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FOREIGN EXPERIENCE IN TRAINING OPERATORS
OF THE EMERGENCY ASSISTANCE SYSTEM
FOR THE POPULATION
VIA A SINGLE TELEPHONE NUMBER 112

®dypca B.B. 3apyb6ikxHuit gocBig nigrotos-
KM onepatopiB CUCTEMMN eKCTPEHOT AONOMOr#H
HacesieHHI0 3a €AUMHUM TenedoHHUM HOoMe-
pom 112,

Y cTaTTi aBTop BKasye, WO B YKpaiHi CTBOPEHUN
OEPXXaBHMN MexaHi3M pearyBaHHS Ha 3BEpHEHHS
rpoMagsiH, siKi OMUHUAUCS B HAA3BUYAMHINA CUTya-
uii. B CTpyKTypy ULbOro MexaHiamy BxoaaTb: [ep-
XaBHa cnyxba YkpaiHu 3 Haa3BMYaMHUX CUTyauin
(ACHC), HauioHanbHa noniuis YKpaiHW, eKcTpeHa
(wBmaka) MeanmyHa ponomMora, asapiliHa rasoBsa
cnyxb6a, iHwWi aBapiHi cnyx6bu. lMpoTe BUKAMKATU
Taki cny>bwu He 30BCiM 3py4YHO, OCKISIbKU BUKIINK
34IMCHIOETBCA 3@ pi3HUMU TenedOHHMMN HOMepaMMu.
IHTerpauis YkpaiHu B €BPONENCbKY CMiSIbHOTY BU-
Mara€ Big YKpaiHW nepernsgHyTM MexaHi3Mun 3axu-
CTYy NOAMHU, KA nonana B HaA3BMYanHy cuTyauito,
30KpeMa 3anpoBaguTU MexaHi3M pearyBaHHA Ha
3BEPHEHHSA rpoMajsiH 4yepe3d €AVHUIN TenedoHHUN
HoMep 112. MpunHaTuin 07 BepecHa 2022 poky 3a-
KOH YKpaiHn «[po BHECeHHs 3MiH A0 AeAKUX 3aKo-
HiB YKpaiHu WoA0 BAOCKOHAaNEHHSA CUCTEMN eKCTpe-
HOI AOMOMOIrM HaceseHHIo 3a EAVHUM TenleOHHUM
HOMepoM 112» MiCTUTb Yy CBOI CTPYKTYpi topnany-
Hi nigcTaBuM ANa BNpoOBaAXeHHA B YKpaiHi €AMHO-
ro LeHTPy NpurHATTS, 06pobkun Ta pearyBaHHS Ha
3BEPHEHHS HaA3BMYaMHOrO xapakTepy. TakoxXx Luewn
3aKoH NokAnkaHun ob’eagHaTh BCi €KCTPEHi cnyxbun
B €EAWHY CUCTEMY, LLO A03BO/IUTb CTBOPUTU Hanex-
HWW piBeHb pearyBaHHS Ha HaA3BM4YanHi cuTyauii,
HaJaHHS eKCTPeHOoi AONOMOrn, MakcMManbHO edek-
TUBHO 3any4yaTu AeKifibKa eKCTpeHuX cnyx6 ans
pearyBaHHs Ha cuTyaduii.

Ona HanexHoro dyHKUioHyBaHHA CuCTEMU eKc-
TPEHOT AO0MOMOrM HaceneHHo 3a EANHUM TenedoH-
HMUM HOMepoM 112 Heob6XxigHO TakoX NiAroTyBaTU
i npodecinHnin kagpoBmin anapat. MeTow CTaTTi €
aHani3 3apybiXxHMI AocBigy niAroToBkyM onepaTo-
piB CUCTEMW EKCTPeHOi AOMOMOrM HaceneHH 3a
€ANHUM TenedoHHMM HoMepoM 112 3 MeTol Ihoro
iMAneMeHTauii B CUCTEMY nNIArOTOBKM KagpiBs B
YKpaiHi.
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Y BMCHOBKax aBTOp BKa3ye, WO cucTema nigro-
TOBKM onepaTtopiB LleHTpy 112 ska gie B ECTOHIT €
OAHIE 3 Kpalwux y CBiTi i Moxe 6yTu 3amno3uye-
Ha Ansa peanisauii B YKpaiHi. «CncrteMa ekCTpeHoi
[0MOMOrM HaceneHHo 3a EANHUM Tene@OoHHUM HOo-
MepoM 112» € A0CUTb CKMagHUM MeXaHi3MOM Ans
BMPOBAZAXXEHHS $KOro, KpiM aHanizy no3nTUBHOIo
3apybixHoro gocBiay, HeobXigHO 3any4YnTn AOCUTb
LUMPOKE KoJie creuianicTiB 3 pi3HMX ranysemn, a Tox
CTBOPUTU HaNexHy HOpMaTMBHO-NMpaBoBy 6a3y aAns
BperyntoBaHHSA B3aeMOAii MiX pisHMMK cnyxbamum
pearyBaHHS4.

Knro4uoBi csioBa: CMCTEMU EKCTPEHOI A0MOMOoru
HaceneHH 3a EANHUM TesieOHHMM HoMepoMm 112,
LLeHTPpY pearyBaHHS Ha HaA3BMYaWHIi cuTyauii, ekc-
TpeManbHa cuTyauisl, HaA3BMYalHa cuTyauis, paTy-
BasibHi cnyxo6u.

Fursa V.V. Foreign experience in training
operators of the Emergency Assistance System
for the population via a single telephone
number 112,

For a person who finds himself in a situation
where there is a threat to his life or health, or
the life or health of his relatives, the time within
which the competent authorities will come to his
aid is critically important. In order to respond
to emergencies in a timely manner, Ukraine
has established a mechanism for responding to
citizens’ appeals. This mechanism includes the
State Emergency Service of Ukraine, the National
Police of Ukraine, emergency (ambulance) medical
care, emergency gas service and other emergency
services. However, it is not entirely convenient to
call these services for help, as the call is made by
different phone numbers and in situations where a
variety of phone numbers will lead to a loss of time
and serious consequences.

Ukraine’s integration into the European
community requires our country to review the
mechanisms for protecting a person in an emergency
situation. It is established that the main purpose of
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implementing the system of emergency assistance
to the single telephone number 112 in Ukraine is
to provide timely assistance to European level with
the ability to communicate in foreign languages,
prompt involvement of necessary emergency
services, which is a decisive factor in providing
assistance, emergency response.

The article also considers the issues of training
employees who receive calls to the single emergency
number «112», their interaction with each other
during the performance of duties at emergency
response centers, as well as their interaction with
employees who directly provide assistance to scene.
It is established that the training of operators who
organize the rescue operation is carried out at the
police academy.

The training system for 112 Centre operators
in Estonia is one of the best in the world and can
be borrowed for implementation in Ukraine. At the
same time, the «Emergency Assistance System for
the Population via a Single Phone Number 112» is a
rather complex mechanism for the implementation
of which, in addition to analysing positive foreign
experience, it is necessary to involve a fairly
wide range of specialists from various fields, and
therefore to create an appropriate regulatory
framework to regulate the interaction between
different response services.

Key words: systems of emergency assistance
to the population by a single telephone number
112, emergency response centers, emergency
situation, emergency situation, rescue services.

Problem statement. At all times and epochs,
people have wanted to feel safe in society. To be
protected from encroachments on their private
space, honour and dignity. To have certain
guarantees, rights and freedoms[1]. Art. 3 of the
Constitution of Ukraine states that a person, his or
her life and health, honour and dignity, inviolability
and security are recognised in Ukraine as the
highest social value. Human rights and freedoms
and their guarantees determine the content and
direction of the state’s activities, and the state
is accountable to the individual for its activities.
Affirming and ensuring human rights and freedoms
is the main duty of the state. In order to implement
these constitutional provisions, Ukraine establishes
and operates state bodies whose main purpose is
to protect the rights and interests of individuals,
including the protection of persons in an emergency
situation.

For a person who finds himself or herself in a
situation where there is a threat to his or her life
or health, the life or health of his or her relatives,
friends or people around him or her, in a situation
where there is a threat of destruction or damage to
property or a threat of violation of public safety, etc.,
the time within which the competent authorities
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will come to the aid of such a person is of critical
importance. In order to respond in a timely manner
and protect individuals from such threats, Ukraine
has established a state mechanism for responding
to appeals from citizens in an emergency situation.
The structure of this mechanism includes: The
State Emergency Service of Ukraine, the National
Police of Ukraine, emergency (ambulance) medical
care, emergency gas service, and other emergency
services. However, calling these services for
assistance is not entirely convenient, as the call
is made through different telephone numbers and
in situations where, for example, a comprehensive
response from several services is required, a
variety of telephone numbers will lead to a loss
of time and, as a result, to serious consequences,
as the applicant needs to determine which service
should be called first.

Ukraine’s integration into the European
community requires our country to review the
mechanisms for protecting people in emergency
situations. For the first time, the 112 emergency
service was discussed in 2008, when the government
designated the Ministry of Emergency Situations as
responsible for the creation and implementation
of the system[2]. The system of emergency
assistance to the population was implemented
especially actively during the preparation for the
Euro 2012 championship. Thus, on 13.03.2012,
the Law of Ukraine «On the System of Emergency
Assistance to the Population by a Single Telephone
Number 112» was adopted[3]. The main purpose
of the system was to ensure the functioning of a
single emergency call number «112» for use in all
emergency situations, to provide citizens with timely
assistance of the European level with the ability to
communicate in foreign languages, to promptly
engage the necessary emergency services, which is
a crucial factor in providing assistance, eliminating
emergencies and rescuing people[4]. However,
despite the existing regulatory framework for the
functioning of the emergency assistance system,
the project has not been fully implemented.

The idea of creating a system of emergency
assistance to the population via a single telephone
number 112 was revisited in January 2020.
In particular, a pilot project to create a single
emergency number in Kyiv, Kyiv and Dnipro
regions was presented[5]. The government has
been amending regulations to speed up the
implementation of the emergency assistance
system by calling a single telephone number
112. In particular, on 21 July 2021, the Cabinet
of Ministers approved amendments to the Order of
28 May 2008 No. 770 to ensure the functioning of
an interagency group that will manage and monitor
the implementation of the emergency assistance
system by calling a single 112 number. As noted in
the explanatory note, due to the formation of the
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new Cabinet of Ministers, the interdepartmental
group «is not actually functioning», and the changes
made should restart the work of the authorities to
implement the emergency assistance system by a
single number «112»[6].

On 07 September 2022, the Verkhovna Rada
of Ukraine adopted the Law of Ukraine «On
Amendments to Certain Laws of Ukraine on
Improving the Emergency Assistance System for
the Population by a Single Phone Number 112»,
which entered into force on 30 December 2022.
The Law creates the basis for the introduction
of a single centre for receiving and processing
emergency calls in Ukraine. In fact, all services
- 101, 102, 103 and 104 - will be united into a
single system, which will ensure a better level of
emergency assistance and promptly involve several
emergency services in case of emergencies[7].

Art. 3 of the Law of Ukraine «On the System
of Emergency Assistance to the Population by a
Single Telephone Number 112» states that the 112
Service is a public safety answering point (PSAP)
and a structural unit of an institution that belongs
to the sphere of management of the Ministry of
Internal Affairs of Ukraine[8], and therefore we
can conclude that the selection and training of
personnel for the 112 System should be carried out
by those educational institutions that are under the
management of the Ministry of Internal Affairs of
Ukraine.

Previous research. Despite the high relevance
of the problem, the functioning of the emergency
assistance system and the issue of staffing the
112 System have hardly been studied by scholars.
The issue of creating an automated system of
emergency assistance to the population through
a single telephone number «112» was considered
by R. Dziubanenko, O. Dodonov, Y. Zhydovlenko,
0. Koval, M. Mayurov, P. Tsepkov. Certain issues
of using the system of emergency assistance to
the population through a single telephone number
«112» were considered by D. Kobylkin and M.
Mandrona. The foreign experience of functioning
of emergency assistance centres for the population
under the single telephone number «112» has not
been reflected in the legal literature.

The purpose of the article. Given the above,
the main purpose of our study is to analyse the
foreign experience of training future operators of
the Emergency Assistance System to the population
by a single telephone number «112»

Summary of the main material. A preliminary
analysis of foreign experience suggests that,
depending on the country, the training period for a
future Centre 112 operator ranges from two weeks
to several years. In particular, in Spain, the training
process lasts only 15 days, during which the future
operator must complete 3 modules. The first
module is about learning the general algorithm for
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receiving calls. During this module, students also
get acquainted with the operator’s workplace and
learn call processing software. The second module
is devoted to the study of operational procedures for
managing the main types of emergencies. The third
module is scenario-based training and practice. The
entire training process is accompanied by listening
to recordings of real calls and their subsequent
analysis.

In Romania, future operators complete a
2-month theoretical course at a special training
centre, after which they are sent for a month-long
training at the 112 Centre under the guidance of an
existing Centre operator.

In Sweden, operators are trained in several
stages. Before being accepted for training, candidates
are tested and interviewed for their ability to make
quick decisions, as well as their ability to multitask
and work in critical conditions. The first (initial)
stage of training lasts 7 weeks. During the initial
stage of training, future operators learn the basics
of ethics, crisis psychology, risk management,
stress management techniques and methods of
overcoming it, interviewing techniques, as well as
get acquainted with the operator’s workplace and
learn the software they will use in the future. A
separate module is «telephone medicine», during
which students study human anatomy, symptoms of
the most common diseases, and undergo theoretical
and practical training in BLS.

A separate module of training at the first stage
is technical modelling and training on call taking,
which also involves existing operators who have
the skills to conduct training sessions. The main
tasks of the operators involved in the training
are to simulate technical malfunctions of the
call reception system, as well as call modelling
(modelling the behaviour of a person who has called
the 112 service), analysis and «correction» of the
behaviour of future operators when communicating
with applicants. A separate module of the 7-week
training includes a one-week on-the-job training at
the operator’s workplace.

Following the seven-week training programme,
students spend another four to six weeks on
the job training under the supervision of an
existing operator. At the end of this training, the
student must complete a series of certified tests
to confirm the knowledge and skills they have
acquired. After that, the student is hired with a
three-month probationary period, during which
his or her professional skills are assessed by the
immediate supervisor. At the end of this period,
the person is finally hired, and further control is
carried out through random call screening, as well
as by passing certified tests every 12 months. It
is worth noting that such tests are a prerequisite
for continued employment and failure to pass them
will be grounds for dismissal.
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In Lithuania, the training programme consists
of 3 months of theoretical training and 2 months of
practical training.

In Portugal, future 112 operators are selected
from the National Police and the National Guard.
They undergo 4 weeks of theoretical training and
2 weeks of practical training. Then they undergo
another one-month theoretical training course and
a 2-week practical training course. Upon completion
of the training, the police officer is appointed to the
position of operator with a 2-month probationary
period.

In Estonia, the training of future 112 Centre
operators is conducted at the Valke Maarja College
- Academy of Security Sciences and lasts for 10
months, starting in September and ending in
June. To train them, the academy has set up an
operator training centre. The course is worth 60
ECTS credits and lasts 40 weeks. 1 ECTS credit
consists of 20 hours of practical training and 6
hours of independent work. The training is divided
into modules. The first module is introductory.
It is worth 4 (four) ECTS credits. During the
introductory module, students gain knowledge
about their future profession (introduction to the
speciality), as well as learn the basics of criminal
and administrative law, constitutional law. The first
module also includes an introductory practice at the
Emergency Response Centre lasting 3 days. The
second module is dedicated to the study of police
activities. Seven (7) ECTS credits are allocated
for its study. Students study the legal acts that
regulate police activities and gain knowledge of
the procedure for police actions at the scene of
an incident. The third module is dedicated to the
study of rescue services. Six (6) ECTS credits are
allocated for its study. Future operators study
the legislation that regulates the activities of
rescue services, study explosion safety, and the
procedure for acting in various extreme situations.
The fourth module is dedicated to the activities of
medical professionals. This module is one of the
largest, as the vast majority of challenges relate
to situations involving the need to provide first
aid to injured persons. Fifteen (15) ECTS credits
are allocated for the study of this module. During
this module, students study the protocols of action
of medical staff, algorithms and principles of first
aid depending on the nature and extent of injuries
and depending on the condition of the victim, the
procedure for transporting/transferring the victim,
gain knowledge of the main signs of impaired vital
functions, etc. The fifth module is devoted to the
study of the Emergency Information System, a
computer programme that receives calls to the 112
number and determines the priority of assistance.
The module is worth 18 (eighteen) ECTS credits.
The information system for processing emergency
messages has a complex structure. The main
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element of the system is a questionnaire - a
section of the programme based on the principle of
«question» — «answer» - «next question based on
the answer». That is, depending on the applicant’s
answer, the system automatically determines which
next question should be asked of the applicant.
Most of the questions in the questionnaire are
formulated in such a way that the applicant can
only answer «Yes» or «No». The questions do
not contain legal or other complex professional
terminology. This is done in order to determine
the situation as soon as possible and respond to it
promptly. In particular, having received answers to
2-4 questions, the Emergency Information System
is already able to determine the priority of the call,
and the time for dispatching the relevant services is
up to 30 seconds. With the maximum call priority,
the response time is up to two (2) minutes.

In addition to receiving calls via the 112
emergency number, the Emergency Information
System receives alerts from automatic fire detection
systems, emergency notifications via SMS, and
emergency messages sent by the eCall car security
system.

The structure of the fifth module also includes
two (2) training practices at the Emergency
Response Centre - winter and spring. During the
winter internship, students begin to receive so-
called «light» calls, but the main purpose of this
internship is to study in depth the specifics of
the activities of operators organising a rescue
operation and the Centre in general. During the
spring internship, students already handle all calls,
but under the direct supervision and control of
the current operator of the Emergency Response
Centre.

The sixth module of the training for operators
organizing a rescue operation contains a number
of elective disciplines: handling calls in English,
handling calls in Russian, professional Estonian,
professional English, professional Russian, handling
calls of increased complexity. The future operator
independently determines the disciplines that he or
she will need in his or her future activities. Nine (9)
ECTS credits are allocated for the study of elective
courses.

Based on the results of the training, future
operators pass a comprehensive exam, which is
allocated one (1) ECTS credit. All students who
pass the comprehensive exam receive a certificate
of professional education and are assigned to work
in one of the four (4) emergency response centers.

The structure of the operator-logisticians
includes active police officers, coastguards,
and rescue services. The logistician operator is
connected to the call processing at the moment
when the operator organizing the rescue operation
has determined the nature of the emergency,
i.e. at the moment when it is determined which
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services are responsible for responding to this
situation. If the situation requires the intervention
of several services, the operator organizing the
rescue operation shall involve logisticians from
different services (police, rescuers, medics, etc.)
in the call processing. The structure of logisticians
also includes a medical officer, but unlike police and
rescue logisticians, he does not send medical teams
to the scene. His/her main duty is to manage the
applicant’s actions to provide first aid, maintain the
victim’s vital functions in a stable condition/restore
the victim’s vital functions until medical assistance
arrives.

Logistics operators are trained directly at the
workplace. The requirements for police logisticians
are more stringent. A police officer with experience
in patrol police, i.e., with experience in responding
to situations that arise «on the street,» may be
appointed to the position of police logistician.
Senior operators play the role of direct shift
supervisor. Usually, a shift is covered by two (2)
senior operators, one from the police and one from
the rescue service. The police operator is in charge.
To be a senior operator, you must have a university
degree in the field of work. The main responsibility
of the senior operators is to manage the teams at
the scene in case of a complex emergency. The
senior operator carries out such management until
a person arrives at the scene to take direct charge
of the rescue operation[9].

All operators are located in a common room, each
at their own workstation. When communicating
with an applicant, operators use headphones with
a microphone, leaving their hands free to work in
the Emergency Notification Processing Information
System[10].

In Finland, the training of a 112 center
operator takes at least 1.5 years and includes both
theoretical and practical training. The training is
conducted at the Police College and focuses on
the comprehensive processing of emergency calls,
transferring the call to the appropriate response
units, and providing advice to callers. The training
process includes a large number of classes on a
special simulator at the college and practical
training at the Emergency Response Center. A
diploma of higher police education gives the right
to work as a 112 Center operator without training.
In addition, every existing operator must take a
special refresher course for one week a year.

Conclusions. Summarizing the above, we note
that the use of positive foreign experience allows
us to quickly and efficiently achieve international
standards of emergency assistance to the population
through a single telephone number 112. Since it
is impossible to analyze the experience of training
operators of the 112 emergency telephone number
system in all developed countries, we focus only
on certain training programs that, in our opinion,
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have been most successfully implemented and at
the same time meet the current challenges facing
our country.

We believe that the training system for 112 Center
operators in Estonia is one of the best in the world
and can be borrowed for implementation in Ukraine.
At the same time, the «System of Emergency
Assistance to the Population by a Single Phone
Number 112» is a rather complicated mechanism for
the implementation of which, in addition to analyzing
positive foreign experience, it is necessary to involve
a fairly wide range of specialists from various fields,
and therefore to create an appropriate regulatory
framework for regulating the interaction between
various response services.
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