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Figure 1
Flowchart of the emergency call management from the reception of the PSAP1 (European 
Emergency Number 1-1-2) call to the sending of the PSAP2 emergency vehicles (Police, Fire 
and Medical centers).

INTRODUCTION
On July 29th, 1991 with decision  91/396/
CEE European Community introduced 
the short number 112, as the only 
one european emergency number 
(European Emergency Number, EEN).  In 
Italy  the implementation of European 
Decision begins with the Legislative 
Decree of August 1st, 2003, n. 259  (art.  n. 
76) and  subsequent amendments and 
additions. In Liguria (Italy) the signing 
of Memorandum of Understanding 
between Liguria Region President ad 
Interior Ministry  in 2016, September 
is the starting point for EEN planning.

METHODS
Between  2008  and  2010, the Lombardy 
Region, Italy, developed the 
organizing model that subsequently 
became the national standard. This 
model provides a Communication 
Center, first level public-safety 
answering point #1 (PSAP1) where 
operators answer medical, police and 
fire emergency calls. The main PSAP1 
operator’s task is to determine the 
location of the emergency, identify 
the type of intervention required 
and forward the call and the relevant 
information to the appropriate 
second Communication Center 
(PSAP2), which will then activate 
their  best resources and manage the 
intervention until the emergency is 
resolved. The other very important 
PSAP1’s role is to identify and to stop 
the inappropriate calls so that only 
real emergency calls were forward 
to PASP2.

RESULTS
San Martino Hospital of Genoa (headquarters of Emergency Medical Communication Genoa 
Center too) was designated as the only PSAP1 in Liguria.  Thirty-five new operators were hired 
and trained. In February 14th, 2017 the Liguria PSAP1 received the first call. Every day, the 
PSAP1 receives an average of 2,600 calls. There are 6 operators at work during the day for about 
1,700,000 inhabitants. The average duration of call processing by PSAP1 was 80 seconds, before 
forwarding the call to PSAP2.  The automatic caller localization occurs through the Interforces 
data processing center of Interior Ministry: the response times are on average between 2 and 4 
seconds. The caller localization is made by: landline telephony database, triangulation of mobile 
telephone cells, exact GPS position through dedicated application (112 Where ARE U, available 
for Android , IOS  and Windows phones) or eCall system (in North America, a similar service 
is available by GM via their OnStar service). Particularly important is the filtering inappropriate 
calls: about 40% of calls received at the European Emergency Number 1-1-2 in Liguria are not 
forwarded to the PSAP2.
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DISCUSSION
Liguria was the second region 
in Italy to activate the EEN 112; 
currently Italian regions with the 
EEN 112 are: Lombardy, Liguria, 
Piedmont, Friuli Venezia Giulia, 
Valle d’ Aosta  and   a     part of Lazio 
and Sicily. The introduction of the 
European Emergency Number 1-1-2 
guaranteed: a single free number for 
all emergencies and for all European 
citizens, a certain answer to all 
citizens who require help for any 
kind of emergency and finally the 
possibility of caller localization so far 
not possible for individual PSAP2.

CONCLUSION
In the first year of activity the EEN has 
managed over one million calls with 
significantly lower deadlines than the 
expectations. In the next poster will 
be shown some significant results 
obtained in the first year of activity.

Figure 2
Photo of European Emergency Number 1-1-2 center in Liguria, Italy. 


