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The Problem

Historically emergency calls have been
made from, or near to, where help Is
needed

This is no longer the case
« Corporate switchboards
e Third part callers




Where Is the Emergency?

It may not be in the geographical area

Having identified where the call is, how do we pass it to the relevant emergency
service? What information are they going to want / need?



Case Study

A lady in Gothenburg is talking by telephone to her son who is working in
London

*During the telephone call she develops chest pain and collapses
*The son dials 112 and talks to the London ambulance Service

*The call taker completes the call with all the information she can get
*The dispatcher tries and fails to find a local number to pass the call to
*The supervisor finds a hotel near the address and rings them

*They agree to dial 112, but the local service mis-understands, thinking the
patient is in London

*Eventually the two ambulance services talk to each other



Time to pass calls like this may
cost lives

In this case, It was
over an hour before
help arrived with the
patient. This delay
could have proved
fatal.




So far this year the London Ambulance
Service has dealt with calls in the following
countries:

France (3)
Spain
Holland
reland
Denmark
USA
Australia.




It IS more than identifying the
country

Most states have more than one control
centre

The guestions asked in order to prioritise
calls are not the same

Ambulance services are not always free
Language can be a problem.



What we do at the moment

Contact detalls are held for all other UK
emergency services

Any method we have found to pass a call
elsewhere has been recorded

Callers are conference called to home country
where possible

Languageline is used to overcome language
barriers.



Innovation to pass calls

Call someone locally (another relative)
Google a local service

Google a hotel

Use foreign Embassy in London

Jse UK Embassy overseas

Jse Police

Jse Foreign & Commonwealth Office.




How we can improve things

A single point of contact for each service
In every European Country

An agreed minimum data set to allow
prioritisation of calls

We need to maintain it!
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Numbers we have

Belgium
Bulgaria
Latvia
Netherlands
Poland

Romania
Slovak Republic
Slovenia

Spain

United Kingdom



A pipe dream

Access to an emergency
control centre by dialling the
International dialling code
followed by 112.



Any Questions?

If you are willing to
supply contact
Information for your
service, please do so!



Thank You

Stephen Hines BSc (Hons), Dip IMC RCS Ed
London Ambulance Service NHS Trust

220 Waterloo Road

London

SE1 8SD

United Kingdom

Stephen.hines@nhs.net
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