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Summary

e Current 112 situation in The Netherlands

e Dutch HeERO project

* Main challenges/specifics of Dutch pilot site
e ECall solution and teststrategy

* Thoughts on load balancing and handling false
calls

e Recommendations




Dutch 112 model: Current situation

112 calls

22 stage 2 PSAP’s, co-located

Development NL:

- to 1 national organisation
with 10 PSAPs/ECRs

- to 1 integrated intake
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HeERO in The Netherlands (1)

 Cooperation between the Ministery of Infrastructure and
Environment and the Ministry of Safety & Justice

* Objective: to prepare the introduction of Pan European eCall
Total emergency chain
Information on dangerous goods

Incident management
Secondary incidents
Flow of traffic

EU: saving 2,500 lives each year Traffc-center |
NL: 10-15
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HeERO in The Netherlands (2)

* Project Consortium:

— Rijkswaterstaat (Road operator)
— Netherlands Police, Central Unit / 112

* No technical partners (IVS/MNO)

— Dependant on suppliers (less influence, delay)

— Focus on the workprocesses and organisation
* technology will work (eventually)

— Fair testing results (according to standards)

— Interoperability by definition
~= ERO
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Highlight of main challenges/specifics of your
pilot site

* Spending cuts government, not first priority. Investments only
after European obligation. But involvement from the start so
we will be able to prepare

* Influence of the coming of the new national emergency
controlroom organisation and the development of a new
national emergency controlroom system

* This developments parallel with introduction eCall but the
timing notin sync  phased implementation

* Dutch pilot had to decide to a stand-alone eCall testsystem,
not yet operational

7—.ERO

% \\&7 ‘“11”2”

Harmonised eCall European Pilot



I —

Teststrategy

* Drivetests (over 8,000 calls)
— Technical feasebility (proof of concept)

e Scenariotests

— Aimed at working processes, impact on
work

— Link with Incident Management

172 ERO
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Load Balancing

To avoid overload at 112/ECR, loadbalancing is
desired:

* Channeling: assignment of bandwidth, how
many eCalls at the same time

* Routing: to different PSAPs

e Skillrouting: to different groups of operators
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Possible routing scenarios in The Netherlands

\ 4

) automatic No filtering
@ [ ecal 11z ECR All eCalls to ECRs

Automatic calls: ca. 60% non emergency
Manual calls: 90% non emergency

ECR = Emergency Control Room P et ERO
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Possible routing scenarios in The Netherlands

\ 4

@ [ eCall } automatic

A 4

112

Manual

112

ECR

Automatic calls: ca. 60% non emergency
Manual calls: 90% non emergency

ECR = Emergency Control Room

ECR

No filtering
All eCalls to ECRs

Filtering manual calls by 1st
level PSAP
Only emergency calls to ECRs
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Possible routing scenarios in The Netherlands

] automatic

@ eCall J »112| ECR
Manual

@ > 112 > ECR
1 All eCalls

@ [ eCall J > 112 > ECR

Possible outsourcing or Public
Private Cooperation

Automatic calls: ca. 60% non emergency
Manual calls: 90% non emergency

ECR = Emergency Control Room

No filtering
All eCalls to ECRs

Filtering manual calls by 1st
level PSAP
Only emergency calls to ECRs

All eCalls to 1st level PSAP
Filtering by 1st level PSAP
Only emergency calls to ECRs
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Possible routing scenarios in The Netherlands

[ TPS-eCall } —————————— > TPS - |
v
] automatic
@ eCall J »112| ECR
Manual
® L
1 All eCalls
@ [ eCall J > 112 > ECR

Possible outsourcing or Public
Private Cooperation

Automatic calls: ca. 60% non emergency
Manual calls: 90% non emergency

ECR = Emergency Control Room

No filtering
All eCalls to ECRs

Filtering manual calls by 1st
level PSAP
Only emergency calls to ECRs

All eCalls to 1st level PSAP
Filtering by 1st level PSAP
Only emergency calls to ECRs
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False calls: Call validation, § K | th&Xifference?
Easy to validate Silent call Abort
Voice
Location X X h Resend MSD
Other Call back car
MSD data X

Additional information

F

% |

112 calls Road
Other eCalls authorities

‘eCall cloud’

Background noice

112
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The best way to handle false calls is to prevent
them!

e Survey in The Netherlands shows a difference in
expectations about the use of eCall between the
public and the emergency chain

* A pan-european eCall is an emergency call, not a
service call (90% of manual calls)

* SoR 2 yp@lithe button if you & 2 dzf hayé Eailed

112
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* Educate the public!
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Recommendations

 Main fear is overload 112-ECR/falls calls:
— Load balancing is desired

* Multiple ways to assess/validate the calls (technical
solutions and procedures  caller is key!)

 TPS can be a valuable resource (additional

information
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Recommendations (2)

e eCallAd 2dzald FFy20KSNJ SYSNA:
anything else

 Connect to the work processes of the 112 or ECR
operators

* ORdzOF 0S UKS Lzt AOT R2VY(
g2dzZ RyQu KIFgS OFffSR MMEF
52y QU LI YAOT y20 I f fecalDl
from day 1




Thank you for your Attention

Any questions?*

Member State Leader contact details:
Jan van Hattem (jan.van.hattem@rws.nl)
Thom Verlinden (thom.verlinden@Kklpd.politie.nl)

* Or even better: suggestions or objections
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