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Governing area of the Ministry of the Interior
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Model for handling of emergency calls

Emergency calls are handled 

in two stages:

First stage (call-taker)

• receives emergency calls 

(or messages)

• processes  the emergency 

messages requiring 

ambulance, fire and rescue, 

police interference 

• enters  the information 

about the incident into the 

emergency messages 

processing information 

system

Second stage (dispatcher)

• dispatches fire and rescue teams, EOD squads, ambulance teams 

• exchanges the information between EERC and the teams on 

scene of incident. 

Police units are dispatched by the Police and Border Guard Board



Command and Control Room



Statistics (2017)

986 402 calls
434 517 
dispatch
orders

240 
employees

1,3 mil 

inhabitants







GIS112: makes emergency response faster

Geographical Information System (GIS) was created within the framework

of the Estonian-Swiss cooperation program. Digital map application of the

Geographic Information System cost approximately 1.5 million euros, 85%

of which was financed by Switzerland and 15% by Estonia.

Geographical Information System (GIS) for all emergency services: 

• covers the entire response chain from answering an emergency call in 

the EERC to reaching the scene 

• joint tool for EERC and operative ambulance and rescue crews driving 

to the scene, ePolice uses the same information

• joint use of tools is the key enabling to make emergency response 

faster











Advanced mobile location (AML)



The accuracy of AML vs location provied by the MNO 



Thank you for your attention!


