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TERMS AND ABBREVIATIONS

TERM DEFINITION

3G Third generation mobile telecommunication system

3GPP Third generation partnership project

AClI Aut omobile club déltalia

ACK Acknowledgement

AleC Automatic Initiated eCall

ASW Application Software

AT Attention (part of modem instruction to dial as specified in ETSI TS

127 007)

CAN Controller-Area Network

CCD Charge Coupled Device

CCIVR Contact Centre Interactive Voice Response

CRC Cyclic Redundancy Check

CTl Computer Telephony Integration

CcTP Conformance Test Procedures

ECC Emergency Control Centre

EFron Elementary File (fixed dialling number)

ETSI European Telecommunications Standards Institute

FMS Fleet Management System

GIS Geographic Information System

GNSS Global Navigation Satellite System

GSM Global System for Mobile communications

GuI Graphic User Interface

HL-ACK High Level Acknowledgement

HMI Human Machine Interface

ICS Implementation Conformance Statement
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ISDN Integrated Services Digital Network

IVS In-Vehicle System

KVvP Key Value Pair

LAN Local Area Network

LL-ACK Low Level Acknowledgement

LTE Long Term Evolution (of 3G UMTS access network)
MEB MSD Extractor Box

MleC Manually Initiated eCall

MSC Mobile Switching Centre

MNO Mobile Network Operator

MSD Minimum Set of Data (EN 15722)

NAD Network Access Device (e.g. a GSM or UMTS module)
PAN Personal Area Network

PER Packed Encoding Rules (ASN.1)

PBX Private Branch Exchange

PLMN Public Land Mobile Network

PSAP Public Safety Answering Point

RAN Radio Access Network

REQ Request

SIM Subscriber Identity Module (GSM/3GPP)
SQL Structured Query Language

TPS Third Party Service

TS12 Teleservice 12 ETSI TS 122 003

ubpP User Datagram Protocol

UE ECall Unit

UMTS Universal Mobile Telecommunication System
USIM

User Subscriber Identity Module
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1 Executive summary

The purpose of this document is to provide a site by site compendium of the architecture of

each Pilot Sitesd National Emergency Service ar
to the linked HEERO 1 &2 deliverables that are directly linked to each site and its necessary

upgrade to eCall based on 112. The document includes:

i Details of the member state technical architecture to receive 112 and eCall based on
112,

1 Links to the published HeERO deliverables

The HeERO pre-deployment project for eCall based on 112 drew upon a standard format to
identify categories and then upgrade each Member State network ready for eCall based on
112. Once the upgrade had been achieved, each pilot site was validated against known

performance criteria.

31/12/2014 9 Version 1.0
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2 Introduction

2.1 Purpose of Document

Purpose of this document is to describe the architecture of each pilot site on the path to eCall
deployment.

2.2 Structure of Document

This document has beena fALi ving Documento for the durat.
projects. The document describeseach Pilot Site PSAP infrastructure in that particular

member state which permits the reception of 112 and also eCall based on 112.

The contents of this document is derived from other HeERO 1 deliverables that contain

information fitting with the structure of this document, namely

1. Details of the member state technical architecture to receive 112 and eCall based on
112,
2. Links to the published HeERO 1 & 2 deliverables

2.3 HeERO Contractual References

HeERO is a Pilot type A of the ICT Policy Support Programme (ICT PSP), Competitiveness

and Innovation Framework Programme (CIP). It stands for Harmonised eCall European Pilot.

The Grant Agreement number is 325075 and project duration is 24 months, effective from 01
January 2013 until 31 December 2014. It is a contract with the European Commission, DG
CONNECT.

The principal EC Project Officer is:
Aude Zimmermann

EUROPEAN COMMISSION

DG CONNECT

Office: BU 3171 6/35

B - 1049 Brussels

Tel: +32 296 2188

E-mail: aude.zimmermann@ec.europa.eu

One other Project Officer will follow the HeERO project:

31/12/2014 10 Version 1.0
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Dimitrios AXIOTIS
Dimitrios. AXIOTIS@ec.europa.eu

Address to which all deliverables and reports have to be sent:
Wolfgang Hoefs

EUROPEAN COMMISSION

DG CONNECT

BU 3117 6/35

B - 1049 Brussels

Tel: +32 296 2188

By mail: aude.aimmermann@ec.europa.eu

Any communication or request concerning the grant agreement shall identify the grant
agreement number, the nature and details of the request or communication and be submitted

to the following addresses:

European Commission

Communications Networks, Content and Technology
B-1049 Brussels

Belgium

By electronic mail: CNECT-ICT-PSP-325075@ec.europa.eu

31/12/2014 11 Version 1.0
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3 HeERO Pilot Sites

3.1 Basic description of eCall service

eCall is the pan-European emergency call service based on 112 for vehicles which is
intended to operate seamlesslyacross Europe and supported by the EU Member States in
order to reduce the consequence of incidents and improve safety on the roads of Europe by
providing accurate and timely information to the emergency responders. This service is
intended to be made available on new types of vehicle, independent of the brand, in any EU
Country and independent of the geographical location of the equipped vehicle. It will be free
at the point of use by the citizen.

Once fully deployed, this interoperable eCall public service will become available to any
equipped vehicle travelling in Europe, without need of any additional device or service

agreement.

The eCall service can be activated manually or automatically: when a serious incident
occurs, the on-board sensors trigger the start of an automatic eCall. Once triggered, the in
vehicle system (IVS) establishes an automatic emergency communication using the pan
European emergency number 112 (TS12) over any mobile network with the Public Safety
Answering Point (PSAP).! The emergency communication consists of a voice communication
together with the transmission of the incident data (Minimum Set of Data) to the PSAPs

operator answering the emergency call.

3.2 Public Safety Answering Point (PSAP)

The following chapters describe of thesituation in each Member Sate (MS) PSAP. It is based
around information received by completed questionnaires from each MS, and the compilation
of documentation already received and documented by HeERO 1& 2 MS Pilot Sites through
other HeERO 1& 2deliverables.

The HeERO 1 & 2 pre-deployment projects for eCall based on 112 drew upon a standard
format to identify categories and then upgrade each Member State network ready for eCall
based on 112. Once the upgrade had been achieved, each pilot site was validated against

known performance criteria.

! PSAP: the physical place where eCall terminates and that first receives the emergency call. It is assumed that this entity is
managed by a Public Authority or by a private organization recognized and licensed by that MS Government. The most
appropriate PSAP is the one identified on a territorial base by the correct authority to serve the emergency calls starting from a
specific geographic area or to manage emergency calls of a specific type (e.g. eCall).

31/12/2014 12 Version 1.0
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The deliverables produced by the HEERO 1 & 2 projects that provide this information are:
Work Package 2 Implementation

The main objective of WP 2 is to ensure the successful implementation of the eCall service in
the pilot test site

HeEROD2 1 Functional and operational requirements v2 0

HeEROD2 2 Functional specification final

HeEROD2 3 HW SW implementation v1 0

HeEROD2 4 System test cases and verification report vl 1

HeERO D2.5 Manual for operator's training vl 1 Final

HeERO D2.5 Manual for operator's training with Annexes v2.05 Final

HeEROD2 6 Final system test cases v1 03

HeERO 2 D2.1 State of the art analysis, operational and functional requirements

HeERO 2 D2.2 eCall systems functionalities' specification

HeERO 2 D2.3 Implementation plan

HeERO 2 D2.4 System test cases and verification report

HeERO 2 D2.5.2 Manuals for operator training, with annexes

HeERO 2 D2.6 Final System Test Cases Report

Work Package 3 Operation

The main objectives of WP 3 are:

1 Prepare the eCall operations phase mainly through the training of the dispatchers and
the updates in the operating manuals for each of the emergency services involved.
1 Run the eCall pilot in the different member and associated States and cross border
from the operational view
0 PSAP technical upgrade made in WP 2
0 PSAP organisation structure to ensure the proper handling of the eCalls
o Pan European solution key points
A IVE interface
A eCall discriminator (eCall Flag)
A VIN decoder

31/12/2014 13 Version 1.0
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http://www.heero-pilot.eu/ressource/static/files/heero_wp2_d2-3_hw_sw_implementation_v1-0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp2_d2-4_system_test_cases_and_verification_report_v1-1.pdf
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http://www.heero-pilot.eu/ressource/static/files/heero_wp2_d2.5_manual_for_operator-s_training_with_annexes_v2.05_final.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp2_d2-6_final_system_test_cases_v1-03.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp2_del_d2-1_soa-analysis_v1.1.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp2_del_d2_2_functional_specification_v1-1.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp2_del_d2-3_hw_sw_implementation_v1.1.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp2_d2-4_system_test_cases_and_verification_report_v1-11.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp2_d2.5.2_manual_for_operator-s_training_with_annexes_v1.3.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp2_del_d2-6_final_system_test_cases_report.pdf
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A Traffic Management Centre interfaces
A TPS system interface

0 Inter-operable services

HeERO D3.1-Pilot operation preparation report V1.22

HeERO D3.1-Pilot operation preparation report V1.22 ANNEX (3)

HeERO D3.3 Final Operational Results v2.3 FINAL

HeERO 2 D3.1 Pilot operation preparation report

HeERO 2 D3.2 Operation Preliminary Results

HeERO 2 D3.3 Final Operational Results

Work Package 4 Evaluation

The main objective of this WP is to ensure a common and effective Evaluation of the data
gathered on the different Pilot Sites and provide the results of the pilots in a comparable way

across all participating Members and Associated States.

HeERO D4.2 V1.3 Final

HeERO DA4.3 Intermediate Results of the Tests verl.3

HeERO D4.4-results 1.1

HeERO D4.5-results v1.0

HeERO 2 D4.1 Final agreed KPIs, test specification and methodology

HeERO 2 D4.2 Draft results of the tests with lessons learnt, conclusions and

recommendations

HeERO 2 D4.3 Final results of the tests with lessons learnt, conclusions and

recommendations

Work Package 6 Deployment Enablers

The overall aim of WP6 is the analysis of eCall enablers and barriers and the description

and/or planning of certification processes in Member and Associated States.
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http://www.heero-pilot.eu/ressource/static/files/heero_wp3_d3-1-pilot-operation-preparation-report_v1.22.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp3_d3-1-pilot-operation-preparation-report_v1.22-annex-3-.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp3_d3-3_final-operational-results_v2.3_final.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp3_d3.1-pilot-operation-preparation-report_v1.0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_d3-2_operation-preliminary-results_v1.0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_wp3_d3-3_final-operational-results_v1.0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp4_del_d4-2-v1.3_final.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp4_del_d4.3-intermediate-results-of-the-tests_ver1.3mh.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp4_del_d4-4-results_1.1.pdf
http://www.heero-pilot.eu/ressource/static/files/heero_wp4_del_d4-5-results_v1.0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_del_d4-1-final-agreed-kpis-test-specification-and-methodology_v1-2-1.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_del_d4-2-draftresults_v1_0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_del_d4-2-draftresults_v1_0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_del_d4-3-finalresults_v1_0.pdf
http://www.heero-pilot.eu/ressource/static/files/heero2_del_d4-3-finalresults_v1_0.pdf
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Many studies on eCall create a good basis for the work. Enablers/barriers exist e.g. in
legal framework, organisational issues, technology, privacy, security, economy end
ethical issues.

The specific objectives are:

91 Identify deployment barriers at specific local level but also common to all MS,
including legal ones, and propose measured to overcome them.

1 Identify deployment enablers relevant to industrial partners, relevant to authorities
and relevant to end-users

1 Identify possible use of eCall system for public/private value added services

1 Identify the needs for certification and define recommendations for the certification
process

1 Define the eCall Deployment Guidelines

1 Produce Recommendations for eCall Implementation and Operation in European
Member and Associated States

HeERO D6.1b V1.5 final

HeERODG.2 Deployment enablers and opportunities and challenges v.0.8

HeERO D6.3 Needs for eCall certification V1.0

HeERO D6.4-eCall Guidelines v1.1

HeERO D6.5-Recommendations on implementation and operation of eCall vO 5

HeERO 2 D6.1 eCall deployment barriers and enablers preliminary report

HeERO 2 D6.2 eCall Deployment enablers and opportunities and challenges: Final Report

HeERO 2 D6.3 Procedures for eCall certification and execution

HeERO 2 D6.4 Deployment and impact towards standardisation

HeERO 2 D6.5 Implementation roadmap and gquidelines for eCall deployment in Europe

HeERO 2 D6.6 Recommendations on implementation and operation of eCall

HeERO 2 D6.7 Enablers and assessments in continuity of services - Major statements and

field test results
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3.3 Czech Republic

3.3.1 Country details & PSAP architecture

Population: 10.5 million

Area: 78,866 km2

Organisation Handling 112 calls: Fire and Rescue Service

112 Model:

112 calls are taken on the regional principle. There are 14 regions in the Czech Republic,
each counting from 500 000 to 1.3 million citizens. All 14 operations centres use, in fact, one

large information system. In case of overloading of an operation centre, the call is routed to
another one.

In most regions - emergency medical services, fire and police are not integrated in the same
control room. The only exception is the Integrated Safety Centre in Ostrava, where all
emergency services share the same control room. Operators of the emergency services

organisations are also resources dispatchers. Medical emergency services operators stay

online with the citizen until the ambulance arrives.
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Figure 1 Czech Republic 112 architecture
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It is foreseen that eCall will be implemented following model 1 detailed below.
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Figure 2 Anticipated eCall model to be implemented in Czech Republic

\ 4

eCall Model 1: eCalls routed as 112 calls. The most appropriate PSAP will receive 112 calls
and eCalls

3.3.2 Technical architecture prior to the HeERO project,

Czech Republic call taking points are mutually interconnected, equipped with the same
technology (named as TCTV in the figure below) that receive 112 from both mobile and fixed

lines in Czech republic.

PSAP centres are built with the complex technology system (call centre + application
superstructure) to receive emergency call number 112 and 150 as well (national emergency

number of Fire Brigade).

The technology integrates current progressive functionalities, including fixed telephone
terminal identification (number and address), mobile operator identification, cellular phone
localization, IMEI identification, unified GIS implementation, mutual technology backup, self-

sustaining IP phone connection and language support.
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Figure 3 Czech Republic PSAP network architecture

Interconnections between all centres ensure that every call is delivered in time to a call taker,
regardless of the locality, this is to guarantee that the citizen will always get assistance (call

set-up time 0.75 sec, call response 3.5 sec).

The PSAP solution also makes use of data communication with operational centres of
fundamental branches of Integrated Rescue System in the Czech Republic (ECC - Fire and
Rescue Service, Police, Medical Rescue Service); whereas PSAP call centres notify these
operational centres about emergency situation by sending structured data document, which

is onward processed by application software of these centres.

PSAP call takers are capable of handling emergency calls not only in the Czech language
but also in English or German languages. Call taker application software utilizes language
knowledge of all involved operators on duty, which facilitates the language assistance by

means of a three-way conference between operators and the caller.

The PSAP technology is owned by Telefénica Czech Republic and placed in customer
premises (regional Fire and Rescue Service). Telefénica is providing communication
infrastructure and guarantees regional PSAP centre operation, centralized 24x7 service

surveillance, maintenance, renewal and development of the system.

The ECCs of the Fire Brigades equipped with geographic information system (GIS) that

contains data from the whole territory of the Member State, detailed data on the motorway
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and road network (stops, bridges, exits, objects). GIS enables identification of line
topographic elements such as roads, railroads, rivers, street crossings.

The ECCs of the Emergency Medical Service is equipped with geographic information

systems as well.
The ECC of the PoliceServices not equipped with geographic information system.

Czech Republic does not have a commercial eCall service in operation. Nevertheless, as
part of the CONNECT Euro-regional project, an eCall pilot project was carried out in the
Czech Republic during the year of 2007. This pilot implementation took place in testing
platform of PSAP which truly simulates the PSAP 112 operating system and was based on
DTMF transmission of MSD. The same testing platform will be used for HEERO pilot

implementation.

3.3.2.1 Data communication

PSAP solution enables the standard transmission of an entry protocol to the regional

operating centre of IRS (Integrated Rescue System):
A Fire Brigade

A Police

A Emergency Medical Service

Communication with these centres is carried out according to the proposed protocol in XML

format through IP VPN. Communication is bidirectional.

The content of the transferred messages is:

A Information about the event
A Status of the incident solution (start, being resolved, completed, closed etc.)
A Voice recordingofthecal | taker és conversation with the

3.3.2.2 Caller Localization

Mobile user location identification uses push method, thus the information is usable as early
as the beginning of the call. Mobile network operator sends information about improved caller
location in a way of B-number suffix or UUS (User to User Signalling) during emergency call
set up. With regard to the mobile network possibilities there are several coding methods
defined in the Signalling plan for emergency calls T document published by Czech

Telecommunication Office. Such information is then decoded on PSAP side by application
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superstructure and displayed on GIS. The accuracy of the localization within mobile phone
network is 1000m in 70% with Cell ID.

Method of providing mobile and fixed caller location (pull / automatic-pull / push):
Push

Time needed to provide it on request:

N/A

Type of caller location information (Cell ID, base station sector ID...):

Different technologies depending on the network operator: sector ID accuracy from 1 - 7 km -
70% or the Best Server Base Transceiver Station with accuracy from 700 - 1500m - 70% and

exact geographic location for special objects
Are common accuracy and reliability criteria available for all PSAPs?

Yes
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3.4 Romania

3.4.1 Country details & PSAP architecture

Population:19.6 Million

Area: 238,391 km?2

Organisation Handling 112 calls: Special Telecommunications Service (STS) Romania

112 Model:

All 112 calls are routed to the most appropriate PSAP, county-based. 41 Call Centres (one

per county). One Call Centre connects all emergency intervention services in the county

(Bucharest and lifov served by the same PSAP).

All emergency intervention agencies (ambulance, police, fire brigade, gendarmerie, etc.) are
connected to the Single National Emergency Call system (SNECS). SNECS belongs to STS

(Special Telecommunication Service) who was legally designated as the system

administrator and operator.

The Single National Emergency Call System consists of:

A

One 112 PSAP in each of the 40 counties and two others (main and backup) in
Bucharest

One emergency dispatching centre (PSAP level 2) for each of the 4 emergency
agencies (Police, Ambulance, Fire Brigade and Gendarmerie) in each of the 40
counties. Also, in 38 counties there is an additional medical dispatching centre for
SMURD (Mobile Emergency Service for Resuscitation and Extrication); coordinated
by Fire Brigade agency and in 3 counties SMURD operates as independent agency.
At national level there are single dispatching centres for SPP (Protection and Guard
Service), Counterterrorism, TMC (Traffic management centre)), ROMATSA
(Romanian Air Traffic Services Administration), AFER (Romanian Railway Authority),
Labour Protection. In most of the cities there are in place dispatching centres for
Police, Ambulance and Fire Brigade, operating (as sub-st at i ons of
dispatch centres of these agencies) on the same hardware and software platform.

A single centralized database for ANI/ALI (automatic number identification and
automatic location identification) for fix and mobile callers.

WAN data network, ATM-based, interconnecting the emergency call centres, nation-
wide.

MAN data network in each county interconnecting the 112 PSAP with the dispatching

centres of each emergency agency.
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AVLS system - provides GPS coordinates of the resources belonging to specialized
agencies of intervention.

GIS infrastructure i an independent and autonomous medium (Web based), SNECS
integrated, through which all operators can position and locate any event, resource or
another object on a geo-referenced map of Romania, in their area of responsibility.
Data collecting and archiving i warehouse containing all cases related data from all

counties collected simultaneously in two central points, in order to be used for
statistical purposes

SMURD *‘t\; ~
Gendarmerie

-
B

Figure 4 Romanian 112 Architecture

It is foreseen that eCall will be implemented following model 1 detailed below.
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Figure 5 Anticipated eCall model to be implemented in Romania

eCall Model 1: eCalls routed as 112 calls. The most appropriate PSAP will receive 112 calls
and eCalls
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3.4.2 Technical architecture prior to the HeERO project,

PSAPsb6in Romania are equipped with software application for processing the events with
information support. There will be an upgrade to receive the calls (data and voice) in the
current software platform of processing emergency calls. The MSD should be extracted,
processed in two national points (for redundancy, load balanced and disaster recovery
purposes) and distributed to the PSAPs. The voice call will flow as any 112 emergency call
and on a parallel flow, the processed MSD will be presented to the 112 operators who will
integrate in the current case folder and forward to the interventions agencies as any 112 call.

All the agencies are working on the same software platform.

Emergency Control Centres (ECC) of Fire Brigades, Police Emergency Medical Service is
equipped with software application for processing the events and with information support.

There is the same software platform across entire 112 Romanian System.

PSAPs are designed for receiving the eCall messages and are equipped with a geographical
information system (GIS). GIS contains data from the whole territory of the Member State,
detailed data on the motorway and road network (stops, bridges, exits, and objects) in ESRI
format. GIS enables the identification of line topographic elements such as roads, railroads,

rivers, street crossings in ESRI format.

ECCs of Fire Brigades, Police and Emergency Medical Service are also equipped with

geographic information system.

3.4.2.1 Data communication

There is a data connection between PSAPs and ECCs of individual emergency units to:
A Fire Brigade

A Policy

A Emergency Medical Service

Data communication is operated as:

A One-way system (PSAP -> ECC)

A Two-way system (PSAP <-> ECC)

A Multi-way system (PSAP <-> ECC <-> ECC)
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The calls are received in the PSAP. The 112 operator conducts a short interview to identify if
the emergency is real and to understand the nature of the emergency and collect basic info.
Supported by the system, the 112 operator forwards the voice and data to the proper
agency/agencies. Further on, the agencies operators can cooperate to each other on the
platform. They complete the case form with the agency specific data and send the field
forces to solve the case. There is radio communications between them, used to alert, feed-
back, update case info etc. At the end of each mission the feed-back is provided in the ECC
where an operator will update and close the case in the system.

3.4.2.2 Caller Localization

PSAP receives information on the position of the caller whenever a 112 call is involved.
Information on the position of the caller is transmitted through a technology of Push. Push-
pull i the data are pushed by the phone operator and collected in a location server inside the
112 system. Wherever the operator needs the location he pulls it from the server. The
system response is under 2 sec. PSAP disposes of information on the position of the caller

during the first 15 seconds from the reception of the call.

The accuracy of the localization within mobile phone network is based on Cell-ld/Sector-Id
and on the information pushed by the phone operator. But the 112 system is prepared to be

as accurate as technically possible, based on the MLP 3.0 protocol.

The location info is written by the mobile network operator as a cell/sector-ID code in the IAM

cell of the SS7 communication. The info is extracted from there, processed and stored in the

location server. The 112 operating software is connected to the location servers over the

MLP 3.0 protocol. When an operator needs the mok
button in any of his operating application (case data or GIS) and a request is made to the

location servers. The answer is quickly returned in the GIS as a figure (currently as a sector

of the designated mobile phone network). A list of the postal address inside that area is

automatically presented to the operator who can choose one (based on the interview with the

caller and other info).

Method of providing mobile and fixed caller location (pull / automatic-pull / push):
Push

Time needed to provide it on request:

Not applicable

Type of caller location information (Cell ID, base station sector ID...):
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Cell ID/ Sector ID. System is ready to get location information over MLP3.0 protocol from any
available GMLC servers and perform accurate mobile caller location.

Are common accuracy and reliability criteria available for all PSAPs?

Yes, the emergency location system is based on a centralized solution deployed in
Bucharest and Brasov and it is available in the entire SNECS.
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3.5 Germany

3.5.1 Country details and PSAP architecture
Population: 80.8 million
Area: 357,121 km2

Organisation Handling 112 calls: Germany is a federal state. The 16 Lander have the
competence of prevention in case of immediate hazards. They are in charge of emergency
medical services, fire and rescue services, and police. Each Land has its own legislation as
well as its own organisation. As far as the organisation of fire and rescue services is
concerned, the Lander make use of the existing local and regional authorities.

Without exception, 112 calls are routed to the PSAPs operated by the Fire brigade or rescue

services.

112 Model:
110-calls are received by the police, 112-calls by the fire and rescue emergency services.

Emergency calls are separately processed in these two kinds of emergency response and

control centres.
Requests for help in medical conditions are assessed for urgency

A Medical service are processed in own competence

A Non-emergency medical requests are re-directed into the health system

If necessary, emergency calls from these two areas (police and non-police) are transferred to
the emergency medical services and other rescue services. Control centres of police and

non-police organisations co-operate.

Depending on regional organisational structures, the 2 below models are used:

PN
M,@ 112 g %

Y- Calls

1

- .
Calls forwarded / ‘ g \Q.—,

data exchanged

Figure 6 German PSAP architectures for 112 1/2

N — ¥
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The operator asks the caller a set of questions according to a fixed pattern and then decides

which rescue services have to be deployed, for instance fire brigade, emergency

physician,

ambulance vehicle. In general, the operator is supported by a computer-aided operation

control system. The fire brigade is alerted as soon as the operator that has received the

emergency call has finalized the operational arrangements.
It is foreseen that eCall will be implemented following model 1 detailed below.
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Figure 8 Anticipated eCall model to be implemented in Germany

eCall Model 1: eCalls routed as 112 calls. The most appropriate PSAP will recei
and eCalls

ve 112 calls
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3.5.2 Technical architecture prior to the HeERO project

In Germany, the structure of emergency organisations and 112-emergency calls is different
to other countries in many ways. First, the responsibility for rescue services lies in hand of
the 16 local federal governments. These 16 governments organise and synchronise their
activities by the conference of the ministers of Internal Affairs. But the local structure always
depends on local circumstances. About 20% of the German PSAPs are operated by the fire
rescue services, another 30% are operated by local authority. The majority of PSAPs are
operated by one or more rescue services like DRK, ASB, Malteser, Johanniter and others

who operate rescue services. This complicates general statements about the German PSAP

situation.
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o ®
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Figure9: The Ger man fAExpertengruppeNotrufd as

Caller Location in support of emergency services:

Method of providing mobile and fixed caller location (pull / automatic-pull / push):
Push

Time needed to provide it on request:

not applicable

Type of caller location information (Cell ID, base station sector ID...):

cell ID / sector ID

Are common accuracy and reliability criteria available for all PSAPs?

No
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3.5.3 Technical changes required

Keeping in mind the special German situation with more than 250 different PSAPs with
differing levels of infrastructure, the German National Pilot was developed as a fully
redundant eCall system, with minimal impact on the existing 112 System. All IVS systems
used a long number and calls were routed to the PSAP in Braunschweig. Another PSAP
Oldenburg was planned to be equipped with eCall systems, but referring to internal structural
problems during a complete construction phase made it impossible to introduce Oldenburg
into the test.

However, the integration into existing PSAP systems was a part of the German Description

of Work in HeERO and was started in the second year of HeERO. In 2011 the
AExpertengruppeNotruf o, a commi ssi ongiesietstheonsi bl e
PSAPs, decided to upgrade all German PSAPs with eCall technology. There would not be a

Super-PSAP only dealing with eCall and then forwarding them to other PSAPSs.

The reason for this decision is explained in the following picture. Regarding an incoming
eCall means to receive the MSD and then talk to the car passengers for a short time. After
this, the call will be routed to the relevant PSAP. During this time, other people viewing the
accident will pick up their mobile phone and call 112 i and will be routed directly to the
relevant PSAP and thus arrive earlier than the eCall. This unwanted behaviour was
recognized very early and lead to the decision not to implement the German eCallstructure in
this way.

Calls from Mobile Phones

watching the accident go

directly to the appropriate
PSAP

Car Incident

PSAPf ws0 PSAP
Vo =
" Redirect
eCall is processed in qo\oﬂ', V4

PSAPf and redirected to To Emergency
PSAP2 Car

Figurel0: eCall coming in via a special eCall PSAP, but 112 calls go directly to the
relevant PSAP
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Germany has created a very special mechanism to differentiate eCall from regular
emergency 112 calls. In the mobile network, the eCall discriminator flag is used to create an
ISDN ecCall flag. This flag allows the PSAP PBX to differentiate between eCall and normal
112 calls and route them internally. There is only one flag for both i manual and automatic
calls, but after receiving and decoding the MSD this information is available again (being part
of the MSD).
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Figurell: Discussion of 3 different possibilities of upgrading German PSAPs

The upgrade of 250 PSAPs with big differences in infrastructure quality and technology lead
to an idea called the fdecCall Routerodo. This syste
the PSAP, which can decode and store MSDs. It also offers a software interface to the PBX
and the PSAP software application. All storage and backup systems will be combined in the
second part of the eCall Router: the eCall Centre. This is a computing centre (only machines)
to store and backup data and to connect to additional services like EUCARIS or the German

KBA.
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Figurel2: the eCall Router Matrix

The eCall Router is designed to upgrade PSAPs with a minimum effort and investment. As

an add-on to existing PBX and PSAP software applications, it uses unified XML interfaces to

communicate with the PSAP software and standard ISDN features to communicate with the

PBX. The combination of software and hardware supports up to 30 ISDN channels. The

OECON ecCall Router can also be connected to VolP PBX and also provides interfaces to the

European EUCARIS network.
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Figurel3: Coexistence between 112 eCall and TPS using the eCall Centre

This also allows connecting the eCall Centre to real TPS services to add their digital data to

the standard 112 eCall using the same interfaces as the MSD.
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3.6 Finland

3.6.1 Country details and PSAP architecture
Population: 5.4 Millions

Area: 338,432 km2

Organisation Handling 112 calls:

Emergency Response Centre Administration. Public authority financed by the state budget
and steered by:

1 Ministry of the Interior
1 Ministry of Social affairs and Health

112 Model:

Persons with Diploma in Police Studies or ERC Operator Examination Call-Taking &

Dispatching

1 Highly trained (18 month training, either policemen or ERC operators) call-takers who
handle both 112 calls and dispatch

9 Call-takers initiate tasks by giving them directly to field units

9 Task support and task monitoring is separated from call taking in most centres

Figure 14 Finnish 112 architecture

A call-taker (ERC operator) opens a blank form at the beginning of the emergency call. The
call-taker makes the risk analysis based on the criteria and questionnaire given by authorities
using ERC services. The operator then decides what resources have to be involved in the
emergency situation resolution (based on pre-defined alarm instructions) and dispatches the
emergency service units, if needed. A common TETRA radio network (VIRVE) is used for
dispatching the task to all the units of different authorities simultaneously. Non-emergency

tasks (C-D criteria) are forwarded to the task monitoring for dispatching.
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Once the units have been dispatched, the call-taker transfers the task to a task monitor for
further communication and support. The task monitor/dispatcher also follows the situation on
the ground and changes units to a more urgent task, if needed. Task monitor/dispatcher also
dispatches missions on waiting after having resources available. The task monitor also
makes additional alarms, data inquiries from different databases, warns the public and other
supportive tasks when asked by the unit or field commanders from the mission.

It is foreseen that eCall will be implemented following model 1 detailed below.

Voice . 3
."@
112 Most appropriate 112 PSAP

508 -
C
Data and voice

Figure 15 Anticipated eCall model to be implemented in Finland

eCall Model 1: eCalls routed as 112 calls. The most appropriate PSAP will receive 112 calls

and eCalls

3.6.2 Technical architecture prior to the HeERO project,

The Emergency Rescue Centre Administrationds ope
called ELS which is abbreviation of EinsatzLeitSystem (German). Task Form opens up
automatically when the duty officer answers the 112 phone call. ELS communication centre
directs the calls for each Emergency Response Centre (each centre takes care of its
dedicated area). 112/e112 calls are pushed up with FIFO (first in first out) order to the duty
officers. In Finland 112 emergency number provides help for all emergencies requiring

urgent assistance, whether from police, rescue, ambulance or social services.

A

Most important task is to specifythe caller 6s address (country, area, t
number, other information and coordinate or point on the map). If the case needs mobile
operators location service the feedback is under 5 seconds (this position is asked only if the

case is related to life threatening situation).
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Task handling Filtering display Map display

display - Filtering management -Re_source management 2
-Task form - Resource management 1 -Main map

-Tasks - Resource matrix - Library

- Task selection & - Symbols on map - Form management
performer - Virve 1 radio audio

- Locality - ELS messages 1 & 2

- Address

Figure 16: Basic functionalities of ELS 112 task handling.

Emergency Control Centres (ECC) of Fire Brigades, Police and Medical Service are
equipped with software application for processing the events and with information support
(classified information).

PSAPs utilise a geographical information system (GIS). GIS contains data from the whole
territory of Finland, detailed data on the motorway and road network (stops, bridges, exits
and objects) with ELS GIS format. GIS enables the identification of line topographic elements
such as roads, railroads, rivers, street crossings with ELS GIS format. ECCs of Fire
Brigades, Police and Emergency Medical Service is equipped with geographic information
system.

Data communication

There is a data connection between PSAPs and ECCs of individual emergency units to:

A Fire Brigade

A Police

A Emergency Medical Service

There is a uniform format of data communication messages defined as a Finnish authority

data model (currently used only by police).
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In case of traffic incident information about the event goes automatically also to Traffic
Management Centre (TMC.)

Caller Localization

Method of providing mobile caller location:

Pull' i by electronic request to a centralized mobile positioning database
Time needed to provide it on request:

Measured time: 4 sec / 100%

Type of caller location information (Cell ID, base station sector ID...):

Cell ID/ Sector ID and also more accurate information based on the best available calculation
method depending on the operator.

Are common accuracy and reliability criteria available for all PSAPs?

Yes

In the cities the accuracy is about 50-100 meters, in suburbs 100-1000 m and in rural areas
and waterways (large lake areas) it can be up to 5 km. The system is used about 15 000 - 20

000 times in every month.

A new system, which provides better accuracy has been introduced in 2014.The PSAP can
send a text message with a link to caller. By clicking the link, caller's (GPS) location is

transmitted to the operator (separate website).

With new SMS/GPS based system, accuracy can be counted in meters. NB: This system

needs always caller's activity, Smartphone and data&gps activated.
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3.7 ltaly
3.7.1 Country details and PSAP architecture
Population: 60.8 million
Area: 301,338 km2
Organisation Handling 112 calls:
iAr ma dei Carabinierio is a gendarmerie force wl

of the three national police forces in Italy.
Arma dei Carabinieri (118.716 professionals in 2011) is under Ministry of Defence

Polizia di Stato (State Police, 102.561 professionals in 2011) and Corpo Nazionale dei Vigili
del Fuoco (National Fire Corps, 31.520 professionals in 2011) are under Ministry of the

Interior

EMSs are run by the 20 Regional Authorities

112 Model:

Majority of provinces:

Basically there is only one level of PSAP, that manages emergency calls directly
(112=Carabinieri, 113=Police, 115=Fire Brigades, 118=EMS) and the sharing of information
is ensured only via telephone calls. Carabinieri answer 112 calls, connect to the CEDIF (Joint

Services EDP), compile the form with the caller ID and location (where available) and, when

needed, route the calls to the other emergency services.

MR8 — S

Calls forwarded /
data exchanged
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Figure 17 ltalian 112 architecture 1/3
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112 calls are handled by the Carabinieri or Polizia di Stato (50% and 50%). The "Salerno"
model is a target (set by the law), actually deployed only in Salerno. For historical reasons, in
Italy each Emergency Service manages a specific direct emergency number, with control
rooms deployed with different jurisdictions (at Provincial level for Carabinieri, Polizia di Stato
and Vigili del Fuoco, at regional level for EMSSs):

PSAP Level 1 PSAP Level 2

~ 112 -~

\.
¢

..
_
-]
a
2
”

|
§

Figure 18 ltalian 112 architecture 2/3

Lombardy Region (Varese 112 PSAP managing Varese, Como, Lecco, Monza-Brianza,
Bergamo; Milan 112 PSAP managing the metropolitan area of Milan; the remaining
provinces Brescia, Sondrio, Cremona, Mantova, Lodi, Pavia to be covered by the end of
2014, with Brescia 112 PSAP):

Originally born as a pilot project, the first 112 PSAP run by civilian call takers, was set in
Varese in 2010. The aim of the ltalian pilot project was the implementation of a single
European Emergency Number 112, to create a 1* level PSAP in order to collect, qualify and
forward all emergency calls coming to the following numbers: 112 (Carabinieri), 113 (Police),
115 (Fire), 118 (Ambulance).

The calls are forwarded to the competent agencies for the management of emergencies and
dispatching.

Today the model is adopted in 6 of the 12 provinces of Lombardy Region, with the rest of the
provinces to follow by the end of 2014, for a total coverage of approximately 10 million

citizens.
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Figure 19 Italian 112 architecture 3/3

The models considered for implementation of eCall in Italy are model 1 (currently
implemented in Varese) and model 3.

as B >

Voice

e

113)1 Most appropriate 112 PSAP

v

Data and voice

Figure 20 Anticipated eCall model to be implemented in Italy 1/2

Model 1: eCalls routed as 112 calls. The most appropriate PSAP will receive 112 calls and
eCalls
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Figure 21 Anticipated eCall model to be implemented in Italy 2/2

MODEL 3: manually triggered eCalls and automatically triggered eCalls are routed to a
different PSAP (it can be the same PSAP for 112 calls e.g. dedicated manual eCall PSAP
can be the same as 112 PSAP)

3.7.2 Technical architecture prior to the HeERO project

No public service like eCall is active in Italy. Instead, the development of ITS services related

to insurance world promoted the great diffusion of advanced private services in this field.

This is mainly related to the development of Insurance Telematics services that in few years
have been adopted by major insurance companies with a portfolio of more than a million of
Consumer Customer in Italia, more than 1.200 new units installed every day and different
service providers operating in this kind of services, like Octo Telematics, COBRA, VIASAT,

Infomobility, etc.

Thanks to the information collected during the crash, or after a specific call, the information
room of the private service centres can visualize in real time the complete dossier of the
accident/call with the elaboration of the information about localization of the accident,
dynamic of the crash (vehicle direction, speed, entity, acceleration/deceleration, etc.). With
this information the service centre properly manages the accident and the assistance (sent

medical and/or technical service, if necessary).

3.7.1.1 Data communication

From the MNO point of view the private services must be supported by sustainable business

B2B2C models providing clear advantages to all involved actors.
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From a technical standpoint, the solution considered are mainly based on the SMS or the IP
data connections over a public mobile network and the typical role of the MNO is often just
that of the carrier and IP access provider even if, sometimes, also the role of service provider
may be considered.

3.7.1.2 Call Centre

The answer points, usually call centre ready to handle the emergency, are run by private
companies for their own account or on behalf of the companies that provide the service on
vehicles. The Blue&Me/SOS Service can be considered as a good example in this field.
Indeed this service has been based on a special communication device that can be
assembled inside FIAT vehicles to interact with:

- Aciglobal Operations Centre, to activate roadside assistance (vehicles) or medical
assistance (person), both manually or automatically; manually, the user have to push
a button to activate a vocal call and the sending of the data to the Service Centre
(including his location); automatically: when theairbagdeploys, an automatic sending
of data begins in order to get the exact location of the vehicle to activate roadside
assistance.

- 89242406 Operations Centre, to get di fferen

restaurants, banks, pharmacies and so on.

The operator, who receives the request of assistance, localizes the customer on a map with
the help of the data on the SMS or message, tries to get in contact vocally with the customer

into the vehicle by the phone call or a call back and then takes the proper action:

- dispatches the call to the private emergency unit (usually the breakdown van for

mechanical emergencies) or

- dispatches the call to the PSAP (usually for medical, fire or police assistance) near
the area of the accident.

3.7.1.3 Caller Localization
Method of providing mobile and fixed caller location (pull / automatic-pull / push):

Pul.Location is provided centrally to the ACED In
12/11/2009). Location data is then forwarded where needed (with some replication of

infrastructure)

Time needed to provide it on request:
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Measured time (January- October 2010): 4 sec. /100%.

Type of caller location information (Cell ID, base station sector ID...):

Cell ID/ Sector ID

Are common accuracy and reliability criteria available for all PSAPs?

No data provided
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3.8 Sweden

3.8.1 Country details and PSAP architecture
Population: 9.5 million
Area: 449,964 km2

Organisation Handling 112 calls:

1 SOS Alarm Sverige Ltd.
1 The Swedish Civil contingencies Agency (MSB) is the supervising authority.

112 Model:

The 112 calls are handled by civilian SOS-operators. The operators are highly trained and
handle both 112 call-taking and the dispatch of intervention resources. Depending on the
emergency type, the SOS-operators are supported by indexes and interview support
adjusted to the incident type protocol. In some cases fire and rescue or medical specialists
are available to support the call takers. Dispatching of Police resources is done by regional

police dispatch centres.
All of the Swedish county councils have agreements with SOS Alarm, often stating that

medical evaluation (triage) and prioritization have to be done by a registered nurse in a

certain percentage of the total amount of medical cases or in all cases.

Figure 22 112 architecture Sweden

The MSB is responsible for matters related to protection of the population in case of all types
of emergencies, emergency management, and civil defence. This responsibility applies to
measures taken before, during, and after the occurrence of emergencies, crises and
disasters. The MSB mandate spans the entire spectrum of threats and risks, from everyday

accidents up to major disasters.
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It is foreseen that eCall will be implemented following model 1 detailed below.

vy} »

Voice

113J Most appropriate 112 PSAP
>
Data and voice

Figure 23 Anticipated eCall model to be implemented in Sweden

eCall Model 1: eCallls routed as 112 calls. The most appropriate PSAP will receive 112 calls
and eCalls

3.8.2 Technical architecture prior to the HeERO project

The use of one common emergency number throughout Sweden has been in place since
1956, with the number being 90 000 until 1996 when Sweden implemented the EU-common
emergency number 112 which replaced 90 000. In Sweden, 112 is the only emergency
number and it is used to reach police, fire rescue services, ambulance, sea and air rescue,

as well as social services.

Ambulance
Doctor
Rescue Service

Call out
Co-ordinate
Direct
Provide advice

Police
Fire Brigade
Environmental

Sea, Mountain and
Air Rescue

Figure 240verview of Emergency Response operations
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In 1972 the company SOS Alarm AB was formed to handle the emergency calls that earlier
were the responsibility of the former Swedish authority Televerket. SOS Alarm’s mission
were broader than Televerket” s in the respect that SOS Alarm handles certain interviews
and dispatches ambulance and fire units on commission from most of the county councils
and communities, where Televerket only served as a switchboard for connecting the person
in need of help to the helping organization.

SOS Alarm is mutually owned by the Swedish state (50%) and the Swedish communities and
county councils (50%) together. SOS Alarms commitment is regulated by the Swedish state

in an agreement.

At the start of the HeERO-project there were 18 alarm centres, so called SOS-centrals,

spread across Sweden.

The SOS-operator handles all calls for urgent assistance in emergencies and after
assessment of the circumstances the SOS-operator alerts the necessary assisting authorities
to the scene. The SOS-operator not only alerts the relevant authorities but also provides the
caller with instructions for first aid and advice, in order to help him/her cope with the incident

or other hazardous situation until help arrives.

SOS Alarm handles 3.4 million 112 calls/year and forwarded assignments were 1.5 million.

112 -
caller

PSAP
SOS Alarm

SOs SOs SOs SOs SOSs SOs SOs
handling call transferring handling call transferring transferring transferring transferring
call call call call call

Other 112 -
services :
- Social Wellfare
- Poison Control
Information
- Priest on call

EEC EEC EEC EEC EEC EEC
Ambulance Ambulance Fire & Rescue Police Air - & Sea Coast Guard
SOS Alarm: Medhelp : Services Regional Rescue Chemical

Dispatch es Dispatches SOS Alarm Communi ca- NEUIEL leakage at sea
ambulance ambulance in the dispatches fire tion Central Rescue (oil spill etc)
in all of Sweden counties of services in  most Dispatches Central

- Customs tip
phone
- Dentist on call

except in 4 Uppsala, of Sweden with regional police
counties Sodermanland, exception from a resources
Air Ambulance Véastmanland and few municipalities
Gotland who has their own
dispatch service

Figure 25 112 Call Handling Sweden
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Sweden has third party eCall (Volvo OnCall) which has been operational for 10 years.
Sweden has 18 PSAP points that receives 112 calls.Thesel8 PSAPs are in the process of
being consolidated to fewer PSAP points.

The PSAPs equipped with software application for processing the events with information
support. Emergency Control Centres (ECC) of the Medical Service is equipped with software
application for processing the events and with information support. Medical Service use
CoordCom for dispatching ambulance today and can send information about position and
other additional info.

Emergency Control Centres (ECC) of the Police is not equipped with the same software
application for processing the events and with information support as SOS Alarm.

Emergency Control Centres (ECC) of Fire Brigades is equipped with software application for
processing the events and with information support. They already receive alarm with position
and additional info today so there will be no difference. Fire Brigades use Ericsson

CoordCom.

The event handling system product at SOS Alarm is named CoordCom and it is developed
by Ericsson, (now divested to Carmenta but still in the Ericsson product portfolio), and it is
designed to offer maxi mum support for it
features for structured call taking and dispatching. Different types of communication may be
handled via the operator multimedia terminals. The incident handling tools have streamlined
functions for collaborative information exchange, problem solving and effective dispatching
using optional digital map tools.

CoordCom includes mechanism for receiving and handling Automatic Alarms such as fire
alarms, property alarms and social alarms. The structure of alarms includes Customer
Objects, Transmitters, and Alarm Events and so on in order to be able to mirror the setup of

different types of Automatic Alarm installations.

CoordCom is primarily aimed at public safety but includes features for On-call and Security
service.

The rescue services in Sweden does not all work in the same way and does use different
systems. For instance, ECCs of Fire Brigades, Police and Emergency Medical Service are

equipped with geographic information system.
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Figure 26SwedishPSAP system

3.8.2.1 Data communication

There is a data connection between PSAPs and ECCs of individual emergency units to:

A Fire Brigade

A Emergency Medical Service

There is a definition of a uniform format of data communication massages. Data

communication is operated as two-way system (PSAP <-> ECC).

3.8.2.2 Caller Localization

PSAP receives information on the position of the caller whenever a 112 call is involved.

Information on the position of the caller is pulled by the PSAP from the PLMN. 112 calls from

mobile phones are positioned with the help of the mobile network operators mobile

positioning system, the accuracy is dependent on size and type of mobile phone cell where

the call is made. PSAP disposes the information on the position of the caller during the first

15 seconds from the reception of the call.

In general, the following picture gives and overview of the actors involved in the rescue

services in Sweden.

Method of providing mobile caller location:

Pull from a database.

Time needed to provide it on request (Pull):
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Estimated time: 1 sec. / 100%

Type of caller location information:

Cell ID, with or without timing advance

Are common accuracy and reliability criteria available for all PSAPs?

No. There is an ongoing discussion with the three largest mobile phone operators on this

subject with the aim to create such criteria.
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3.9 Croatia

3.9.1 Country details and PSAP architecture
Population: 4.4 million

Area (km2): 56,594 km2

Organisation Handling 112 calls: National Protection and Rescue Directorate (NPRD)

112 Model:

112 centres are in charge of the emergency call taking and coordination of response units
(Police, Ambulance, Fire Brigade, Mountain Rescue Teams etc.). The model used is stage 1
and 2 PSAPs.

-
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Figure 27 Croatian 112 architecture

It is foreseen that eCall will be implemented following model 1 detailed below.

Voice

112
1z X
Data and voice

Figure 28 Anticipated eCall model to be implemented in Croatia

b

Most appropriate 112 PSAP

eCall Model 1: eCalls routed as 112 calls. The most appropriate PSAP will receive 112 calls

and eCalls
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3.9.2 Technical architecture prior to the HeERO project,

In 2005, Croatia initiated establishment of the emergency call system 112, based on the
system prevalent in the European Union. The main centre is located in Zagreb and each
county has to have a 112 centre. The centres are responsible for logging events.

Zagreb is a regional PSAP which responsibility is: logging events; coordinating the
communication of commands and decisions; and informing the population (1, 1 M) of threats
which leave on the 3700 sq. km. Last year (2010), the Zagreb PSAP registered 0.4 million
112 calls which represents the 12 percent increase from the previous year. Last year (2010),
the NPRD registered more than 1.8 million 112 calls and 12.784 traffic incidents on roads,
highways and tunnels.

3.9.2.1 Data communication
The system supports the predicted course of receiving, processing and forwarding of
emergency call to related emer gency management agencyods (pol i
medical emergency) and other stakeholders in the road traffic process and according to

standard operating procedures (SOP).

3.9.2.2 Caller Localization

Incentres, Zagreb, Split (regional centres), Si s
equipment. In these centres is implemented: hardware, software and communication
equipment; 112 service Operator/coordinator  positions; emergency  services
Operator/coordinator and dispatcher positions; resource management and coordination

equipment.

Architecture of ICT infrastructure from organizational perspective Public safety access points

(PSAP) is divided into 2 levels: regional and county.

Difference between county and regional centres is in size and capacity of county centres
which are smaller than regional centres. Additionally, each regional centre should be used as

backup location for their county centres.
Method of providing mobile and fixed caller location (pull / automatic-pull / push):

Pull: After receiving a mobile call, the system asks for location parameters from the mobile

service provider.
Time needed to provide it on request:

After 107 20 sec caller location is shown on a GIS map.
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Type of caller location information (Cell ID, base station sector ID...):
Using pull method, the PSAP gets base station location, Cell ID and angle of coverage (that
varies considerably between urban and rural areas).

Are common accuracy and reliability criteria available for all PSAPs?

No.
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3.10 Netherlands

3.10.1 Country details and PSAP architecture
Population: 16.85 million

Area: 41,528 km2

Organisation Handling 112 calls:

A Police
A The Ministry of Safety and Justice is responsible for policy emergency numbers.
A The National Police is responsible for handling 112

112 Model:

The 112 calls made from mobile phones are handled in one national PSAP. The civilian call-
takers locate the call and forward it to the most suitable regional emergency organisation or
to one of the special emergency organisations (Highway patrol, River police, Railway police,
Aircraft police, Coastguard and Military Police Schiphol). 112 calls coming from fixed lines

are routed to the most appropriate regional centre.

Mobile phones

Figure 29 Netherlands 112 architecture 1/2
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