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For a safer society
SOS Alarm in Sweden

SOS Alarm is entrusted to guarantee that 
people in distress receive help fast.

Citizens reach all of the community’s 
assistance resources by calling 112. These 
can be calls about e.g. acute ill-health, 
traffic accidents, fire, attacks, robbery or 
burglary. The emergency number 112 is the 
community service with great importance 
for the citizens’ safety. SOS Alarm is 
society’s guarantee of a safer life. SOS 
Alarm receives over 10,000 calls to the 
112 emergency number around the clock 
from across the country. The mainpart of 
the SOS Alarm turnover is related to the 
dispatch of ambulance for the regions and 
rescue service for the municipalities.

In addition to the community role that 
SOS Alarm manages within the framework 
of the emergency number 112, the company 
also offers alarm services on the open mar-
ket at market prices. 

SOS Alarm is owned by the Govern-
ment (50%) and SKL Företag AB (50%), 
which is owned by the Swedish Associa-
tion of Local Authorities and Regions. The 
supervisory authority for SOS Alarm is the 
Swedish Civil Contingencies Agency. 

Responsibility for SOS Alarm’s agree-
ment with the Government rests with 
Ministry of Defence. SOS Alarm’s agree-
ment is valid for an indefinite period with 

a financial framework established for the 
years 2009-2011. 

SOS Alarm was established in 1973 
to coordinate the community’s alarming 
services for fast and effective help. In the 
agreement with the Government, which 
regulates activities, the company under-
takes to operate continuously manned 
SOS centres where the general public can 
receive help around the clock through the 
emergency number 112.

SOS Alarm operates through 18 SOS 
centres located from Luleå in the north to 
Malmö in the south. Of its 880 employees 
about 600 are SOS operators. 

SOS Alarm serving the community
SOS Alarm is responsible for alarm  
management and response to 112 emer-
gency calls and other assignments in 
co-operation with paramedics, municipal 
rescue services, police, doctors on-call, sea 
rescue, mountain rescue, air-sea rescue, 
etc. SOS Alarm also bears responsibility for 
prioritisation, coordination and directing 
the national ambulance services.

Prioritisation and directing the ambu-
lance service, alarming the rescue services, 
etc. are additional services that are regula-
ted through separate agreements with each 
county council and municipality. 

Strategy work
During the latter part of 2010 comprehen-
sive strategy work has been implemented 
at SOS Alarm, called Strategy 2015. 

The reason is that several customer 
groups have increased their demands on 
specialist skills. At the same time tech-
nology provides opportunities for greater 
collaboration between the SOS centres, 
which creates new possibilities for stream-
lining operations and focusing on customer 
demands. Based on Strategy 2015, the 
organisation has been remodelled and the 
responsibility for production and service 
areas has been restructured.

A national production organisation 
makes it possible to optimise the use of 
resources through cooperation between the 
SOS centres. This primarily occurs within 
the framework of the three production  
regions South, Midlands and North.  
An important part of SOS Alarm’s future 
strategy is to become more efficient.  
In order to achieve this, SOS Alarm plans 
to introduce a common 112 reception in 
each production area. By switching from 
local to regional production where 5-7  
centres interact the SOS centres will 
become less vulnerable at the same time 
as the company’s production capacity is 
utilised more efficiently.
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First 112 day  
in Sweden 11/2

On the first 112 day in Sweden SOS Alarm 
implemented, together with the rescue 
services, ambulance service and police, 
activities across the country to spread 

awareness to hundreds of thousands of 
citizens about 112, Europe’s single  

emergency number.

The need of help via the emergency 
number 112 is relatively constant over 
the years (approx. 1.5 million real emer-
gencies per year). Of the total number of 
calls (3.5 million) 2.6 percent concern the 
rescue services, 18.5 percent ambulance 
services and 17.4 percent the police.



Specialist skills within each geographic 
region have been enhanced in order to in-
crease the dialogue with different groups of 
customers. Local support and interaction 
with the municipal rescue and ambulance 
services are still important to ensure safety 
in everyday and crisis situations for local 
residents.

Four service areas have been formed, 
112/Emergency preparedness, Rescue ser-
vices, Healthcare and Safety, Call-out and 
Security Services.

The market situation can be descri-
bed as stable. The great majority of SOS 
Alarm’s services are based on long-term 
contracts with the Government, county 
councils and municipalities. Competitive 
procurement occurs on all markets where 
SOS Alarm is active. In 2010 SOS Alarm 
lost assignments with the county councils 
in Uppsala, Södermanland and Västman-
land as well as Gotland municipality, 
which created a new situation for the colla-
boration and demarcation of responsibility 
when deploying resources. 

Quality issues are emphasised in the 
dialogue with the customers. An important 
strategic move has been to establish a 
Healthcare council for development issues 
surrounding the future of pre-hospital care. 

More long-term development issues 
are included in an increasing number of 
customer contracts. Greater importance 
has been given during the year to such 
interaction with the customers and in con-
tact with research. 

For SOS Alarm sustainable develop-
ment is closely linked to the work ”For 
a safer society”. Sustainability issues 
permeate the business and cover the entire 
chain from customers, employees, the 
environment and the long-term develop-
ment of services. During the past year, the 
company’s environmental certification 
according to ISO has been approved. 

SOS Alarm’s service areas
The service areas 112 and Emergency pre-
paredness, Rescue and Healthcare, which 
are entirely public assignments, form the 
core of SOS Alarm’s activities. These servi-
ces currently represent 2/3 of activities.

The service area Safety, Call-out and 
Security comprise different security and 
alarm mediation services, such as automa-
ted alarms, personal alarms and call-out 

services. Today these services are a growing 
share of SOS Alarm’s activities with custo-
mers in municipal, county and business 
sectors.

112 – Save lives, save property
Every second is precious with a 112 call. 
The average response time for a 112 call  
at most must be 8 seconds according to 
SOS Alarm’s agreement with the Govern-
ment. The response time is the security fac-
tor that the person seeking help values the 
most when making a 112 call. The average 
response time in 2010 was 6.7 seconds.

Handling a 112 call is the basis of the 
SOS operator’s work. SOS Alarm has the-
refore developed a new tool – 112-index 
– which shall further ensure quality in the 
very first part of the interview. 

112-index is a system support for the 
SOS operators and covers activities related 
to 112 call – healthcare, rescue and the 
forwarding assignments that SOS Alarm 
performs.

SOS Alarm also has responsibility for 
informing the public about the 112 emer-
gency number. Prioritised target groups are 
children and youngsters, immigrants and 
the elderly. 

Emergency cooperation  
is a key focus area
SOS Alarm’s role in the emergency mana-
gement system is becoming increasingly 
important so that the community can  

efficiently interact in different activities. 
SOS Alarm’s well-developed network- 
based organisation across Sweden with 
good contacts with the police, rescue 
services, ambulance services, etc. means 
that the company can act on many levels of 
society. At SOS Alarm there are alarming 
channels between the general public and 
all the community’s emergency resources. 
This allows SOS Alarm to gather together 
all relevant information to get a good 
picture of the situation in many parts of the 
rescue service, ambulance and police cases.

During the year, the part of the alarming 
agreement related to the company’s par-
ticipation in the community’s emergency 
preparedness has been strengthened within 
SOS Alarm’s organisation. A function for 
alarming the authorities’ Officer On Duty 
has been established and a supplementary 
agreement has been offered primarily to 
the Swedish Civil Contingencies Agency to 
give a uniform solution for all central and 
regional government authorities with the 
possibility for counties and municipalities 
to sign up in a similar way. SOS Alarm’s 
emergency preparedness function follows 
and analyses in real-time what is hap-
pening in Sweden and has as a base the 
whole SOS Alarm’s operative input from 
the 18 SOS centres.

Rescue: Good cooperation  
gives efficient alarm call-outs
Today SOS Alarm has agreements with 
almost all municipal emergency services. 
SOS Alarm calls out the rescue services to 
approximately 98 percent of the Swedish 
population.

SOS Alarm’s co-operation with the 
rescue services has during 2010 continued 
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per county within the framework for com-
mon development and quality groups. This 
continuing cooperation has resulted in a 
number of new procedures such as pre-
alarms, digital alarm call-out technology 
and now rescue index – procedures that 
simply lower alarm times.

Call-out times for the rescue services 
have also fallen by 30-50 per cent since the 
development of the quality groups began 
in 2006. The successful cooperation on the 
development of the alarm process will the-
refore result in a new quality development 
programme, now for the years 2009-2011.

In 2010 SOS Alarm launched a web 
map – a new Internet based service for the 
rescue services. The web map allows the 
rescue services to monitor its own resour-
ces in real time. 

Healthcare: An integral part  
of the ambulance service
SOS Alarm alarms and directs the country’s 
ambulances and in doing so makes up an 
integrated part of the ambulance service. 
In addition, SOS Alarm shall, through 
prioritisation and coordination, contribute 
towards the effective utilisation of the 
ambulances. 

Focus has moved from transport 
towards medical treatment at the accident 
site or during transport. The assignment of 
SOS Alarm is to link up with the ambu-
lance services as a strategic resource for 
the entire medical service. This means col-
lecting the right patient at the right time, 
with the right resources and the right skills 
and deliver the patient to the right medical 
department with the right level of care. 

Within healthcare SOS Alarm is affec-
ted by the increasing demands on exper-
tise. Greater medical ability when prioriti-
sing ambulance cases and improved skills 
for ambulance routing are being demanded 
by more and more counties. This requires 
increased investments and efforts within 
the whole field of expertise.

SOS Alarm works continuously to 
develop its skills within the ambulance 
sector. For example, SOS operators are 
being specially trained to become certified 
ambulance dispatches. Certified dispatches 
give uniformity and an improved logistics 
function, which in turn can contribute to 
higher medical safety in the ambulance 
service. 

SOS Alarm’s role in pre-hospital care is 
being developed based on the healthcare 
provider’s needs and requirements. It is e.g. 
increasingly common that SOS operators 
who prioritise healthcare/ambulance cases 
also need to be nurses.

In 2010, SOS Alarm’s technical develop-
ment centre for ambulance alarm call-
outs and pre-hospital care (TUCAP) was 
opened at the research centre Lindholmen 
Science Park in Gothenburg. TUCAP’s  
activities will mainly focus on deve-
lopments within communications and 
information technology to support and 
streamline ambulance alarming and pre-
hospital care. The activities also represent 
a completely new research field on an 
international stage.

Safety, Call-out and Security  
services: Fundamental security
The market for Safety, Call-out and Secu-
rity services continues to grow as interest 
for security in the form of surveillance and 
alarming grows. 

Help and alarm mediation services will 
increase in the future. Basic automated 
alarms will be replaced by more intelligent 
solutions. Using IP-based alarm transmis-

sions automated alarms can be improved 
yet further, for example, with SOS Alarm’s 
security service IP alarm – alarm via the 
Internet. Fire alarms, burglar alarms and 
operating alarms will be faster and safer 
because alarm transmissions can be moni-
tored where any interruptions are detected. 
Interest is also growing for the use of IP 
technology to connect fire, operating and 
burglar alarms.

SOS Alarm is the market leader in 
Sweden within fire alarms. The company 
has a third of all burglary alarms and is the 
leader within personal alarms. To meet the 
demand SOS Alarm continues to invest in 
partnerships with alarm installers.

SOS Alarm already offers advanced 
Call-out services including e.g. property 
call-outs, electrical call-outs, contractor 
call-outs, insurance company call-outs and 
community call-outs. The company mana-
ges qualified call-out services for municipa-
lities, property companies and businesses. 
These are services that are characterised by 
high delivery reliability and good quality.

For a safer society

900,000 ambulance 
cases a year
In 2010 SOS Alarm was responsible 
for all ambulance cases in the 
country, about 900,000. SOS Alarm 
was also responsible for so-called 
overseas coordination so that 
ambulance transport over greater 
distances is possible to coordinate. 
Today there are around 900 ambu-
lances in the whole country.

Mobile positioning
Positioning of mobile phones is one of 
the most efficiency-enhancing measures 
that has been introduced  in recent years 
within the 112 alarm process. Today a 
positioning request provides a hit in  
90 percent of cases.



SOS Alarm’s sales in per cent distributed per service sector

112 AND EMERGENCY 
PREPAREDNESS 26 %

RESCUE 14 % 

HEALTHCARE 24 %

SAFETY, CALL-OUT, 
SECURITY 35 %

OTHER SERVICES 1 %
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Production areas North, Midlands and South  
with SOS centres.

Income Statement 2010

Net sales	 822 064	 (807 863)
Income before taxes	 5 605	 (22 033)

Balance sheet 2010

Balance sheet total	 543 383	 (519 910)
Fixed assets	 262 086	 (234 312)
Adjusted equity	 169 409	 (174 028)
Solidity	 31 %	 (33 %)

Amounts in SEK thousands.
Within parenthesis refer to 2009.

Rakel. There has been a strong emphasis 
in this field for the entire company in close 
cooperation with customers and the Swe-
dish Civil Contingencies Agency. 

Rakel – the new digital radio system pri-
marily for blue light organisations is now 
built out throughout the country.  Rakel is 
Government owned and managed by the 
Swedish Civil Contingencies Agency. 

In the agreement with the Government, 
SOS Alarm has received a clear assignment 
when it comes to Rakel. SOS Alarm should 
be able to administer, develop and provide 
coordination services related to Rakel for 
the Government, counties and municipa-
lities.

SOS Alarm’s subsidiaries
SOS Alarm also operates activities through 
its subsidiaries YouCall and Rescue Elec-
tronic.

YouCall is one of the leading contact 
centre companies within remote telephony 
and customer service with customer assign-
ments all over Sweden. Rescue Electronic 
is the market leader when it comes to 
equipment for alarming personnel within 
ambulance and rescue services.

SOS Alarm’s service Security service  
allows for many elderly and disabled 
people to remain living in their own  
homes. When needed they can send an 
alarm at any time of the day to SOS Alarm. 

SOS Alarm has long worked with 
social care alarms and has during the year 
strengthened its position in the market and 
now has over 34,000 alarms. Nearly 2 mil-
lion calls were handled in 2010. 

SOS Alarm’s technology
With SOS Alarm’s Zenit technology 
system all SOS centres are connected in 
a network, which facilitates cooperation. 
When one centre is conducting interviews 
neighbouring counties can begin alar-
ming resources. Zenit provides a system 
for better resource management and for 
straightforward cooperation. The techno-
logy makes it possible to achieve a service 
without borders as all available skills are 
collected in a database.

Rakel – digital radio system
Development and implementation of the 
new radio communications system Rakel 
has continued. Counties and municipalities 
have focused efforts on the introduction of 
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Visiting address:  

Humlegårdsgatan 17 

Post address: Box 5776,   

SE-114 87 Stockholm, Sweden  

Telephone +46-8-407 30 00   

Fax +46-8-611 63 36

www.sosalarm.se

SOS Alarm’s mission is to work for a safer society.  
The business concept, which covers all activity areas, is to  
develop, offer and provide services that lead to a safer society.

The company’s vision is to become the European leader in servi-
ces for a safer society. The ambition is not to be the largest, but 
to be at the forefront of technology, expertise and methods.

SOS Alarm’s three core values – the ability of employees to  
empathise, unique SOS expertise and the capacity to focus – 
shall permeate the activities.


