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In keeping with our origins

.... we used to have 156 emergency phone 

numbers in Iceland!



330 000 people

103 000 km2

How many did you say?



History

• 1995 Law by Alþingi

• 1 January 1996: Kick off

• 2000 Police Communications Ctr.

• 2003 SAR dispatch

• 2004 Maritime Control Ctr.

• 2005 Coast Guard Command

• Rescue Coordiantion Ctr.

• Tetra communications

• New law on 112 passed in 2008  



• the whole country

• all emergencies

• all emergency response agencies

–ONE 112 center for the whole country

The emergency number for



• Main center in Reykjavík

• Sattellite unit in Akureyri

• Staff training

• Continuing education

• Technical equipment and software

• Stress debriefing, psychological aid

Neyðarlínan 

Company Profile



Shareholders

• National treasury 74%

• City of Reykjavik 11%

• The National Power Company 8%

• Reykjavik Energy 8%

Neyðarlínan



Neyðarlínan - Organisation

• Emergency dispatch 16

• Maritime Control Ctr. 1

• Tetra 5

• Office 5

• Employees total 25

Promoting safety and wellfare



112 Emergency Dispatch

• Call-taking, dispatching and logging for 

police, ambulance, fire, rescue and other 

response agencies

• Monitoring of geophysical meters

• Monitoring of transport of valuables

• Reception, logging and reporting of 

notifications to child protection committees



Modes of Dispatching

• Tetra calls and messages

• Voice messages

• SMS messages

• Telephone calls



2008 statistics

• 257 597 calls processed

• 191 410 emergency incidents

• Police 67%

• EMS 16%

• Fire 3%

• EMS 31 600

• Capital region 24 000



Statistics

• Average time to answer 3.8 sec.

• 95% answered within 8 sec.

• 80% of F1 dispatching processed in 90 sec. 

or less time



112 Center Reykjavík

Adjacent: Police communications, Coast Guard Command, JRCC



The National Rescue Center

• 112 Emergency Dispatch

• National Police Communications Center

• Joint Rescue Coordination Center



Also in the building

• Headquarters

– Icelandic Coast Guard HQ

– Icelandic Association for Search and Rescue –

ICE-SAR

– The Capital District Fire and Rescue Service

• Offices

– 112 Neyðarlínan

– National Police Civil Defense Department



Responding Agencies

MBL photo Júlíus



Responding Agencies

MBL photo Júlíus



Emergency Response Agencies

• 5 police stations

• 46 fire brigades

• 40 ambulance services

• 77 units

• 49 hospitals and primary care centers

• 99 SAR teams

• Local physicians

• In the rural areas

• The Icelandic Coast Guard



Other Agencies

• “Læknavaktin”

• 1770

• The Icelandic Red Cross

• 1717 ”hjálparlínan”

• Child Protection

• Alerts to over 40 goverment agencies

• Over 300 emergency and recue units in all



EMS Providers in Iceland

• Advanced

– Paramedics

– Doctors

• Intermediate

– EMT - I

• Basic

– EMT – B



Dispatch Priorities for EMS

F1 Blue lights & sirens ALS

F2 Blue lights & sirens BLS

F3 ASAP

F4 At ease



Tetra Groups in Reykjavík

Ped.

ER

ER
Medical

Command

Main ED

112

EMS

1770



Neyðarvörður

• Background

• Student’s exam / University education

• Foreign languages

• English + 1 Nordic

• Computer compentency

• Geographic knowledge

• Experience (optional)

• Shift work

• Field work



Further requirements

 Age < 25 years

 Good health

 Sharp eye sight

 Even better hearing!

 Clean record



Emergency dispatch principles 40

Tetra communications 8

Police Communications Center 10

Child Protection 16

Basic Life Support 16

Before-the-job Training



Orientations to Field Work

Police Field Work 24

Fire Department 24

SAR 16

Civil Defense 8

Coast Guard 4

Health care system and institutions 4

• Continuing Education 4 hrs. monthly



The Dispatch Layout

1. Main screen    2. EMD cards   3. Maps of Iceland    4. Tetra

1 23
4





ANI, automatic number  identification

Call From a Fixed Line Telephone



ALI, automatic location identification

Maps of Iceland

Hringt úr heimasíma



and the residents ......

Hringt úr heimasíma



Now  what are those red dots for?

Call From GSM



Guess what!





Ambulance by health care district

Health

Care

District



SAR team

SAR



Police Juristiction



www.112.is

Response Agency Selection



www.112.is

Response Agency Selection



www.112.is

Response Agency Selection



www.112.is

Dispatch by SMS



Dispatch Confirmed



The EMD Card System



Complaint: Chest Pain

www.112.is





EMS Dispatch



EMS Dispatch



By SMS



Tetra Communications



Pre-Arrival Instructions?



What is the telephone number for police, fire 

brigade, ambulance and other emergency 

response units?



How positive or negative are you towards 112?



Have you placed a call to 112?



Were you happy or unhappy with the service?



Austmaður

Do you recognise this word?

What does it mean?



Modell 0 

Dagens organisasjonsmodell

Mottak, veiledning av innringeren, 

utalarmering og ressursstyring



Modell 1

Felles mottaks-/formidlingstjeneste

112

Veiledning av innringeren, 

utalarmering og

ressursstyring

Mottak av meldinger

(operatør uten fagkompetanse)



Modell 2.  Felles mottak og primær 

veiledning, etatsvise ressursstyrere

112

Mottak og primær veiledning 

av innringeren

Etatsvise sentraler som 

utalarmerer og styrer ressursene



Modell 3. Felles mottak, veiledning, 

utalarmering og ressursstyring

112



Modell 4. Felles meldingsmottak og 

ressursstyring for helse og brann, rene 

politisaker videreformidles

112

Mottak, veiledning 

utalarmering og ressursstyring 

for helse/brann

Veiledning, utalarmering 

og ressursstyring i politisaker



For safety and wellfare!

The Future of EMD ?



Questions?
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