information and resources
- Another issue is how we can use all
the information and all the resources
which are available in the 112 system
more proactively in society's crises
management. It is a matter of, for
instance gathering, analyzing and
spreading information that could be
useful for the decision makers.
Sven-Runo Berggvist underlined
the importance of collaboration and
exchange of ideas, experiences and
competence across national borders.
Within the 112 area Sweden has very
good cooperation with its neighbouring
countries Finland, Denmark and No rway.
Now we need to introduce a similar close
collaboration with our neighbours on the
other side of the Baltic Sea: the Russian
Federation, Estonia, Latvia, Lithuania,
Poland and Germany.

Increased standardization

- We are also very positive to the inter-
national regulation which the European
Commission is elaborating. In this cont-
ext, however, we think it is essential to
have not only a technical perspective
but also an operational one - and
where possible endeavour to introduce
increased standardization, Sven-Runo
Bergqvist concluded.

“An important discussion concerning future action must deal with what strategy
we should have for the competence development of the operational personnel”






The European Commission monitors the fulfilment of the Member States of
the requirements of the EUlegislation on electr onic communication and the
112 Emergency Call Number, Peter Rodford of the Commission said in his
presentation. It is necessary both to introduce 112 and inform the citizens
about 112. The Emergency Call Number is applied in the whole of Europe.

EU regulations for electr onic
communication and 112

“When people travel abroad
the insurance companies
should underline the
importance of 112 and
provide information”

IN THE AREA OF ELECTRONIC
communication the EU has a regulation
including the 112 Emergency Call
Number and the legislation concerning
roaming which is now implemented in
the EU Member States. The European
Commission is at the same time
considering whether this regulation
should be changed.

- The formal competence in respect
of electronic communication lies within
the responsibility of the Commission
while matters related to Civil Protection
are regulated in accordance with the
subsidiarity principle by each Member
State. As a consequence, the
Commission has problems in dealing
with matters in the area between its
legislation and those regulating Civil
Protection, Peter Rodford said. Within
the Commission one Directorate
General is responsible for electronic

communication and another for the

environment including Civil Protection.

For the benefit of the end-user
According to Peter Rodford the EU
regulation on electronic communication
aims at, inter alia, creating conditions for
increased competitiveness - not as a
matter of self-interest but for the benefit
of the end-user in the form of more
freedom of choice, better value for
money, lower prices, better services and
innovations. Services which are not
available to everybody through competition
are guaranteed by a “universal service
guarantee”. But the question is how
these services are to be financed today
and in the future. In some countries
industry pays, in others the Government
pays for them.

- In the last ten years, the Commission
has through, for instance legal proceedings,
yearly reports and contacts with the
mass media and by pointing at good
examples been very clear about the
importance of introducing and
implementing fully the 112 Emergency
Call Number in all the Member States.



When, for example a newspaper in one

country points out that another country
is better in this respect than its own
country this will often lead to improve-
ments. Peter Rodford stated that the
Nordic and the Baltic Countries have
been very quick in introducing the EU
112 Emergency Call Number while some
of the oldest Member States are lagging
behind - although all Member States
have an obligation to implement the EU
legislation.

- All EU citizens have the right to
abe able to call 112 when needed and
without any costs. Furthermore it is the
duty of all Member States to inform the
users that 112 is available all over Europe.
Many Member States forget this and only
provide information that it is possible to
use 112 in the home country. This is
why the Commission wishes to introduce
a mandatory rule in the Directive for
electronic communication that 112
should be treated in the same way as

other national emergency call numbers.

Positioning of calls without costs

The Commission has the ambition to
improve the rules for positioning of
112 calls and ensure that information
on positioning is provided without
costs and that the national supervising
authorities take efficient action against
actors on the market who do not
follow these rules.

Legal requirements

The legislation will also ensure that the
EU Member States provide information
about the 112 number to the citizens in
their telephone directories, telephone
call boxes, telephone bills, etc. According
to Peter Rodford this is already the case
in some of the Nordic countries and in,
for instance Lithuania. Finally, the
Commission wishes that particular
measures in support of the handicapped
citizens, primarily deaf people or people
with impaired hearing and people with
speech disorders should be introduced
through EU legislation.

- The European Commission will
continue to present the good examples
without insulting the Member States that
dislike harmonization and EU influence.
In some Member States the travel
industry, for instance, does not give
enough attention to the 112 Emergency
Call Number. The insurance companies
should also emphasize the importance
of 112 and provide information to those
who go abroad. Even public institutions
should devote more attention to 112 and

transmit the message to the citizens.

“The Nordic and the Baltic
Countries have been very
quick in introducing the EU
112 Emergency Call Number”
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One participant from each participating country made a brief presentation
of some current issues in the 112 area - what progress has been made in
the operational activities and what practical problems and fundamental
challenges are particularl y important to address

Exchange of practical operational
experiences and challenges

“We shall improve the
training of the operators,
limit the number of

false calls and increase the
knowledge about 112
among the citizens”

RUSSIAN EMERGENCY CALL
NUMBERS CAUSE PROBLEMS

by Arturas Kedavicius, Lithuania

In Lithuania there is as a trial activity
one 112 centre servicing the region
around the capital of Vilnius but the plan
is, in 20 07, to establish two regions in
Lithuania with one Call Centre in each.
Ten Emergency Call Numbers are still
used but irrespective of which number is
used the calls will be connected to 112.
The emergency call numbers 01, 02 and
03 from the Soviet period will be in use
for another 5-6 years in order to allow
time for the EU Common 112
Emergency Call Number to become
generally accepted.

Most dispatchers are former policemen,
firemen or ambulance personnel. They
get three months education and training
including special psychological courses.
In the call centre valuable support is
given by employed psychologists.

- As Lithuania has one official language
and two minority languages our dispatchers
must be able to speak three national
languages, Arturas Keavicius said. Some
of them can also speak English, German
or French. From January 1, 2007
Lithuania gets financial support for two
years from the EU for language training.

- Lithuania is probably the only
country in Europe still using an analog
radio communication system. In the
future, however, we will communicate
with the responding units by digital
radio. If, for instance, the police wish to
send information to a particular group
we will be able to manage that. Such a
system has many benefits but requires
better training of the dispatchers.

Only 20 per cent of the almost
4000 daily calls are real emergency
calls. There are many reasons for this:
many fax machines have the wrong
numbers pre-dialled and in many
offices it is necessary to dial 0 to get
an external line which can easily lead
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to the call getting to the Call Centre
due to the old Soviet emergency call

numbers.

Also mobile telephones without a
SIM card create problems. In 2005
there were 360 000 emergency calls
from such telephones. In order to ease
the burden of the dispatchers there is a
recorded message reading “please wait”
causing a delay of seven seconds for
these calls. At present about 500 calls
a day are stopped by this filter.

- We have very good cooperation
with the police and schools for the
information about 112, Arturas
Kedavicious declared. We also have
plans for a special homepage to give
information about when to call 112 and
when not to do so. Our challenges are
to establish the service in the whole
country, to improve the education and
training of the dispatchers, to reduce
the number of “false” calls and to
increase the knowledge of the public
about 112.

A NEW STRUCTURE WITH
FOUR CENTRES

by Janek Laev, Estonia

In 1995 the 112 number was established
in Estonia and all 112 calls in this country
went to an alarm centre in Tallinn. In
1999 one alarm centre was established in
each of Estonia's 15 counties, and in2005
these were reduced to four alarm centres,
which is the present situation. The biggest
centre which serves about 40 0-500 000

of the country's 1.4 million inhabitants
receives about 2 500 emergency calls
everyday. The Centres are linked to each
other in a network and can assist each
other in the event of a too much work,
communication failures, etc.

The Estonian Emergency Call Centre
organization has about 200 employees,
slightly more than 160 of whom are
dispatchers. The organization is part of
the Estonian Rescue Board. It consists
of a technical department, a department

for development and education and an
administrative department. The most
important tools of the dispatchers are
still paper maps and the telephone and
there is a some uncertainty as to how
new technology should be used for
communication with the citizens.

- Our technical department is
developing and coordinating the
introduction of new technology in the
call centres, Janek Laev explained.

It is also developing an IT strategy in
close cooperation with the Rescue
Board of the Ministry of the Interior
and is responsible for elaborating a
communication structure for the
operational activities.

The Estonian Call Centre organization
has special personnel and a dedicated
budget for conducting close cooperation
with the management of the Country's
Regional Governments and Municipalities.
The organization also has a good
knowledge of how they work and what
information they need.
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“Young people are
accustomed to operating
computers, but the question
is where they are when
they are used for
emergency calls”

- Besides the regular 112 service,
our Emergency Call Centres conduct
a 24-hour on-call telephone service
using a database containing glaziers,
electricians, lift maintenance people,
etc. During 20 07 we will in collabora-
tion with the Rescue Board introduce
a new information number - 1524 -
about matters not related to emergency
situations. This aims at providing an
opportunity of asking for help without
having to call 112.

CHALLENGES WITHIN THE AREA
OF MOBILE AND IP TELEPHONY
by Jukka Jalasvuori, Finland

The 15 Emergency Call Centres in
Finland manage all the resources in
society for providing help including the
police, the social services, search and
rescue at sea and the poison information

centre. In accordance with the require-

ments of the Ministry of the Interior,
90% of all emergency calls should be
answered within 10 seconds. In 2006
this level of ambition, however, was only
about 76%.

- Perhaps a more even distribution
of the calls between the centres could
improve this figure, said Jukka Jalasvuori.
However, it is a problem is that it has
become more difficult to recruit young
people as dispatchers.

IP calls are becoming increasingly
common in Finland and cable telephone
communications are disa p p earing. Young
people are accustomed to operating
computers and they are also mobile.
But the question is where the computer
is when it is used for making an
emergency call.

- In the USA the legal requirement is
that the operator must know where the
telephones that are used for emergency
calls are located. Maybe the same should
apply to the computers that are used for
112?



Jukka Jalasvuori is of the opinion that

also mobile telephones create problems.
But soon there will be mobile telephones
with GPS integrated available on the
market, whereby their position can be
determined. This is now done by so called
triangulation. There is also a need to
resolve the question of how to receive
and localize automatic e-calls from cars.

A FEDERAL STRUCTURE
CREATES PROBLEMS FOR 112
by Michael Bauer, Germany

Due to the federal structure of the country
Germany lacks a common 112 system.
The 112 Emergency Call Number is
well known, however, and has 100 %
accessibility as it is the number to the fire
and rescue services and the ambulance
services in the northern part of Germany.
- But in some states the ambulance
services, unfortunately, still have a

number of their own, sometimes also

with a special prefix, said Michael Bauer.

In Bavaria and Baden-Wiirttemberg, for
instance, the Emergency Call Number is
19222 but this will be changed. Also the
police have a number of their own, but
they can also be reached by 112.

In Bavaria combined fire and rescue
and ambulance stations are being
established and they will be reached by
112. In Baden-Wiirttemberg there are
the plans to do the same, but there is a
difference of opinion between the fire
and rescue and ambulance services and
the police concerning which authority
should in charge of these stations. There
is the same discussion in Hamburg.

- In Berlin the 112 Calls are connected
to the fire and rescue services. The proposal
to direct 112 calls to call centres where
the amount of work is less is good. At
certain times when there are extreme
w eather conditions we get thousands of
112 calls which can cause long queues
of calls. In these situations a separate
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number for information is probably
a good idea.

To transfer calls to the ambulance
services creates no problems, but it is
more difficult to transfer, for instance,
information about addresses as the
German States have different computer
systems. The question how standardization
of these systems could be achieved is
being discussed.

- As usual the mobile telephones
create a problem. There are difficulties
in identifying the person making an
emergency call as the telephone operator
does not provide such information.

On the other hand we will soon have
positioning.

Will the emergency calls come through
different means in the future? In Germany
prioritization of the ordinary emergency
calls is becoming more and more important
due to the limited resources available.

A future combination of emergency calls
in the form of IP calls, fax, e-mail, etc. is
expected to create significant problems.
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INTRODUCTION OF A COMMON
NUMBER IS CONCIDERED
by Egil Bovim, Norway

- If you call 112 in Norway the call will
be answered by the police who, when
needed, will connect the call to the
correct centre. The numbers 110 for the
rescue services and 113 for the hospitals
serve more or less the same purpose and
they also communicate with each other.
At present, the establishment of a
common call centre but with no
common Emergency Call Number is
being considered in a pilot study in
Norway.

As soon as a 113 call is made it is
subject to the Norwegian health legisla-
tion and anyone who gets the wrong

advice can sue the health administration.

If Norway introduces the European 112
legislation the Norwegian legislation
must be changed in order to maintain

this opportunity of getting compensaation.

As regards the need for collaboration
in the border areas near Finland and
Sweden, Egil Bovim pointed out that in
Lapland in the north of Norway one
third of the population speaks Finnish,
one third speaks Norwegian and one
third speaks Sami. The situation is the
same on the Swedish and Finnish sides
of the border. This language problem can
be solved but with Russia it is more dif-
ficult. On the Russian border also the
greatest socioeconomic differences in

Europe are to be found.

ALL RESCUE ORGANIZATIONS
UNDER ONE ”112 ROOF”
by Katarzyna Paczek, Poland

Poland has three Emergency Call
Numbers - 999, 998 and 997 - for the
police, the fire and rescue services and
the ambulance service respectively,

which more or less every citizen knows.

Five years ago work started on informing
the public about 112 and recently a law
has been adopted which makes it possible
to gather all these rescue organizations
under one Emergency Call Number - 112.

- So far the most significant problem
has been to decide which organization
in our 16 regions should receive the
112 Calls and decide in different
emergency call situations, Katarzyna
Paczek said. If a 112 Call is made in,
for instance the Mazowiecki Region it
will be answered by the police who can
respond to certain questions and send
an ambulance or a fire engine. In another
region the call will be answered by the
fire and rescue services and in a third
by the ambulance services.

According to the new law it must be
possible to use the 112 number, which
has made it possible to create a new
system with 112-centres in Poland.
Eachregion decides how many alarm
centres should be established while the
Ministty of Health in cooperation with



the region in question decides exactly

where they are to be located.

- In the present situation the experien-
ces of other countries are important to us.
We have for instance problems with posi-
tioning people who make emergency calls
from a mobile phone. This is due to the
difficulties we have in reaching agreements
with the telephone operators. This is
something we need assistance in handling.

ORGANIZATIONAL CHANGES
UNDER WAY
by Vjacheslavs Vogolenoks, Latvia

Vjacheslavs Vogolenoks in the
Department of Communication in the
Latvian Ministry of Transport and Baiba
Petrova at the Alarm Centre of the
Latvian Fire and Rescue Services gave
information about the considerations
concerning a new organization of the

112 system in Latvia.

COLLABORATION ACROSS
THE BORDERS
by Leif Markstrom, Sweden

In Lapland Sweden, No rway and Finland
have collaborated for many years on the
ambulance and fire and rescue matters as
the resources are limited and the geograp-
hical areas of responsibility are very large.
It is necessary to be able to use each
other's resources to help people in the
area This is facilitded by Finland and
Sweden having very similar organizations
of their alarm centres.

— Within the region there are alarm
centres in Luled and in Rovaniemi and
we have the same mission with respect
to helping people in an emergency situa-
tion, Leif Markstrom said. Both coun-
tries have a common Emergency Call
Number - 112 - and the same ques-
tions are put to the person asking for
help. If somebody is ill at Overtornea in
Sweden and calls 112 the call will be

15

answered by the SOS Centre in Lulea
which is responsible for the case and if
needed dispatches an ambulance from
Finland via the alarm centre in Rovaniemi.

An ambulance from Overtorneé can
drive across the border to the care centre
in Ylitornio on the Finnish side. But it
could just as well be a Finnish ambulance
that fetches and drives the person to a
Swedish care centre. Everything depends
on which side is on duty that particular
week. In this geographical area also the
fire and rescue services cross the border
to help each other.

“In the border area
between Finland and
Sweden, Finnish is spoken
on both sides but at

the SOS Centre in Lulea
we are not good enough
at speaking Finnish”
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“The co-location of

the police, the rescue
services, SOS Alarm and
the ambulance services
creates conditions for
close collaboration”

- Our greatest problem is the
language. It is true that Finnish is
spoken in the areas on both sides of
the border but at my SOS Centre in
Luled we are not good enough at
Finnish. In Rovaniemi they are quite
good at speaking Swedish but we start
by trying to speak English. Another
problem is that 112 calls are connected
to the wrong side of the border.

The new IKEA store at Haparanda
will lead to many people visiting the
area. As the Finnish mobile telephone
base station has higher capacity than
the Swedish station there is a risk that
Swedish 112 calls will be connected
to the Finnish Alarm Centre.

- If an overstrained Swedish person
in urgent need of help in answer to
his/her call hears somebody saying in
Finnish: “Hétédkéskus” it is probable
that he/she will disconnect the phone
and try again. This a problem that has
to be resolved so that people can get
the help they need.

In the cooperation between Sweden
and Norway the language is more or
less the same but nevertheless there are
practical problems since the organi-
zational structure is different. The
SOS Call Centre in Lulea, however, has
reached an agreement with the Main
Rescue Centre at Bodo that, when need
arises, they will provide assistance and
resources, such as ambulances and
helicopters.

ALL BLUE LIGHT AUTHORITIES
UNDER THE SAME ROOF
by Gunilla Agren, Sweden

Certus is the name of a project with the
aim of gathering primarily so called blue
light authorities under the same roof at
Ostersund. Accordingly, the rescue
services, the police, SOS Alarm, the
ambulance services, the customs, the
medical information services, the health
centres and the national dental service
are to be gathered at a safety centre in
what was earlier a milita ry establishment.

- The co-localisation of the police,
the rescue services, SOS Alarm and the
ambulance services creates conditions
for close collaboration, not in the least
as a result of people getting to know
each other, Gunilla Agren said. At the
command and control centre different
resources can quickly be gathered in
the event of a crisis or an exceptional
situation, such as a very severe snow
storm, and the health centre which can
assist in providing psychological support
in an emergency situation will be near at
hand.

Mutual use of premises can save
money by having in common a reception,
meeting rooms and training facilities,
dining and staff rooms, a recreation
centre and depots for vehicles etc. If all
goes according to plan it will be possible
to move in at the beginning of 2008. All
the affected organizations have decided

on a common goal in this direction.



VOICE BOMBING
AFTER MISUSE OF 112
by Tjerk Terpstra, the Netherlands

The Netherlands needs to change its 112
structure. When the present one was
introduced in 1998 about 90 % of all the
112 calls came via telephone cables.
Nowadays this share of the calls is down
to 30 % while the rest come from mobile
phones. About 80 % of all emergency
calls from mobile phones are made by
mistake while the equivalent rate for
cable telephone calls is 60 %.

- We do not wish to block all mobile
telephones without a SIM card as 1-2 %
of the about 2 million emergency calls
which we receive each year from such
telephones are calls from people in real
emergency situations, about 20 000
persons, Tjerk Terpstra. said To block
all the calls to avoid the 98-99 % which
are calls made by mistake as is done in
Belgium and the United Kingdom can
be the same as condemning those who
make real emergency calls to death. I am
not prepared to take the responsibility
for that.

If we know the telephone number
of someone who misuses 112 we will
implement so called voice bombing.
This means that we have a system with
automatic telephone calls 5-10 times
with a recorded warning saying it is not
permitted to misuse 112 and that the
penalty can be up to two weeks in jail.

At present there is access to positio-
ning all cable telephones and the name
and address of the caller. It is expected
that the situation will be the same for

“If we know the telephone number of someone

who misuses 112 we use voice bombing with
automatic telephone calls 5-10 times!”

mobile telephones at the beginning of
2007. The telephone operators are obliged
to provide this information to the
Emergency Call Centres. So far it has
not been decided who is to pay for this
service, but most probably it will be the
telephone operators.

— At the beginning of 2007 it will be
possible for us also to handle the automatic
calls from vehicles, so called e-calls. The
rescue services have had problems with
vehicles in traffic accidents where it has
been necessary to cut a vehicle to pieces
to get access to injured persons. All the
airbggs make it very dangerous to cut into
a car and the sensors for the airbags are
placed in different places depending on
the type and model of car, etc. We now
have a possibility to get information about
each individual car through databases and
see where and how it is possible to cut it
to pieces.

17
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The aim of this session was to discuss how to achieve a 112 service that is
available to all citizens and how knowledg e of the Emergency Call Number
can be spread among the general public. Jukka Jalasvuori from the Finnish
Emergency Response Centre Administr ation was the first speaker. Then
followed by a presentation by Thorhallur Olafsson from Neydarlinan, the
Emergency Alert in Iceland, on how voluntary organisations can be integr ated
into the Emergency Call system in sparsely populated areas.

Societal and operational conditions

EQUIVALENT SERVICE for all citizens

m eans that handicapped people must be
provided with particular means to make it
possible for them to use the 112 serwice,
Jukka Jalasvuon from Finland stated by
way of introduction. Moreover, we must
in various ways try to bridge the language
barriers. Why not have a European co-lis-
tening system? And one way of ensuring
the provision of emergency response
resources in remote areas is to involve
voluntary organizations as it is done in
Iceland.

Since 1996 we have been informing
the citizens in Finland about 112 and the
investiggtions which have been made
indicate that today 93% of the population
knows that 112 is the Emergency Call
Number of the Country. Some elderly
people, however, still remember the old
numbers 001, 002 and 003. Most people
also know that ambulances, emergency
medicine, fire and rescue services and the
police are accessible via the 112 Number.

That it is possible to get immediate help
in a crisis from the social welfare system,
which each Municipality is obliged to
provide since 2007, is less well known,
however.

In all the telephone directories infor-
mation for the citizens is to be found
about how to answer the dispatcher's
questions when they call 112. In addition,
everyyear February 11is a “112 Day”
with happenings in the streets and market
places, exhibitions and demonstrations of
how the Emergency Call Centres can help
people. In order to help people with hea-
ring and speech handicaps the Emergency
Response Centre Administration sends an
information brochure via their organisa
tions. It is also possible to send telefax
messages to certain special numbers if
they need help.

Considerable differences

As early as the beginning of the 1990's
there were discussions in Finland about
merging the emergency call centres for

the fire and rescue services, the ambu-
lance services and the police. A trial
exercise was conducted in 1996-2001 in
four regions without participation of the
police but they were soon after that
integrated into what became a new orga-
nization of centres for emergency calls.
In the beginning the differences between
the various emergency call centres
appeared to be considerable, which indi-
cated that the wishes of the police to
take care of their own emergency call
services should be accepted. But a study
conducted at Tammerfors indicated that
in the night-time at weekends it could
take up to ten minutes before calls to the
police emergency call number were ans-
wered, which changed the opinion of the
police.

- When integrated emergency call
centres were introduced, we had two
analog radio networks, one for the fire
and rescue services and the ambulance
services and one for the police, said
Jukka Jalasvuori. Nowadays all the
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emergency response services use the

digital Tetra system Virve. It is much
faster and requires less effort to use than
the two old radio systems.

Short time for responses

Today the 15 Emergency Call Centres
of the Emergency Response Centre
Administration receive 3.4 million calls
every year, 2.6 million of which are
emergency calls. The target is to respond
to 90% of the calls within ten seconds.
Some smaller centres, however, only
respond to 76% of the calls within ten
seconds. However, 83% of those who
call are satisfied or very satisfied and
think that the reponse time is short, i.e.
that they receive help very quickly and
that the dispatchers are friendly.

Substantial increase of

the number of telephones

Since 1990 the number of telephones in
Finland has increased to 2.3 million

telephone rentals and almost 5 million

mobile telephones. This has resulted in
an increase in the number of emergency
calls. An Emergency Call Centre in the
central part of Finland which serves an
areawith 280 000 inhabitants has during
ten years had an increase from50-60 000
emergency calls per year to about 150 000
calls. The Emergency Response Centre
Administration considers 8-10 000 calls a
y ear to be a reasonable number for one
dispatcher. This is more than previously
and some dispatchers nowadays complain
about stress and that they cannot take any
bredks in their work.

- In order to lessen the burden of the
calls and to shorten the response times
our plans are to connect the Emergency
Call Centres with each other in a net-
work so that the calls can be distributed
to more dispatchers. Another solution is
to allow some of the larger centres with
about ten dispatchers to grow in size
while our smaller centres with 3-4 dis-
patchers could function as side centres
which could even be closed at night.

Good cooperation with

neighbouring countries

In the area of the emergency call number
Finland has excellent cooperation with
its neighbouring countries. The language
difficulties between Finland and Sweden
are limited as at many emergency call
centres Swedish is spoken and also
English. On the other hand very few
dispatchers speak Russian. For certain
types of accidents there are agreements
for managing the situation in Finnish,
Russian and English. If a traffic accident
on the Russian side of the border should
happen where, for instance, several
ambulances are needed a fax message
prepared in advance in two languages is
sent to the Emergency Response Centre
Administration which then sends help.

- In 1990 there were 26 000 inhabitants
of foreign extraction in Finland. Today
the number is about 114 000 and it
continues to increase. In the summer
we also have many foreign tourists, for

instance, from Germany which can
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cause problems since today most young
Finnish people do not speak German.
Perhaps we should connect calls for co-
listening to Hamburg, for example, so
that the person in distress first could tell
a German dispatcher what has happened
and where? Perhaps the EU could build a
European Emergency Call Network system
which answers “European Emergency
Call Centre, how can I help you?”

AT THE BEGINNING OF THE 1990'S,
Iceland had 146 Emergency Call Numbers,
Thorhallur Olafsson from Iceland's
Neydarlinan said. In 1993 the Icelandic
Minister of the Interior appointed a
working group with the task to propose
how the 112 Emergency Call Number
should be introduced. After a very
intensive debate of the working group's
proposal in Alltinget, i.e. the Parliament,
and many passionate discussions in, for

e xample, the rescue services the proposal
was adopted and the 112 Emergency Call
Number was introduced on January 1,
19%. Since then the issue has not been on
the political agenda.

- Thanks to the political discussions
in Alltinget almost everybody in Iceland
had a knowledge about 112 when the
Common Emergency Call Number was
introduced, Thorhallur Olafsson from
Neydarlinan says. According to an
opinion poll in December 2001, 98%
of those consulted answered that 112
was the Emergency Call Number in
Iceland and now the figure is 99.4%.
Some persons however, answered
that the number is 911, which is the
Emergency Call Number in the USA and

others said 118, which is the number to
the telephone number enquiry in Iceland.
An investigation has also been made
concerning how satisfied the citizens are
with the services of Neydarlinan and
received 4.5 marks on a scale of 5,
which is the highest figure any company
has received in Iceland. At the same
time information and preventive actions
against risks are becoming an issue of

increasing importance in Iceland.

Collaboration with
voluntary organisations
Neydarlinan has well developed
collaboration with various voluntary
organisdions, such as the Search and
Rescue (SAR) organisation with 17 000
members, the Red Cross and volunta ry
fire brigades. With SAR which has 101
search teams, 91 accident prevention
units and 51 youth groups Neydarlinan
cooperates in respect of, for instance, 112.
- In the case of a pandemy, for
instance, these voluntary organisations
can play an important role as they can
through their many members reach
people and help them with food supplies
and other help. The authorities have
agreed with the organisations on how
they are to be activated, assisted, etc.
Plans are now being made for how
rescue teams could be moved from one
area to another by helicopter.

The Red Cross has talks with people
who have psychological problems or are
suicidal as they have personnel specially
trained for this. Together with the hospital
in Reykjavik common routines have
been elaborated so that when people
of this category call 112 extremely

often they can be transferred much
quicker to the Red Cross.

Two years ago the Icelandic Maritime
Search and Rescue, MRCC Coastal,
was integrated into the Call Centres of
Neydarlinan, which now monitor all
ships around Iceland, including fishing
boats and pleasure boats.

- The average response time for
112 must not exceed 5 seconds and the
response time for an individual call never
more than 8 seconds, Thorhallur Olafsson
declared. After more than 8 seconds
Icelanders will hang up and try again as
they think that something is wrong.

At present the average response time
is 3.8 seconds. Another target is that all
ambulances with first priority should be
dispatched within 60 seconds so that
every household in the Reykjavik area
will be reached within eight minutes.
Today the average time of arrival is
under ten minutes.

A special system with prepared SMS
messages for the deaf and for people
with impaired hearing and for people
with speech disorders has been developed.
If you do not know where you are you
should call 112. Moreover, there is a
special help service for children linked
to 112, the use of which has increased
considerably.

“Perhaps we can have
co-listening with Hamburg
so that a German visitor can
talk to a German dispatcher
first and say what has
happened and where?”
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Discussion

The moderator of the Conference ULlf Bjurman intr oduced the discussion by
pointing out that it would be valuable if clear targets, which can be followed
up, could be defined for the development of the emergency call services.
This would allow for necessary changes of the organization to be intr oduced
so that the existing centr es can become more rational and efficient, an
alternativ e is naturall y to distribute the traffic betw een the centr es

depending on the strain at certain times.

SVEN-RUNO BERGQVIST, CEO

of SOS Alarm, said that the goal for
SOS Alarm is to have eight seconds as
the average response time to 112 Calls
and that this is the case at present.

The importance of the response times
varies, however, depending on the kind
of event and situation.

- The few seconds that might be
saved must be put in relation to the
importance of making a good interview
so that as much information as possible
can be obtained about the situation,
particularly in cases of illness.

Sven-Runo Bergqvist also thought that
it is a very good idea to ask the citizens
about their confidence in the current
or ganization of 112, how much they know
about it and what could be improved in
its services. Such investigtions often
show that there are big differences in how
various groups in society respond. Even
in so homogenous a population as that
of Iceland the knowledge of how to act

in the event of an emergency can vary
significantly between different groups.

Sven-Runo Bergqvist then mentioned
the situation in a Swedish town where a
group of young girls feel threatened by
members of their family, which has resulted
in cooperation between SOS Alarm and the
police in the area and where the situation is
closely monitored. The SOS Alarm has also
had discussions with groups of Romanies to
better understand their situation.

Artiiras Kedavicius, Lithuania,
emphasised the importance of using
the time available when dispatching to
provide the response teams under way
with information. He also found it
valuable to compare the answering times
to 112 Calls in different countries whereas
Michael Bauer, Germany, was of the
opinion that it is important to set goals
that could be reached within the
available budget.

Alain van Gaever, the European
Commission, said that the response
times to 112 Calls vary considerably



between countries in the EU. It would

be very valuable to compile information
on these times and the quality goals that
have been set in the different countries in

a document which could be disseminated

to the Member States.

- In Sweden we can see two ways
of handling the question of a very heavy
burden of calls at major events, said
Sven-Runo Bergqvist. One is to distribute
calls between the SOS centres through a
network and the other is to have a separa-
te information call number, which is the
case in some states in the USA.

In this connection it is interesting to
note that Estonia has a special number for
“social calls” which are not free of charge.

Also Jukka Jalasvuori, Finland, raised
the issue of demanding compensation
for costs when connecting calls which
are not emergency calls. If this possibility
is introduced it will be necessary to
widen the scope of Emergency Calls so
that you also get information about, for
instance, trees that have fallen across a

road. In Iceland there is a campaign
aiming at encouraging elderly people to
call earlier than they do at present.

Janek Laev, Estonia, said that 112
Calls can be answered within 7 seconds.
But the most important question is for
how much time should be devoted to the
person calling - 60 or 90 seconds?

- A question that needs to be
resolved is what to do when someone
calls 112 and asks for information
about where to find a plumber, Jukka
Jalasvouri said. We need to get rid of
the call as soon as possible, maybe by
transferring it to some service number.
Another question to be considered is
whether such a call can be changed
from being a call free of charge to an
ordinary call which has to be paid for or
to connect it to the telephone directory.

Ulf Bjurman asked if this could lead
to the risk that some people would
abstain from calling 112. Perhaps it
would be better to clarify that 112 is
only an Emergency Call Number.
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— Much information is needed to
make people call the correct number,
added Michael Bauer. When we had
very severe storms in Germany and
people called because of fallen trees
and flooding, it could naturally have
been possible to refer them to another
number. But I think that it is very likely
that, particularly in cities, people just
continue to call 112 until they get help .

Sven-Runo Bergqvist talked about the
situation of the deaf and people with
impaired hearing and people with speech
disorders who need to call 112. In Sweden
SOS Alarm has for a long time had a
system with text telephones. Their interest
groups are now very interested in getting
an SMS service despite the problems that
are associated with this new technology.
Thorhallur Olafsson, Neydarlinan, under-
lined the importance of having, if this
technology is introduced, a data base with
registered users of the system. Otherwise
there is a risk that these 112 SMS messages
will cause more problems than they solve.
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The question of confidentiality

The discussion then focused on the
question of confidentiality in relation to
the voluntary organizations with which
collaboration has been established.
Baiba Petrova, Latvia, referred to the
very strict confidentiality which is
implemented in Norway and Iceland
within the area of medical treatment.

- How can information about
patients be protected in relation to the
organizations you collaborate with when
they are not part of the medical service,
for instance? And who is responsible for
the advice such an organization gives,
Baiba Ptrova asked.

Jukka Jalasvouri informed about a
case when the emergency call centre
transferred a call from a suicidal person
to a hospital which did not give the
patient adequate treatment.

- It is not possible to foresee every
single situation, our personnel working
at the call centres are only human
beings, but we have a system which will
indicate if a person calling has already
called 20 or 30 times. In Finland the
number 1717 takes care of people who
often call. There is also access to other
resources for instance psychiatrists at the
hospitals who can assist when there are
problems of this kind.

Medical legislation
- When the personnel at our call centres
handle this kind of situations they are

responsible in the same way as the medical
personnel and they can be reported to the
Swedish National Board of Health and
Welfare, Sven-Runo Bergqvist said. Also
an SOS dispatcher is subject to the
medical legislation when dealing with
an ambulance matter.

The discussion continued with issues
related to how citizens in the countries
participating in the Conference are
informed and made aware of the 112
Emergency Call Number. Ulf Bjurman
pointed out that quite a lot has been

done in relation to, for instance, children.

The young generation

- This is evident in the statistics from
Finland where the young generation is
very well aware of the Emergency Call
Number. I usually call it the “kindergarten
model”. Children are informed at the
play schools that they should for keep
nature clean, for instance, and they will
then go home and teach their parents. In
Sweden you can find the 112 number on
police cars, fire engines and ambulances.
Information is also to be found in the
telephone directories.

Janek Laev informed that in Estonia
the 112 number is to be found on all
emergency vehicles. Children are also
taught about the Emergency Call
Number at school, where there are
special programmes in certain classes.

In addition, information is all the time

given in the media in the form of special

education programmes about when and
how to use the Emergency Call Number.

- In Berlin 112 is marketed in various
ways, said André Baumann. The major
knowledge lacuna is that people are not
aware of the fact that they can use 112
abroad in the same way as at home, but
today the traveling agencies inform their
clients that they can use the Emergency
Call Number in other EU Member
States. In the year 2000 an information
project was conducted which showed
that it is more efficient to teach children
about 112, even if also old people are
able to take in the message.

Thorhallur Olafsson wondered why
Neydarlinan, of all authorities, must have
the responsibility for informing about
112 in Iceland considering that 112 is the
Emergency Call Number of the police,
the ambulance services and the fire and
rescue services — not ours — and they
annually inform all schools about 112.

In Latvia we inform about rescue
services and cooperation between the
emergency response organizations,
added Vjacheslavs Vogolenoks from the
Communications Department of the
Ministry of Transportation. This also
serves as a reminder of how to use 112.
In the same building as the Emergency
Call Centre also the fire service museum
is located, which is very popular and is
often visited by schoolchildren who then
also have the opportunity of coming to

our centre.

“the largest knowledge gap is that people do not know
that they can use 112 abroad in the same way as at home”



A four-year information programme
Arturas Kedavisius said that there is
a four-year programme in Lithuania
for informing the public with special
information to handicapped people.

- We have also investigated what
people in general know about the 112
Emergency Call Number, how it is used
and what different age groups and other
groups know about the number. It turned
out that 95% of the young people know
about the number and how it is to be used.
Elderly people are still thinking of 001,
002 and 003. A mass media programme
about 112 had been planned for 2006
but money was not allocated in the budget
for this purpose. As a consequence we use
our own budgeta ry means for information
but the number of activities will of course
be fewer than originally planned. A
problem is that the police, who have
the responsibility for the information
in the countryside are not willing to
provide information about the fact that
also the ambulance and the rescue
services can be reached through 112.

Information campaigns

Egil Bovim informed that a public
committee in Norway has conducted
a number of information campaigns.
Efforts are being made to persuade the
call centres to visit schools and invite
school classes to make study visits.

- We are not really concerned about
whose responsibility it is but look at it as
a common responsibility for all involved
parties. On the other hand there is not-
hing to indicate that the three numbers
should not be sufficiently known. What is
failing is, however, that we have not

informed enough about 112 being a com-
mon European Emergency Call Number.

- The three Norwegian emergency
call numbers can be found on the first
pages in all telephone directories in very
large letters, so in our country everybody
should in fact know about them Eli
Wongraven said.

According to Katarzyna Paczec, every-
body who uses a mobile telephone in
Poland will know about the 112 Emergency
Call Number as it is not possible the reach
the ordinary Emergency Call Numbers
999, 998 and 997 with a mobile telephone.

- When we have started to establish
our new system with Emergency Call
Centres, then we will also start to market
112, but at present it is not a good idea
to do so, she added.

A campaign for increased respect

In order to increase the respect for the
112 Emergency Call Number SOS Alarm
started a campaign in 2003 targeted on
young people. The main principle is that
every young person should have a basic
knowledge about 112. An important part
has been the information presented, in
collaboration with the milk producers,
on the milk packages informing about
the Emergency Call Number.

- Millions of such milk packages
were distributed during one year, said
Bertil Albertson. We have also had rap
competitions and drawing competitions
and school teachers have had access to
guidance on our homepage. By means of
this material they can inform about how
to act in emergency situations when
teaching for instance English or social

studies. We will now continue to work
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“Our countries provide much
information about 112 and
especially to children and
young people who seem to
have learnt this quite well”

together with schools, voluntary organi-
zations, etc. as in the new agreement
between SOS Alarm and the Government
we have got a clear mission to conduct
information about 112 in Sweden.

- Another group that we focus on is
the immigrants as it is not obvious that
they know how the public emergency
call and rescue services function.

Vjacheslavs Vogolenoks informed that
in Latvia, where the numbers 01, 02 and
03 are still used, there is information
about the police, the fire and rescue
services etc. on the first pages of the
telephone directories.

- On these pages we also inform
about the possibility of calling 112.

Sven-Runo Bergqvist underlined that
the mass media in Sweden are a very
important channel for disseminating
information about 112. SOS Alarm
therefore continually tries to cooperate
very closely with the media.

- The situation seems to be very similar
in the countries represented here at the
Conference, Ulf Bjurman concluded. Our
area of work is very much in the focus of
public debate and the requirements of the
public are expressed very strongly in various
ways. Our countries give considerable
information about 112 and in particular to
children and young people who seem to
have learnt a great deal about the matter.
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The first item on the agenda of the second day of the Conference aimed at
illustratng the conditions for developing the 112 services with the help of
new technology , exchange of experiences and education and training.
Alain van Gaever from the European Commission began with a presentation
of specifications of requirements for the communication with an emergency
alarm centre. This was followed by speeches on compete nce and education
and training requirements by Alo Tammsalu, Estonia, and the implementation
of new technology for 112 calls by Michael Bauer, Germany.

Experiences of technical
and practical problems

EUROPEAN LEGISLATION

for electronic communication is needed
in the EU as the world of communication
is changing, Alain van Gaever said by
way of introduction. It is also essential
that the Member States speak with one
voice and make their views known in
relation to industry. The access to the
Common EU 112 Emergency Call
Number still differs from one country to
another, but developments in this field
are very rapid and it is necessary that
the EU Member States see to it that
their emergency call organizations are
heard also outside their own national
borders.

Besides the demand for a common
emergency call number - 112 - the EU
has, in fact, not previously had a reason
to put forward any precise requirements
for a common European legislation as
the telephone systems since the 1950's
have been more or less the same in

the various countries. In the last three

years the European communication
environment has been going through

a very substantial change, however.
The introduction of Skype in 2003 and
similar internet based services (voice
over IP) was a revolution and since
then the traditional telephone service
is not what it once used to be.

- Certainly, the telephone concept as
we knew it from the middle of the 20th
centuryhad gone from electromagnetic
exchanges to electronic systems but the
structure had not changed and before
2003 we all knew what a telephone
was. Nowadays a telephone can be
anything - a laptop, a hand computer,
an iPod, etc.

Changed conditions

- Also for the telephone operators the
conditions have changed and this is
the reason why British Telecom, Telia,
Verizon KPN, etc. are changing to
fiberoptic networks even though they
still have numerous functioning copper
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cables and telephone exchanges. All
these changes are taking place at an
increasingly quick pace and will have
significant consequences for the present
emergency call services.

What makes IP telephony so special
is that technology makes it possible to
separate the provider of the network
from the one who provides the telephone
service. It is nowadays possible to order
broadband from one provider and buy
the service, for instance Skype, from
another supplier who does not know
who is delivering the broadband service.

- This situation makes it difficult for
the provider of the 112 service to know
where the person making an emergency
call is located. Neither does the IP
service provider know from where
the person is calling and cannot direct
the call to the correct Call Centre.
Accordingly, it is really necessary to
know from where the call is coming
and to which Call Center it should be
directed.

IP made us start thinking

- It was IP telephony that made us start
thinking of whether the EU after all
might need a legislation for electronic
communication, said Alain van Graever.
It is the same situation for eCalls, the
system which automatically sends an
emergency call to the nearest Emergency
Call Centre in the event of a traffic
accident and information about the
accident, the number of people involved,
etc. IP telephony and eCalls are both
examples of technologies which cannot
be handled only at a national level.

With this background Alain van Gaever
thinks that it would be of fundamental
importance for the EU that the Member
States start in the coming three to four
years to adopt a common position to
their Emergency Call organizations.

- The Nordic Countries have come
a long way when it comes to having an
ability to respond quickly to changes
while other Member States have not
adapted their organizations so that they

can handle new technologies, challenges
and requirements from the public. Most
Nordic Countries also seem to have cho-
sen to introduce one unique number to
all the country's Emergency Call Centres
through which access is provided to dif-

ferent services.

FIVE YEARS AGO all of the four
Estonian Emergency Call Centres had their
own education and training programmes
for dispatchers, Alo Tammsalu said. The
education and training followed a common
model but was carried out in different ways
which resulted in uneven quality.

“Education and training

has been developed in
cooperation with one of the
universities and the
Estonian Rescue College”
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“Before the education
and training programme
is established a number
of questions are waiting

for answers”

These programmes have therefore
been replaced by a centralized and
tailor-made education which has been
developed in cooperation with one of
the universities and the Estonian Rescue
College. The education and training
encompasses knowledge about technical
solutions, medical guidance, fire and
rescue and principles for emergency
twenty-four- hour duty. The Estonian
dispatchers are now a special profession
just as fire and rescue personnel and

policemen.

Matters to be considered in the
elaboration of an education and
training programme

Before an education and training
programme for dispatchers is finalized
some matters need to be decided.

Alo Tammsalu described three, namely
how to define an emergency situation,
how to handle an emergency call and
whether dispatchers should be specialists

or generalists.

o What is an emergency situation?

An emergency situation is for example

a serious accident where immediate help
is required, but a broken window is
something else or if somebody calls to
find out if a relative has been involved in
an accident that has been reported on
the radio or where you can buy a fire
alarm.

- In Estonia we have divided the
112 Calls into three categories, namely
emergency matters, administrative
matters and information matters and
we have given all of them a separate
telephone number. The emergency

matters are handled by dispatchers
whereas the other matters are handled
by other operators.

In Estonia dispatchers and other
operators work in the same traffic
room and with the same system which
facilitates transferring a call from one
operator to another. From 2008 matters
related to the ewironmental area will
be handled by special operators.

* How should an emergency call be
handled?

Should an emergency call be handled at
the Emergency Call Centre or at the
communication centres of the response
teams?

- In Estonia a combination of these
has been chosen which means that rescue
and ambulance and health matters are
handled by the Emergency Call Centres
while the police matters are handled by
the communication centres of the police,
Alo Tammsalu declared.

 Specialist or generalist?

- Before an education and training
programme for dispatchers is organized
it is necessary to decide whether the
dispatcher must be able to act in several
areas of competence or be a specialist
who can handle only one type of
matters. In Estonia the first alternative
has been chosen.

Another closely related question is
whether the dispatcher should primarily
use indexes and manuals or his personal
knowledge and judgement when solving
different problems related to a call.

Alo Tammsalu was of the opinion that
both models have pros and cons.



THE HAMBURG EMERGENCY
CALL CENTRE has 112 as its sole
Emergency Call Number and handles
fire and rescue and ambulance calls for
1.7 million inhabitants, said Michael
Bauer. Each year about 800 000 calls
that result in about 200 000 dispatches
are handled by the Centre. Most
Emergency Calls come from mobile
telephones and most of them have an
A-number.

So far all 112 Calls are connected
through cable telephony by the previously
Government owned Deutsche Telekom,
but Michael Bauer estimates that in 20
years' time it will be necessary to work
with several operators. The question is
what will happen if some of them refuse
to let their calls pass through Deutsche
Telekom and demand to have their own
connections with the Call Centre?

- From an operational perspective
we wish to receive 112 Calls only from

one operator. We cannot have a system
in which five or six different operators
are connecting 112 Calls at the same
time.

According to Michael Bauer the
public expects to have the possibility
of using any available means of
communication for Emergency Calls.
He does not think, however, that any
new technology within the area of
communications should necessarily be
applied when connecting Emergency
Calls. With respect to LAN, IP telephony
and broadband, for example, there is a
great deal of work to be done to make
these technologies function for
Emergency Calls.

- And the SMS technology does
not provide a reliable connection to an
Alarm Centre as you never know how
long it will take for the signals to be
transferred. The public must therefore
be informed that SMS is not the correct
way of sending 112 Calls.

OVERVIEW OF HOW DIFFERENT TECHNOLOGIES MEET ALARM NEEDS
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Another problem that Michael Bauer
mentioned was how Emergency Calls
that have come to one centre but are in
fact intended for some other alarm cen-
tre should be handled.

- Every time we get such an
Emergency Call from, for instance,
Munich - or Sweden - we have great
problems in finding out which is the cor-
rect Emergency Call Centre and how to
transfer the Call there.

When it comes to the question of
multilingualism among dispatchers,
Michael Bauer mentioned in particular
the MultiCom 112 Project which is partly
financed by the European Commission
Leonardo da Vinci Programme and
has the web page address
http://www.multicom112.org/index.php .

The aim of this Project is to connect
Emergency Call Centres in different
countries so that the dispatchers can
exercise their language capabilities
during periods of a low level of traffic.

“The latest technology
within the area of
communications is not
always suitable for
Emergency Calls”
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Futur e regular cooper ation

The focus of the last Session of the Conference was on how a platf orm for
regular exchange of experiences in the field of 112 information to the public
can be established and how practical cooperation and exchange of experiences
of operational matters could be achieved in the Baltic Sea Region. Arturas
Kedavicius intr oduced the issues and underlined the need for cooperation and
this was followed by a general discussion led by the moderator ULf Bjurman.

In the Baltic Sea Region

EFFICIENT COLLABORATION

is necessary to achieve a qualified
and similar 112 service in the Baltic
Sea Region and in the whole of the
European Union, Arturas Kedavicius,
Lithuania, pointed out. The need for
exchange of experience in different
areas, for instance geographical
positioning, increased knowledge
amongst the public about 112 and
development of the system by introducing
new technology, is considerable.

Increased similar quality

Future regular cooperation in the Baltic
Sea Region or at a EU level should in
the view of Arturas Kadavicius focus
on achieving similar quality of the 112

services. Some examples:

« A common objective for the
112 mission: the Emergency
Call Number must be restricted

to emergency situations when

immediate help is required and
non emergency matters should
be handled separately.

Efficient handling of calls and
technology for providing advice
before help has arrived; exchange
of knowledge and experiences
between the countries in the
Region can contribute to this.

A network between the technical
platforms which are used for
handling Emergency Calls, for
language support in handling 112
Calls and dispatching resources
in the case of major events of a

transboundary character.

A common 112 symbol to be used
with all relevant 112 information;

such a symbol could make it easier
to observe the 112 service in other

countries.
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Exchange for promoting development

- In the Baltic Sea Region there are
strong 112 actors, among others, Finland
and Sweden which can act as examples
for the countries which are developing
their 112 services. At the same time
there are ideas from the new European
Member States which can give impulses
to the established 112 organisation on
how to improve the service. Such an
exchange can also contribute to the
development of a common 112 policy
for the whole of the European Union.
Arturas Kedavicius concluded that
it is of great importance that the
requirements the public in the EU has
with respect to quality, the use of new
technology and globalization imply
challenges also for the 112 service.
To establish a future regular cooperation
between the 112 actors in the Baltic
Sea Region and in the whole of the
EU is an important measure to meet
these challenges in the best possible

way.

ULF BJURMAN INTRODUCED

the following discussion by pointing out

that a solution for bridging language

problems in an interview with back-up

from a Centre in another country requires

common routines to be developed.

- In our cross-border cooperation
with Finland we lack a forum where
questions of this sort can be discussed,
Leif Marklund at the SOS Centre in
Luled commented. When we compare
the Finnish working methods with our
own it turns out that we always ask the
same questions: “what has happened?”,
“where has this happened?”, “ how
many are injured?” etc.

Ulf Bjurman mentioned that
there is an agreement between the
Nordic Governments on cooperation
which has been supplemented with
a number of common procedures.
Collaboration has also taken place
in different situations for instance

between Finland and Estonia during

the forest fires in the summer of
2006 and between Sweden and
Lithuania.

We resolve the problems

- We resolve the problems in the nort-
hern part of Sweden through the SOS
Center in Luled and the Emergency Call
Centre in Rovaniemi, said Sven-Runo
Bergqvist, CEO of SOS Alarm. They
discuss routines and what they need to
ensure that the services can be provided.
We do the same thing in Varmland
where we often borrow equipment from
the Norwegian side and the same is
done in Scania with Copenhagen.

It has not been very difficult since all
the Centres need the same information.
Arturas Kedavicius said that the

Emergency Call Centres in Finland

and Lithuania use the same Microsoft
software with possibilities for automatic
reporting of events including informa-
tion about who has called 112, from

which number, from where, what has
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happened etc. Maybe the two countries

can agree on which questions should be
put at the beginning of an emergency
call.

Mainly two systems

- In interviews when dealing with
ambulance matters two different systems
are mainly used within the EU: the
index for medical treatment and ProQA,
André Baumann from Germany said.
There are certain differences between
for instance the Swedish, Norwegian
and Finnish indexes for medical
treatment whereas ProQA is very
similar everywhere where it is used.
This makes it possible to compare
interviews made by Emergency Call
Centres, for instance in Austria and
Germany, which has also been done.

- The disadvantage of ProQA is that
the system hardly allows any changes to
be made, but basically the human body
is similar in all countries and we try to

implement the same medical science.

Consequently, I do not think that there
will be any problems in practice to agree
on what early information is needed in
an ambulance dispatching matter.

How will it be possible to get a Call
Centre in, say, Spain to cooperate with a
Call Centre in Finland and ask the relevant
questions from a Finnish perspective?
Ulf Bjurman suggested that it would
require some form of commonality to
ensure that more or less the same language,
or rather, type of questions are asked, at
least when the dispatchers interview

and send response teams.

A single response code is sufficient

- if someone speaks foreign language it
will be sufficient if there is a common
response code to dispatch an ambulance
or a fire and rescue team, Michael Bauer
said. But it is necessary that the various
countries apply the same system or at
least some sort of common code for the
early response to ensure that the same

action is taken.
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Elaboration of a rescue index

Sven-Runo Bergqvist said that SOS
Alarm is at present elaborating a fairly
complicated rescue index. And in order
to establish a common international
code that will be applicable to the
handling of emergency calls across
borders it is extremely important to
limit the work to a number of basic
issues. Otherwise there is a risk that it
might become a never-ending job.

- A common international code
should be limited to a description of the
situation or event. What type of measures
should be taken ought to be decided by
the Call Centre responsible for dispat-
ching ambulances and fire-engines. It is
of significant importance, however, that
all the countries participate in the work
with elaborating the code so that they
feel that they can trust it.

There was a proposal to organize a
special meeting to discuss the operational
experiences of Tetra as well as strategic
alternatives for different actions. Both

Finland and Iceland have considerable
experiences, which would be valuable for
the representatives from other countries to
1 eam about. Iceland tentatively undertook
to organize such a meeting.

Finally, it was recognized that it would
be of value to discuss the question of
IP telephony also within the Baltic Sea
Region since it is handled in different
ways at present. Taking the long view
efforts should be made to exercise
influence on international organizations
to get regulations that could resolve the
problems connected with IP telephony.

J—
-

“An international code for handling emergency calls across
borders must be limited to a number of basic issues”
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The conclusions of the Conference were inter alia that a common European
Emergency Call Number would not only be a practical solution for the European
citizens but would also make it possible to connect the emergency response
resources of the countries tog ether. The European 112 collabor ation should be
increased and should, among other things, be based on common standar ds and
legislation. It is necessary to find solutions to problems related to diff erences
of language and living conditions as well as to insufficient resources to manage

both daily emergencies and societal crises.

Conclusions of the Conference

THE AIM OF THE CONFERENCE:

+ provide a basis for an exchange of
experience and focus discussions on
the practical problems and key issues
to be resolved in order to make
operations more efficient and useful
for citizens needing help,

+ consider the general requirements
from a citizen perspective and what
measures and tools are necessary to
facilitate each mission, integrate the
wide scope of conditions and needs
in the individual case and ensure
public knowledge and understanding
of the 112 service,

+ identify and exchange information on
possibilities of moving forward the
service by taking advantage of new
technical developments and training
experience to guarantee the very best
help to any individual in an emergen-
cy situation, and consider how

existing operational networks, proce-
dures for coordination and platforms
for regular cross border cooperation
could be enhanced in the Baltic
region in order to provide opportuni-
ties to meet and exchange experien-
ces, where there is a similar app-

roach in most of the countries.

The Conference conclusions were:

The common European 112
Emergency Call Number is not only
an important practical solution for
providing European citizens in need
with necessary help, but the 112 is
also a valuable instrument for linking
the operational emergency response
senices together across administrative
sectors of society;

Further steps obviously need to be
taken also at a European level to
improve the common 112 service to
the public, due not in the least to the
changing conditions in the European

Union, such as the increasing free

movement of citizens;

Significant opportunities are provided
by the rapid technical development,
but how new technology such as SMS,
IP, e-mail, MMS, etc. should be intro-
duced must be considered carefully
and the quality of the service seen
from a citizen perspective must always
govern the choice of technical solu-
tions as only the very best solutions for
the individual are acceptable;

Also societal changes in general, the
development within the emergency
services and for instance specializa-
tion of hospital care must be taken
fully into account;

M easures are strongly needed to ensure
that only the 112 emergency calls
requiring immediate attention are given
priority and that solutions for taking
care of the other calls are considered;



Cooperation within the European

Union should be increased, not only to
provide opportunities for the exchange
of experience and to exercise influence
on the technological development from
an operational perspective, but also

to facilitde practical coordination

of the 112 service and development

of common benchmarking, standards
and necessary regulation;

The challenges include both ques-
tions related to technological deve-
lopment and the decreasing impor-
tance in the EU of national borders,
and also the different languages and
living conditions, such as areas with
limited population, and the need to
ensure that the organizations can
respond efficiently both to the every-
day incident and to societal crises;

These should be met by collaboration
in networks, for instance in EGEA
which has been formed to work with
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a PSAP perspective, mechanisms for
providing guidance and practical
assistance to each other, common
training, exchange of experts and
sharing of lessons learned;

« Regular cooperation within geograp-
hical regions within the European
Union, such as the Baltic Sea Region,
can contribute considerably to the
general development of the organiza-

tions and services;

A common vision should be that every
citizen in the event of illness, accidents or
societalcrises receives the best possible
help irrespective of where this person
happens to be in the European Union.

“A common vision should be that every citizen in

the event of illness, accidents or societal crises
receives the best possible help irrespective of where
this person happens to be in the European Union”
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