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Sinagan saqmeTa saministros sistemuri ganaxlebis farglebSi,

gansakuTrebiT mniSvnelovania erToblivi operaciebis centrisa

da ssip `112~-is gaerTianeba da maTi ssip sazogadoebrivi usafr-

Txoebis marTvis centr `112~-ad gardaqmna. saukeTeso saerTaSo-

riso praqtika cxadyofs, rom am tipis centrebis erT mZlavr

struqturul erTeulad integracia kidev ufro efeqtians xdis

krizisuli da gadaudebeli situaciebis dros mosaxleobisTvis

miwodebul servisebs, sazogadoebrivi usafrTxoebis instru-

mentebs, danaSaulis winaaRmdeg brZolisa da prevenciis meTodebs.

axali integrirebuli centris funqciebi iqneba ara mxolod Ti-

Toeuli moqalaqis saWiroebebze morgebuli operatiuli da gada-

udebeli daxmarebis miwodeba, aramed, aseve, sapolicio Zalebis

sainformacio mxardaWera, ojaxSi Zaladobis winaaRmdeg brZola,

sagzao usafrTxoebis ganmtkiceba, usafrTxo da dacul garemoze

zrunva, rac SesaZlebeli gaxdeba Tanamedrove teqnologiebis

maqsimaluri danergviT.

momavali wlebis samoqmedo gegmis gaTvaliswinebiT, Rrmad var

darwmunebuli, rom gadaudebeli daxmarebis nomris - ̀ 112~-is ro-

li, rogorc gasuli wlebis ganmavlobaSi, momavalSic gansakuT-

rebuli iqneba, aramxolod sazogadoebriv cxovrebaSi, aramed

qveynis usafrTxoebis ganmtkicebaSic.~

`Within the frames of System Update of Ministry of Internal Affairs of Georgia,
merging Joint Operations Center and LEPL 112 and transforming these two
entities into Public Safety Command Center 112, is of utmost importance.
The best international practices have displayed that integrating centers simi-
lar to the Joint Operations Center and 112 into one structural unit raises the
efficiency of fight against crime, prevention and services provided during cri-
ses and emergencies.

A new integrated center, along with providing operative and urgent assis-
tance, will also focus on informative assistance to police forces, fighting
against domestic violence, enhancing road safety, fostering a safe environ-
ment through modern technologies.

Taking next year’s action plan into consideration, I am deeply convinced that
the role of single emergency number – 112 in reinforcing the Country’s secu-
rity will be as special and important as it has been in the last couple of years.~

01vaxtangvaxtangvaxtangvaxtangvaxtang     gomelaurigomelaurigomelaurigomelaurigomelauri
Sinagan saqmeTa ministriSinagan saqmeTa ministriSinagan saqmeTa ministriSinagan saqmeTa ministriSinagan saqmeTa ministri

VAKHTANG GOMELAURI
 MINISTER OF INTERNAL AFFAIRS
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saqarTvelos Sinagan saqmeTa saministros sistemuri ganax-

lebis farglebSi mimdinareobs reforma, romlis mizania,

saerTaSoriso praqtikis gaTvaliswinebiT, maqsimaluri ko-

ordinaciisa da incidentebze operatiuli reagirebis gaum-

jobesebis mizniT, Sinagan saqmeTa saministros struq-

turuli danayofebis - `erToblivi operaciebis centrisa~

da ssip `112~-is gaerTianeba ssip sazogadoebrivi usafr-

Txoebis marTvis centrad `112~.

aRniSnuli ssip-i ganaxorcielebs gadaudebeli dax-

marebis operatiuli da efeqtiani marTvisaTvis Sesabamis

satelefono momsaxurebas, agreTve 24-saaTian uwyvet vi-

deomeTvalyureobas qveynis masStabiT danaSaulis Cade-

nis, danaSaulis mcdelobis faqtis, samarTaldarRvevis

dafiqsirebis administrirebisa da agreTve sagzao usafr-

Txoebis ganmtkicebis mizniT.

mTavroba aqtiurad gaagrZelebs muSaobas Tanamedrove

teqnologiebis danergvis mizniT. gansakuTrebuli yurad-

Reba daeTmoba erovnuli videosameTvalyureo da analiti-

kuri sistemebis ganviTarebas.

02
SinaganSinaganSinaganSinaganSinagan     saqmeTasaqmeTasaqmeTasaqmeTasaqmeTa     saministrossaministrossaministrossaministrossaministros     ssipssipssipssipssip     sazogadoebrivisazogadoebrivisazogadoebrivisazogadoebrivisazogadoebrivi     usafrTxoebisusafrTxoebisusafrTxoebisusafrTxoebisusafrTxoebis     marTvismarTvismarTvismarTvismarTvis     centricentricentricentricentri     112112112112112
`112~-is da `erToblivi operaciebis centris~ gaerTianeba`112~-is da `erToblivi operaciebis centris~ gaerTianeba`112~-is da `erToblivi operaciebis centris~ gaerTianeba`112~-is da `erToblivi operaciebis centris~ gaerTianeba`112~-is da `erToblivi operaciebis centris~ gaerTianeba

saerTaSoriso gamocdilebisa da arsebulisaerTaSoriso gamocdilebisa da arsebulisaerTaSoriso gamocdilebisa da arsebulisaerTaSoriso gamocdilebisa da arsebulisaerTaSoriso gamocdilebisa da arsebuli

praqpraqpraqpraqpraqtititititikis gaTvaliswinebakis gaTvaliswinebakis gaTvaliswinebakis gaTvaliswinebakis gaTvaliswineba

aRniSnuli integrirebuli marTvis modeli apro-

birebulia saerTaSoriso doneze, kerZod meqsikaSi,

braziliaSi, katarsa da amerikis SeerTebul Stateb-

Si (niu iorki da vilmingtoni).

danaSaulis winaaRmdeg brZolis gaumjobesebadanaSaulis winaaRmdeg brZolis gaumjobesebadanaSaulis winaaRmdeg brZolis gaumjobesebadanaSaulis winaaRmdeg brZolis gaumjobesebadanaSaulis winaaRmdeg brZolis gaumjobeseba

centrSi Semosuli danaSaulTan dakavSirebuli in-

formaciis damuSaveba, aRricxva, analizi da prevencia.

sagzao usafrTxoebis sagzao usafrTxoebis sagzao usafrTxoebis sagzao usafrTxoebis sagzao usafrTxoebis ganmtkicebaganmtkicebaganmtkicebaganmtkicebaganmtkiceba

satelefono zarebisa da videosameTvalyureo sis-

temidan miRebuli informaciis erTian sivrceSi Tav-

moyra, saSualebas mogvcems kompleqsurad gavaana-

lizoT Semosuli informacia da sagzao usafrTxoebis

mimarTulebiT efeqturi samuSaoebi ganvaxorcieloT.

ojaxSi Zaladobis winaaRmdeg efeqturi brZolaojaxSi Zaladobis winaaRmdeg efeqturi brZolaojaxSi Zaladobis winaaRmdeg efeqturi brZolaojaxSi Zaladobis winaaRmdeg efeqturi brZolaojaxSi Zaladobis winaaRmdeg efeqturi brZola

ojaxuri Zaladobis Sesaxeb Semosuli informaciis

damuSaveba da analizi. ojaxuri Zaladobis SemTxve-

vebis eleqtronuli monitoringi.

sazogadoebrivi usafrTxoebis integrirebulisazogadoebrivi usafrTxoebis integrirebulisazogadoebrivi usafrTxoebis integrirebulisazogadoebrivi usafrTxoebis integrirebulisazogadoebrivi usafrTxoebis integrirebuli

marTvis sistemis SeqmnamarTvis sistemis SeqmnamarTvis sistemis SeqmnamarTvis sistemis SeqmnamarTvis sistemis Seqmna

ori centris gaerTianebiT miviRebT gaZlierebul

struqturul erTeuls, romelic mudmivad uzrun-

velyofs  inovaciuri da maRalteqnologiuri ser-

Within the frames of the System Update of the Ministry of Internal Affairs
of Georgia, the reform is underway, which aims to merge structural subdi-
vision of MIA – "Joint Operations Center" and LEPL "112" to form Public
Safety Command Center 112. The mentioned reform is based on interna-
tional experience and will contribute to maximum coordination and re-
fined operative response to incidents.

The newly created entity will provide relevant telephone services for en-
suring efficient management and operative response to emergencies, in
addition to 24/7 uninterrupted video surveillance throughout the country
to prevent crime, attempts of crime, administering offenses and promot-
ing road safety.

The Government of Georgia will carry on the endeavours for introducing
modern technologies. Special attention will be paid to the development of
national video surveillance and analytical systems.

BASING REFORM ON INTERNATIONAL EXPERIENCE AND
BEST PRACTICES

The above mentioned integrated management model is widely
approved worldwide – in Mexico, Brazil, Qatar and the United
States of America (New York and Wilmington).

ADVANCING FIGHT AGAINST CRIME

Processing, registering and analyzing crime-related information
received by the Center to prevent crime.

REINFORCING OF ROAD SAFETY

Unifying incoming calls and information received via video-sur-
veillance systems will create the possibility for in-depth analysis
of data and performing efficient activities regarding road safety.

EFFICIENT FIGHT AGAINST DOMESTIC VIOLENCE

Processing and analyzing incoming information about domestic
violence, electronic monitoring of domestic violence cases.

CREATION OF AN INTEGRATED PUBLIC SAFETY          MAN-
AGEMENT SYSTEM

Merging two Centers will result in an enhanced structural unit,
which will focus on implementing innovative and high-tech ser-
vices, thus enabling the provision of refined and diverse services.

LEPL PUBLIC SAFETY COMMAND CENTER 112 OF THE MINISTRY OF INTERNAL AFFAIRS
MERGING OF THE LEPL - 112 AND THE JOINT OPERATIONS CENTER

2 |
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visebis danergvas, rac saSualebas mogvcems gaum-

jobesebuli da mravalferovani momsaxureba Sev-

TavazoT moqalaqeebs.

informaciis erTian sivrceSi TavmoyriT, sagangebo

situaciebis dros marTva iqneba ufro efeqturi. mas

gaaZlierebs ori samsaxuris gaerTianebiT miRebuli

teqnologiuri da sainformacio mxardaWera.

krizisuli situaciebis efeqturi prevencia / marTvakrizisuli situaciebis efeqturi prevencia / marTvakrizisuli situaciebis efeqturi prevencia / marTvakrizisuli situaciebis efeqturi prevencia / marTvakrizisuli situaciebis efeqturi prevencia / marTva

centrebis gaerTianebiT miviRebT krizisuli da sti-

qiuri  movlenebis  erTian da efeqtur marTvis plat-

formas. integrirebuli marTvis modeli da infor-

maciis erTian sivrceSi Tavmoyra, saSualebas mogv-

cems globalurad davinaxoT krizisuli situacia,

gavaanalizoT mosalodneli Sedegebi da davsaxoT

gadaWris gzebi.

monacemTa efeqturi damuSaveba monacemTa efeqturi damuSaveba monacemTa efeqturi damuSaveba monacemTa efeqturi damuSaveba monacemTa efeqturi damuSaveba dadadadada analizi analizi analizi analizi analizi

sagangebo situaciebisa da sxvadasxva Sinaarsis

danaSaulis Sesaxeb centrSi Semosuli informacia

damuSavdeba da  analizisa da Semdgomi statisti-

kuri monacemebis safuZvelze daigegmeba  Sesas-

rulebeli samuSaoebi rogorc sagzao usafrTxo-

ebis, aseve danaSaulis winaaRmdeg brZolis far-

glebSi.

kerZo dacviTi saqmianobis kontrolikerZo dacviTi saqmianobis kontrolikerZo dacviTi saqmianobis kontrolikerZo dacviTi saqmianobis kontrolikerZo dacviTi saqmianobis kontroli

gaerTianebis Sedegad axali ssip - sazogadoebrivi

usafrTxoebis marTvis centri `112~, uzrunvelyofs

kerZo dacviTi saqmianobis kontrols da standar-

tebTan Sesabamisobis dadgenas, rac gamoricxavs

praqtikaSi arsebul interesTa konfliqts dacvis

policiis departamentTan da kerZo dacviTi saq-

mianobis ganmaxorcielebel subieqtebs Soris.

Aggregating information in one space, unifying technologies, and
informative support will make emergency management more
efficient.

EFFECTIVE PREVENTION / MANAGEMENT OF CRISIS SITUATIONS

The merger of the two Centers creates a unified and efficient plat-
form for managing crises and natural disasters. Integrated man-
agement model and aggregation of information in one space en-
able viewing crises on a larger scale, analyzing expected results
and identifying solutions.

EFFICIENT DATA PROCESSING AND ANALYSIS

Emergency and crime-related information will be processed. Based
on the analysis and statistical data, a work plan will be elaborated
in the field of road safety and crime prevention.

CONTROL OF PRIVATE SECURITY SERVICE PROVIDERS

As a result of the merger, a new entity – Public Safety Command
Center 112 will control private security providing businesses and
ensure their compliance with the standards. This will eliminate
conflict of interest between MIA LEPL Security Police and private
security companies.
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03 rogorrogorrogorrogorrogor     SeafasebdiTSeafasebdiTSeafasebdiTSeafasebdiTSeafasebdiT     112-is112-is112-is112-is112-is     muSaobasmuSaobasmuSaobasmuSaobasmuSaobas?
YOUR ASSESSMENT OF 112 PERFORMANCE?

Cemi 112-Tan TanamSromlobis xangrZlivi gamocdileba

maZlevs imis Tqmis  saSualebas, rom es samsaxuri 24

saaTian reJimSi maRali profesionalizmiT zrunavs

adamianebis sicocxlis, janmrTelobisa da maTi sxva uflebebis

dacvaze.  samsaxuri mudmivad orientirebulia progresze da
servisis gaumjobesebaze.

dasafasebelia cnobierebis amaRlebis mimarTulebiT sam-

saxuris mier gaweuli Zalisxmeva.

112, romelic warmoadgens Sinagan saqmeTa saministros da-

nayofs, danaSaulis winaaRmdeg brZolaSi da danaSaulisagan

gamowveuli Sedegebis Tavidan acilebaSi, daxmarebas uwevs

ara mxolod am saministros, aramed yvela sagamoZiebo samsa-

xurs (maT Soris saxelmwifo inspeqtoris samsaxurs) da saqar-

TveloSi mcxovreb TiToeul moqalaqes. 112-Si Semosul Set-
yobinebebze operatiuli reagirebiT SesaZlebeli xdeba

Zalian bevri mZime Sedegis Tavidan acileba.

112-ma, Tavisi gamocdilebiTa da eleqtronuli servisebiT,

mniSvnelovani wvlili Seitana saxelmwifo inspeqtoris
samsaxuris sagamoZiebo mimarTulebis Camoyalibebisa da gan-

viTarebis procesSi, risTvisac minda didi madloba gada-

vuxado samsaxurs da mis xelmZRvanels.~

londa Toloraialonda Toloraialonda Toloraialonda Toloraialonda Toloraia
saxelmwifo inspeqtori

Having had the pleasure of working with 112 for a long period, I am confi-
dent to say that 112 works 24/7 protecting people’s lives, health, and other
rights. This entity is focused on progress and service improvement. The
efforts, made by 112 to raise the awareness, need special recognition.
112, an entity under the Ministry of Internal Affairs of Georgia, plays
important role in fighting against and preventing the outcomes of the
crime and supports not only the Ministry of Internal Affairs but also all
the investigative units (including State Inspector Service) and each citi-
zen of Georgia. By providing timely response to calls incoming in 112, a
lot of fatal outcomes have been avoided.
112, through its experience and electronic services, has made a signifi-
cant contribution to the establishment and development of the inves-
tigative direction of Inspector’s Service. For this, I would like to express
gratitude towards 112 and its management.

mimdinare wlis ganmavlobaSi saqarTvelos 112-Tan

muSaoba CemTvis Zalian sasiamovno iyo. es organizacia,
ukve ramdenime wlis manZilze, EENA-s (evropis sa-

gangebo nomris asociacia) mniSvnelovani partnioria da Cven-

Tvis sasiamovnoa imis codna, rom SegviZlia daveyrdnoT

saqarTvelos 112-s, iqneba es qarTuli delegaciis aqtiuri

monawileoba Cven mier organizebul RonisZiebebSi, Tu maTi

wvlili Cven mier gamocemul dokumentebSi. amgvari aqtiuri
CarTulobiT, saqarTvelos 112 mniSvnelovan rols TamaSobs

kolega sagangebo samsaxurebs Soris Tavisi saukeTeso praqtikis

gaziarebaSi da amavdroulad Tavadac iRebs inspiracias

ucxoeli kolegebisgan.

erTiani gadaudebeli nomris - 112-is danergva saqarTveloSi
da am organizaciis mier gaweuli Zalisxmeva, rom gazrdiliyo

cnobiereba 112-is Sesaxeb da maqsimalurad misawvdomi yofiliyo

mosaxleobisTvis, TvalsaCino ilustraciaa imisa, rom saqar-

Tvelos 112 muSaobs xalxis usafrTxoebisTvis. gisurvebT

warmatebebs!

demetrios pirosdemetrios pirosdemetrios pirosdemetrios pirosdemetrios piros
EENA-s prezidenti

It has been great to work with 112 Georgia this year. For many years, the
organisation has been an important partner to EENA and we are always
pleased to count on the active participation of a delegation from 112 Geor-
gia in the events we are organising and the documents we are publishing. By
doing so, this organisation contributes to the sharing of best practices among
emergency services, and can get inspired from what is done abroad. The
successful introduction of the single emergency number 112 in the past years
in Georgia, as well as all the efforts to make this service known and acces-
sible to the population are notable illustrations of the commitment of 112
Georgia to make people safer and we wish all the success for the continua-
tion of these efforts.

LONDA TOLORAIA
State Inspector

DEMETRIOS PYRROS
President of EENA
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Sinagan saqmeTa saministros operatiuli marTvis centr

`112~-Si Semosuli Setyobinebebis Zalian mniSvnelovani

nawili xanZrebs da sxvadasxva saxis samaSvelo operaciis

Catarebis saWiroebebs exeba. Cveni samsaxuri mTavari moreagire
uwyebaa qveyanaSi sagangebo situaciebis dros. mexanZre-maSvelebis

saqmianobis sfero scdeba adre arsebul viwro standartebs da

moicavs iseTi mniSvnelovani teqnogenuri safrTxeebis droul

aRkveTasac, rac reagirebis gareSe SeiZleba erovnuli donis

masStabur saSiSroebad gadaiqces. 112-Tan koordinirebuli

TanamSromlobis gareSe, CvenTvis SeuZlebeli iqneba drouli
reagireba movaxdinoT moqalaqeebis yoveldRiur gamowvevebze da

davexmaroT yvelgan da yvela situaciaSi, rodesac safrTxe eqmneba

maT sicocxles, janmrTelobas da qonebas. swored amitom, sistemis

gamarTuli muSaoba sasicocxlod mniSvnelovania sagangebo

situaciebis marTvis samsaxurisTvis da Cveni moqalaqeebis

mSvidobiani cxovrebisTvis.

aseve aRniSvnis Rirsia, rom  ucxoeli turistebi, gansakuTrebiT

isini, vinc eqstremaluri turizmiT arian gatacebulni, yovelTvis

yuradRebas aqceven gadaudebeli daxmarebis nomers.  turistulad
aqtiur periodebSi xSiria SemTxvevebi, roca 112-is da sagangebo

situaciebis marTvis samsaxuris erToblivi ZalisxmeviT xdeba

turistebisTvis drouli daxmarebis aRmoCena.

Zalian mniSvnelovania, rom operatiuli marTvis centrSi Se-

mosuli yvela gamoZaxeba umokles droSi gadaecema Cvens sam-

saxurs, rasac adasturebs mexanZre-maSvelebis myisieri re-

agireba TiToeul sagangebo situaciaze. aseTi koordinirebuli

muSaoba ki Cvens sistemas kidev ufro aZlierebs, rac pirdapir

aisaxeba moqalaqeebis usafrTxoebaze.~

A significant number of 112 calls are requesting the assistance of fire and res-
cue teams. Emergency Management Service is the lead entity in providing a
relevant response during emergencies. Occupation of firefighters and rescu-
ers goes beyond the previously accepted narrow understanding and covers
the elimination of technogenic disasters, which, without relevant response,
could potentially transform into a nation-wide large-scale disaster. Without
coordinated cooperation with 112, it will be impossible to provide timely re-
sponse to the everyday challenges that our citizens face, to protect their lives,
health and property. Hence, the smooth operation of the system is crucially
important both for EMS and for the safety of our citizens. It is noteworthy, that
tourists, especially enthusiasts of extreme tourism, pay special attention to
the emergency number. During high seasons we have had numerous cases
when tourists were provided with timely assistance with the joint effort of
112 and EMS. It is extremely important that 112 immediately passes on the
information about the incident to our units. Such a level of coordination ad-
vances our system and has a direct impact on the safety of our citizens.

vfiqrob, rom 112 saqarTveloSi erT-erTi yvelaze

sapasuxismgeblo da warmatebuli samsaxuria.

112-ma SeZlo qveyanaSi Tanamedrove, efeqtiani sis-

temis Camoyalibeba da misi sworad marTva. CemTvis, rogorc

sagangebo situaciebis koordinaciisa da gadaudebeli daxma-

rebis centris direqtorisTvis, samuSao procesSi kritikulad

mniSvnelovani da gadamwyveti komponenti - operatiulobaa.

Cveni TanamSromlobis manZilze ki 112 saukeTeso magaliTia
operatiulobisa da kolegialurobis.

moxaruli var, rom aseve mogveca SesaZlebloba, erToblivi

samuSao gagvewia saqarTveloSi "ProQa"-s umniSvnelovanesi
programis danergvaSi.

mjera, rom erTad,  saxelmwifosa da Cvens moqalaqeebs kidev
ufro Zlier, gamarTul sistemas SevuqmniT!~

avTandil TalakvaZeavTandil TalakvaZeavTandil TalakvaZeavTandil TalakvaZeavTandil TalakvaZe
saqarTvelos okupirebuli teritoriebidan devnilTa, Sromis,

janmrTelobisa da socialuri dacvis saministros ssip sagangebo

situaciebis koordinaciisa da gadaudebeli daxmarebis centris

direqtori

112 is one of the most successful entities in the country, but it also carries
a huge responsibility. 112 was able to establish and manage a modern,
efficient system in the country. As Director of Emergency Situations Coor-
dination and Urgent Assistance Center, I value timely response. Through-
out our cooperation 112 has proved to be exemplary both in timely re-
sponse and collegiality. I am glad that our Center, together with 112, was
engaged in the process of implementing ProQA software in Georgia. I be-
lieve, that together we will provide our State and our citizens with a stronger
and more efficient system!

AVTANDIL TALAKVADZE
Director of LEPL - Emergency Situations Coordination And Urgent

Assistance Center of the Ministry of Internally Displaced Persons From
the Occupied Territories, Labour, Health and Social Affairs of Georgia

TEIMURAZ MGHEBRISHVILI
Head of Emergency  Management Service

Teimuraz mRebriSviliTeimuraz mRebriSviliTeimuraz mRebriSviliTeimuraz mRebriSviliTeimuraz mRebriSvili
sagangebo situaciebis marTvis samsaxuris ufrosi
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112 aris qveynis-

Tvis Zalian mniSv-
nelovani samsaxu-

ri, rodesac mZime

da gadaudebeli

SemTxveva gvaqvs,

pirvel rigSi, swo-

red maT vukavSir-
debiT. minda aRv-

niSno, rom am sam-

saxuris muSaobas,

piradad me da Cem

garSemoc Zalian

bevri adamiani da-
debiTad vafasebT.

112-is operatorebi, 24 saaTis ganmavlobaSi mzad arian

upasuxon Cvens zarebs da dagvexmaron.

gavixseneb erT SemTxvevas, rodesac sxva adamianis dasaxma-

reblad davreke 112-ze. CemTvis sruliad moulodnelad, ram-

denime TveSi damikavSirda 112-is warmomadgeneli da Sematyo-
bina, rom Cem mier ganxorcielebuli zariT sxva adamianis si-

cocxlis gadarCenisTvis 112 majildovebda zugdidis `sauke-

Teso moqalaqis~ sigeliT, romelic sazeimo viTarebaSi gad-

momca im operatorma, vinc Cemi Setyobineba miiRo.

madloba 112-s operatiulobisTvis da Cemi moqalaqeobrivi

poziciis dafiqsirebisTvis.~

qeTevan joloxavaqeTevan joloxavaqeTevan joloxavaqeTevan joloxavaqeTevan joloxava
`saukeTeso moqalaqe~,  q. zugdidi

112 is a very important entity for our country. Whenever we find our-
selves in an emergency, the first entity we contact is 112. I want to point
out that personally I, and I believe a vast majority around me, positively
evaluate the performance of 112. Call Takers are ready to answer our
calls and arrange emergency assistance 24/7.

I want to recall one story when I called 112 to help a friend. In a couple
of months 112 representative contacts to let me know that I will be
awarded the "Outstanding Citizen" award for making the call and saving
the life. It is especially touching that I received my award from the Call
Taker who handled my call.

I want to express gratitude for a timely response and for allowing me to
express my opinion about 112 in the annual report.

112 CemTvis aris imedi!

112 aris simSvide!

112 aris erTguli dasayrdeni!

112-is samsaxuri rom gamarTulad muSaobs, amaze saubaric

uxerxulia. es struqtura aris erT-erTi pirvelTagani, romel-

mac aCvena maRali xarisxi Tavdauzogavi Sromisa da araerTi ada-

mianis sicocxle ixsna safrTxisgan. garda struqturuli sa-

muSaoebisa, aranakleb aRsaniSnavia is sainformacio xasiaTis Ro-

nisZiebani, rasac  aRniSnuli samsaxuri atarebs. swored gatare-

buli sainformacio kampaniebis Sedegad ganaxorcieles zari,

saxlSi marto myofma Cemma 11 wlis tyupebma, daviT da nikoloz

talaxaZeebma, rodesac bebo cudad gaxda. daviTis mier ganxor-

cielebuli zari Sefasda da CvenTvis sruliad moulodnelad,

igi gaxda 2019 wlis `112-is gmiri~.

`112-is gmiris~ tituls daviTi ise amayad atarebs da iseTi emo-

ciebiT uziareben sxvebs Tavis emociebs Cemi Svilebi, rom zustad

vici, am Taobas ar dasWirdeba karnaxi, rodis da ra SemTxvevaSi

mimarTos 112-s, saidanac aucileblad eqneba Sesabamisi daxmareba.

madloba `112~-s, imisTvis rom arsebobs da madloba mis TiToeul

TanamSromels, romelTa moTminebisa da profesionalizmis

winaSe me piradad  qeds vixri.~

Tea kikaZeTea kikaZeTea kikaZeTea kikaZeTea kikaZe
`112-is gmiri~ bavSvis mSobeli, q. borjomi

For me, 112 is a hope! 112 is serenity!
There is no doubt about the high quality of 112 performance. This is one of
the first entities that displayed devotion and a high standard of perfor-
mance, which saved numerous lives.
I want to underline the informative events organized by 112. Thanks to
these campaigns my 11 years old twins – David and Nikoloz knew exactly
what to do when their grandmother got chest pain and there was nobody
at home except for them. Surprisingly for us, for this call, David was awarded
the 112 Hero title.
David is more than proud to be the holder of this title. After visiting 112
Tbilisi Center, my sons were so thrilled and full of positive emotions, I am
confident that this generation will know exactly when and how to contact
emergency number, knowing they can always count on 112. I would like to
express gratitude towards 112 and bow before each employee for their
patience and professionalism.

THEA KIKADZE
Parent of “Hero of 112”, Borjomi

KETEVAN JOLOKHAVA
“Outstanding Citizen”,  Zugdidi
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saxelfaso politikasaxelfaso politikasaxelfaso politikasaxelfaso politikasaxelfaso politika

Jestebis enaze mosaubre operatorebs gaezardaT

xelfasebi 800-dan 940 laramde.

Tvis saukeTeso operatorebi da dispeteCerebi waxa-

lisdnen fuladi jildoTi.

samuSao garemos gaumjobesebasamuSao garemos gaumjobesebasamuSao garemos gaumjobesebasamuSao garemos gaumjobesebasamuSao garemos gaumjobeseba

dispetCerebisaTvis gamoiyo calke samuSao sivrce.

gaumjobesda  gaTbobisa da gagrilebis  sistema Tbilisis

qol-centrSi.

sezonurobis mixedviT ganaxlda uniformebi, romlebic

gadaecaT, rogorc qol-centris operatorebs, aseve eva-

kuatoriT momsaxurebis servisisa da saswavlo centris

TanamSromlebs.

04
infrastruqturuliinfrastruqturuliinfrastruqturuliinfrastruqturuliinfrastruqturuli      ganviTarebaganviTarebaganviTarebaganviTarebaganviTareba      dadadadada
samuSaosamuSaosamuSaosamuSaosamuSao      pirobebispirobebispirobebispirobebispirobebis      gaumjobesebagaumjobesebagaumjobesebagaumjobesebagaumjobeseba

INFRASTRUCTURE DEVELOPMENT AND
IMPROVING WORK ENVIRONMENT

WAGE POLICY

Salary of Sign Language Call Taker was increased from 800 GEL to
940 GEL.

The best Call Takers and Dispatchers of the months were awarded
bonuses.

IMPROVEMENT OF WORK ENVIRONMENT

Separate workspace was allocated for dispatchers.

The HVAC system was improved in Tbilisi Call Center.

Call takers, employees of a Training Center and Breakdown Services
received new uniforms for all seasons.

| 7
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incidentis tipebisa da saqmis prioritetebis

ganmsazRvreli programa ProQA, romelic saerTaSoriso

standartebis Sesabamisi protokolebis safuZvelze

operirebs, 112-Si dainerga. programas minimumamde dahyavs

saqmis prioritetis gansazRvrisa da reagirebisas adamianuri

Secdomebis riski.  gansakuTrebulad rTuli SemTxvevebis-

Tvis ki programa avtomaturad agenerirebs pirveladi dax-

marebis instruqciebs. aRniSnuli miTiTebebi Zalian mniS-

vnelovania brigadis SemTxvevis adgilze misvlamde.

mimdinare wlis 1 ivlisidan 112-Si 66 treningi Catarda saxan-

Zro, samedicino da sapolicio protokolebis da programu-

li uzrunvelyofis mimarTulebiT. gadamzadeba gaiares ro-

gorc operatorebma da dispetCerebma, aseve 112-is sxva samsa-

xurebis warmomadgenlebma. mimdinare wlis 12 dekembers ki

112-ma miiRo pirveli zari saxanZro mimarTulebiT.

05 proeqtebiproeqtebiproeqtebiproeqtebiproeqtebi
PROJECTS

112 has introduced incident type and case priority determining software
ProQA, which works based on international standards compliant Medical,
Fire and Police protocols. The software minimizes the inaccuracy during
determining case priority, as well as a chance of human error during defin-
ing a relevant response. For particularly complex cases, the software gen-
erates first aid instructions, which can save a patient’s life before the ar-
rival of the emergency crews.

Since July 1st, 2019, a total of 66 trainings were held in Fire, Medical, Police
protocols, and ProQA Software. The trainings were attended by not only
Call Takers and Dispatchers but also by the representatives of other Units
of 112. On December 12th, 2019, 112 received very first call using FPDS
protocols and ProQA Software.

112-Si amerikuli programa112-Si amerikuli programa112-Si amerikuli programa112-Si amerikuli programa112-Si amerikuli programa

ProQA dainergadainergadainergadainergadainerga

112 IMPLEMENTED AMERICAN
PRODUCT – PROQA

programis mTavari upiratesobebi:programis mTavari upiratesobebi:programis mTavari upiratesobebi:programis mTavari upiratesobebi:programis mTavari upiratesobebi:

amartivebs informaciis damuSavebis process, radgan

ZiriTadi SekiTxvebi zaris iniciatoris misamarTiT lo-

gikuri TanmimdevrobiT ismeba. kiTxvebi programulad

arsebobs da gamodis ekranze wina kiTxvaze pasuxis mo-

niSvnis Semdeg myisierad;

sworad da Seucdomlad gansazRvravs incidentis prio-

ritetebs, radgan pasuxebis mixedviT, adamianis monawi-

leobis gareSe avtomaturad afasebs SemTxvevis simwvaves

yvela SemTxvevaSi;

programa agenerirebs saqmis Sesabamis pirveladi dax-

marebis instruqciebs. aRniSnuli instruqciebis mizania

opeatorma iniciators gauwios konsultacia da Ta-

vidan aaridos fataluri Sedegi brigada-ekipaJebis

incidentis adgilze misvlamde.

Main Advantages Of The Software
Simplifies information processing as the key questions are in-
put in a logical sequence. New questions are immediately dis-
played on the screen upon answering the previous question;

While handling any call, software defines the case priority with
high precision and automatically determines the severity of the
incident;

The software generates case-relevant first aid instructions. In-
structions aim to guide the caller to avoid fatalities on the inci-
dent site before the arrival of the emergency crews.

The system has existed for more than 25 years. It is being used in  up
to 50 countries and consists of three protocols – Police, Fire, and
Medical.

In Georgia  the system was launched on December 12th with fire
protocol. Police and medical protocols will be fully launched by spring
2020.

sistema arsebobs 25 welze metia, 50-mde qveyanaSia daner-

gili da sami protokolisgan Sedgeba  - sapolicio, saxanZro

/ samaSvelo da  saswrafo samedicino.

saqarTveloSi sistemis gamoyeneba daiwyo 12 dekembridan

saxanZro / samaSvelo protokoliT da momdevno wlis ga-

zafxulze, sapolicio da saswrafo samedicino proto-

kolebic srulad iqneba amoqmedebuli.
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moqalaqeebs SevTavazebT kidev ufro ukeTes sermoqalaqeebs SevTavazebT kidev ufro ukeTes sermoqalaqeebs SevTavazebT kidev ufro ukeTes sermoqalaqeebs SevTavazebT kidev ufro ukeTes sermoqalaqeebs SevTavazebT kidev ufro ukeTes ser-----

viss. viss. viss. viss. viss. centris muSaobis xarisxi, gamocentris muSaobis xarisxi, gamocentris muSaobis xarisxi, gamocentris muSaobis xarisxi, gamocentris muSaobis xarisxi, gamoZaxeZaxeZaxeZaxeZaxebis sabis sabis sabis sabis saererererer-----

TaSorTaSorTaSorTaSorTaSoriiiiiso standartebis gamoyenebiT mniSvneso standartebis gamoyenebiT mniSvneso standartebis gamoyenebiT mniSvneso standartebis gamoyenebiT mniSvneso standartebis gamoyenebiT mniSvnelovlovlovlovlov-----

nad gaumjonad gaumjonad gaumjonad gaumjonad gaumjobesdebabesdebabesdebabesdebabesdeba.

Citizens will be offered higher quality service. Application of interna-
tional standards in call handling will significantly raise the quality of the
services delivered by the Center.

aplikaciis gaumjobesebis mizniT mudmivad xdeba axali

funqcionalebis damateba.

With the aim of further refining the applica-
tion, new features are continuously added to
the application.

mobiluri aplikacia - mobiluri aplikacia - mobiluri aplikacia - mobiluri aplikacia - mobiluri aplikacia - 112GEORGIA

MOBILE  APPLICATION - 112GEORGIA

aplikaciis rCevebis CanarTSi periodulad ideba sxva-

dasxva sakiTxTan dakavSirebuli sasargeblo infor-

macia. daemata ojaxSi Zaladobis CanarTi, romelic mo-

qalaqeebs acnobs Zaladobis formebsa da msxverplTa

daxmarebis servisebis Sesaxeb informacias.

agreTve daemata axali komponenti `Tambaqos kontro-

li~. aRniSnul komponentSi dainteresebul pirs SesaZ-

lebloba aqvs, moiZios informacia, rogorc Tambaqos

kontrolis Sesaxeb kanonis Taobaze, aseve Tu rogor

moviqceT, rodesac vxedavT kanondarRvevas, ra mavne

gavlena aqvs Tambaqos janmrTelobaze da rogor davane-

boT mowevas Tavi.

aRniSnuli informacia qarTul, inglisur da rusul

enebzea xelmisawvdomi.

mimdinareobs informaciis ganaxleba bunebrivi da sxva

katastrofebis dros momzadebisa da reagirebis

Taobaze.

"Useful Information" feature of the ap-
plication gets periodically updated with
interesting information about various
topics. Recently, the application was
enriched with information about domes-
tic violence, which assists citizens in
identifying different forms of violence
and provides them with information about victim assistance ser-
vices.

Also, a new component on tobacco control was added, which in-
forms users about the law on tobacco control, what to do if one
witnesses violation of said law, what are the negative impacts of
tobacco on a person’s health and how to quit smoking. The infor-
mation is available in Georgian, English and Russian languages.

The information on preparing for and responding to the natural
and man-made disasters is being updated.

multifunqciuri rukamultifunqciuri rukamultifunqciuri rukamultifunqciuri rukamultifunqciuri ruka

MULTIFUNCTIONAL MAP

inovaciuri da Tanamedrove cifruli produqti operato-

rebsa da  dispetCerebs SesaZleblobas aZlevs  realur dro-

Si dainaxon arsebuli monacemebi, resursi (brigada/eki-

paJebis ganlageba/gadaadgileba/statusi), ruka saSualebas

iZleva gaanalizdes arsebuli cxeli zonebi, trafiki,  rac

exmarebaT brigada/ekipaJebis swor menejmentSi.

2020 wlidan ruka mogvcems saSualebas Seiqmnas saqarTvelos

masStabiT arsebuli viTarebis sruli xedva, cxeli kerebis

(mewyersaSiSi, avariuli, virusebis gavrcelebis da sxv.) dro-

ulad aRmoCenis, monacemebis efeqturi analizisa da statis-

tikis warmoebis SesaZlebloba.

ruka ukve moicavs 64 000-ze mets infrastruqturul obieqts,

rac aseve sasargeblo iqneba katastrofebis prevenciisa da

Semdgomi reagirebis dagegmvis efeqturobis amaRle-

bisaTvis.

An innovative and state-of-the-art digital product enables the Call
Takers and Dispatchers to view existing data and resources (loca-
tion of brigades/crews, track movement, status) in real-time. Fur-
thermore, the map allows for analyzing hotspots and traffic, which
simplifies the management of brigades/crews.

From 2020, the map will enable the creation of a complete overview
of the situation throughout Georgia, timely detection of hotspots (ar-
eas prone to landslide, road traffic incidents, virus dissemination,
etc.), efficient analysis of the data and statistics.

The map covers more than 64,000 infrastructure facilities. This data
is especially important for preventing disasters and raising the effi-
ciency of planning the relevant response.
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2019 wlis ivlisidan, ̀ 112~Tbilisis centrSi moqalaqeebs ̀ Ria

karis~ dReze maspinZlobs. proeqti, moqalaqeTa informi-

rebulobisa da cnobierebis amaRlebis, gamWirvale da anga-

riSvaldebuli saxelmwifo servisis ganviTarebis xelSew-

yobis mizniT, 112-sa da moqalaqeebs Soris axal sakomunikacio

arxs warmoadgens. moqalaqeebs saSualeba aqvT, `112~-is xel-

mZRvanel pirebs maTTvis saintereso sakiTxebis Sesaxeb Tavad

dausvan kiTxvebi. Sexvedraze stumrebi, operatorebisa da

dispetCerebis muSaobis specifikas ecnobian, aseve, prezen-

taciis saxiT, mimdinare da samomavlo gegmebis Sesaxeb deta-

lur informacias iReben.

aRniSnuli RonisZieba 2019 wels ukve 4-jer Catarda da

momdevno welsac gagrZeldeba. TiToeul moqalaqes, martivi

registraciis Semdeg, saSualeba aqvs ewvios `112~-is Tbilisis

centrs. 112 mudam mzad aris upasuxos moqalaqeebis mier das-

mul SekiTxvebs da miawodos maT informacia centris samu-

Sao specifikisa da operatorTan TanamSromlobis Taobaze.

Since July 2019 112 Tbilisi Center has been hosting citizens at the
Doors Open Day. The project is a new communication channel between
112 and the citizens, aiming to raise awareness among the public and
fostering transparent and accountable public services. During the
visits, citizens have the opportunity to ask the high officials of 112
questions about issues of their interest. Guests are made familiar
with the work of Call Takers and Dispatchers and are informed about
ongoing projects and plans.

Said event has been held four times in 2019 and will continue next
year. Upon completing a simple registration, each citizen has an op-
portunity to visit 112 Tbilisi Center. 112 is always ready to respond to
questions asked by the citizens and provide the public with informa-
tion about how 112 works and how to cooperate with the Call Taker
when reporting the incident.

112-isa da saqarTvelos wiTeli jvris sazogadoebis erTo-

blivi proeqtis farglebSi, 112-is Tbilisis centrma  2019

wels, Ria karis dReze, studentebs 5-jer umaspinZla. pro-

eqti gasul wels gaformebuli memorandumis farglebSi xor-

cieldeboda. es TanamSromloba momaval welsac gagrZeldeba

da araerT axalgazrdas miscems SesaZleblobas aimaRlos

codna da unarebi gadaudebeli daxmarebis miwodebis Sesaxeb.

Sexvedrebze studentebi iReben informacias 112-is Sesaxeb

da saqarTvelos wiTeli jvris sazogadoebis warmomadge-

nelis mier pirveli gadaudebeli daxmarebis Sesaxeb sabaziso

kursi utardebaT.

proeqtis mizania axalgazrdebis informireba gadaudebe-

li SemTxvevebisas qcevis wesebis Sesaxeb. studentebi, kursze

miRebuli codnis Sedegad, gadaudebeli SemTxvevebis dros,

saswrafo samedicino daxmarebis jgufis misvlamde, damo-

ukideblad SeZleben axloblebisTvis saWiro daxmarebis

aRmoCenas.

stumrad 112-Sistumrad 112-Sistumrad 112-Sistumrad 112-Sistumrad 112-Si

VISITING 112112112112112

In 2019, within the frames of a joint project of 112 and Georgian Red
Cross Society, 112 Tbilisi Center has hosted 5 Doors Open Day event
for university students. The project was implemented within the
frames of the Memorandum of Understanding signed last year. The
cooperation will continue next year and will provide youth with the
opportunity to improve their knowledge and skills in providing emer-
gency aid.

During the meetings, students are informed about 112 and the repre-
sentative of Georgian Red Cross Society conducts a basic course on
providing emergency aid.

Ria karis dRe 112-SiRia karis dRe 112-SiRia karis dRe 112-SiRia karis dRe 112-SiRia karis dRe 112-Si

DOORS OPEN DAY AT 112112112112112

The project aims to inform the youth about the rules of conduct during
emergencies. Upon completing the course, attendees will be able to
independently provide necessary assistance to the patients before
the arrival of an ambulance.
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saqarTvelos ganaTlebis, mecnierebis, kulturisa da spor-

tis saministros ssip saganmanaTleblo dawesebulebis

mandaturis samsaxurTan TanamSromlobiT mimdinare wels,

112-is Sesaxeb momzadebuli 500 000 cali sainformacio fla-

eri darigda saqarTvelos masStabiT, yvela sajaro skolaSi.

2019 wels, 112-s proeqtis  - `mozardebSi gadaudebeli dax-

marebis nomris cnobadobis gazrda~ farglebSi, sajaro da

kerZo skolebis 2000-mde moswavle estumra.

Sexvedrebze moswavleebs nomris sworad gamoyenebis Se-

saxeb, yvela saWiro informacia miewodaT.

mozardebi aseve gaecnen yvelaze mniSvnelovan informacias,

Tu ras niSnavs aramiznobrivi zari da cru gamoZaxeba da ra

sanqciebia gaTvaliswinebuli maTi ganxorcielebis dros.

In cooperation with the LEPL Office of Resource Officers of the Educa-
tional Institutions of Ministry of Education, Science, Culture and Sports
of Georgia, in 2019, 500,000 information flyers about 112 Georgia were
disseminated in all public schools throughout the country.

In 2019, within the frames of "Raising Awareness about Emergency
Number among the Juveniles" project, up to 1,500 school students
visited 112.

During the meetings, the representatives of 112 provide school stu-
dents will all necessary information about using emergency number
correctly.

In addition, school students are made familiar with what is consid-
ered as a non-emergency and false call and the types of sanctions
envisaged for making non-emergency and false calls.

blogiblogiblogiblogiblogi

BLOG

In 2019, 112 official Facebook page featured 7 blog-posts in two ma-
jor categories: "112Listening" and "112Recommending".

112-is cnobadobis gazrda112-is cnobadobis gazrda112-is cnobadobis gazrda112-is cnobadobis gazrda112-is cnobadobis gazrda
mozardebSimozardebSimozardebSimozardebSimozardebSi

RAISING AWARENESS ABOUT 112112112112112
AMONG JUVENILES

2019 wels, 112-is oficialur Facebook gverdze, gamoqveynda

7 blogi, romelic Tematikis mixedviT iyofa or nawilad -

112 gismenT da 112 girCevT.

#112gismenT:#112gismenT:#112gismenT:#112gismenT:#112gismenT: blogi moicavs gansakuTrebuli SemTxvevebis

Sesaxeb  istoriebs, romlis saSualebiTac  mosaxleobas

vuziarebT informacias, im sirTuleebis Taobaze, romelTan

gamklavebac   operatorebs yoveldRiurad  uwevT.

#112girCevT:#112girCevT:#112girCevT:#112girCevT:#112girCevT: blogebis am kategoriaSi erTiandeba sasar-

geblo rCevebi rogor moviqceT da ra unda vicodeT bune-

brivi katastrofebis, sagzao usafrTxoebis Taobaze - Se-

sabamisi rekomendaciebiT.

2019 wels, blogebs  140.000 adamiani gaecno. aRsaniSnavia, rom

saangariSo periodSi gaizarda 112-is feisqbuqis gverdis

gamomwerTa raodenobac da 61.000-s gadaaWarba.

#112Listening: Blogs under this category tell special stories that dis-
play the difficulties the Call Takers face daily.

#112Recommending: Blogs under this category share useful tips on
how to act during natural disasters, as well as recommendations re-
garding road safety.

In 2019, blog-posts reached a total of 140.000 Facebook users. It is
notable that during the reporting period, the number of 112 Facebook
page followers increased significantly and exceeded 61.000.

| 11



wliuri angariSiwliuri angariSiwliuri angariSiwliuri angariSiwliuri angariSi |  |  |  |  | ANNUAL REPORT | | | | |      2 0 12 0 12 0 12 0 12 0 1 99999

112.GE | FB.COM/112.GE

112-is samuSao eleqtronul programaSi (ERC Phone) 2019

wlis I kvartalSi, daemata ucxoenovani zarebis gada-

misamarTebis axali funqcionali, ramac ufro moqnili

gaxada ucxoenovani momxmareblis momsaxureba.

saangariSo periodSi 61.895 zari gadamisamarTda da

gaewia Sesabamis enaze momsaxureba. aqedan, 53.458 zari

iyo rusulenovani, danarCeni inglisurenovani.

amerikis saelCosTan TanamSromlobiTa da PH Interna-
tional-is organizebiT, 2019 wels, inglisur enaSi  specia-

lurad maTTvis Seqmnili programiT, 112-is 64 inglisur-

enovani operatori gadamzadda, programa dafuZne-

bulia gadaudebeli daxmarebis operatiuli da maRa-

li xarisxiT marTvis saWiroebebze.

In the first quarter of 2019, a foreign-language call forwarding
feature was added to an internal software of 112 (ERC Phone).
This addition made servicing foreign-language speaking custom-
ers more flexible.

During the reporting period, 61,895 calls were redirected and
serviced in the appropriate language. 53,458 out of total calls
were Russian-speaking, the remaining – English-speaking.

In 2019, in collaboration with the US Embassy and organized by
PH International, 64 English-speaking Call Takers were retrained
in the English language with the specially elaborated program,
which is focused on enhancing the quality of emergency assis-
tance.

ucxoenovani zarebisucxoenovani zarebisucxoenovani zarebisucxoenovani zarebisucxoenovani zarebis
efeqturi marTvaefeqturi marTvaefeqturi marTvaefeqturi marTvaefeqturi marTva

EFFICIENT MANAGEMENT OF
FOREIGN-LANGUAGE CALLS

sazogadoebrivi azris kvlevasazogadoebrivi azris kvlevasazogadoebrivi azris kvlevasazogadoebrivi azris kvlevasazogadoebrivi azris kvleva

PUBLIC OPINION RESEARCH

112-isa da Sinagan saqmeTa saministros gadaudebeli daxma-

rebis (sapolicio da sagangebo/samaSvelo daxmarebis)

servisebis Taobaze moqalaqeTa kmayofilebis xarisxis

Sefasebisa da momsaxurebis Semdgomi gaumjobesebis miz-

niT, 2019 wlis oqtombridan, 112-ma momxmarebelTa gamo-

kiTxva daiwyo. gamokiTxva xorcieldeba sami sxvadasxva

arxis saSualebiT - satelefono, vebgverdi (www.112.ge) da

mobiluri aplikacia (112Georgia).

satelefono gamokiTxviT sam TveSi erTxel 4.500-mde

moqalaqis gamokiTxva xorcieldeba. vebgverdsa da mobi-

lur aplikaciaSi msurvelebs, mudmivad aqvT saSualeba

daafiqsiron sakuTari azri.

moqalaqeTa ganwyobisa da maTi Sexedulebebis Seswavla

gamokiTxvis Sedegebis analizis safuZvelze, 112-s ex-

mareba momsaxurebis gaumjobesebaSi.

saangariSo periodSi gamokiTxuli moqalaqeebis udi-

desma nawilma (96%) aRniSna, rom 112-Tan dakavSireba

Seuferxeblad SeZlo da drouli reagireba miiRo. 112-

is operatoris momsaxurebis xarisxiT kmayofileba

gamoTqva gamokiTxulTa didma nawilma (95%), ukmayo-

filo an metnaklebad kmayofilia - mxolod 5%.

Since October 2019, intending to assess customer satisfaction with
the services provided by 112 and MIA emergency services (Police
and Fire/Rescue), 112 launched a public survey. The survey is con-
ducted through three different channels – telephone, a website
(www.112.gov.ge) and a mobile application (112 Georgia).

The telephone survey takes place once in every three months,
covering up to 4.500 citizens. Users of the website and the mo-
bile application can express their opinion on the quality of ser-
vices at any time.

Studying the attitude and opinion of citizens based on the re-
sults of the survey will contribute to improving the services.

During the reporting period, the vast majority of the respondents
(96%) reported that they faced no trouble contacting 112 and
that they received a timely response to their emergencies. A large
portion of the respondents (95%) expressed satisfaction with
the quality of service provided by 112 Call Takers. Only 5% of the
responders were dissatisfied, or partly satisfied.
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INTRODUCING NEW SERVICES AND REFINING
THE EXISTING ONES

dacvis policiis eleqtronuli marTvis gaumjobesebis

mizniT, 112-is mier Seiqmna erTiani dispetCerizaciis pro-

gramuli uzrunvelyofa. programa moicavs operatiuli

reagirebis jgufebisTvis dacvis obieqtebamde misvlis axal

GPS programasac, romlis saSualebiTac operatiuli re-

agirebis jgufebis gadaadgilebis dro maqsimalurad

Semcirdeba;

kerZo dacviTi kompaniebisTvis Seiqmna eleqtronuli por-

tali. proeqtis farglebSi, kerZo dacviT kompaniebs, regis-

traciisaTvis saWiro yvela dokumentisa da maTi dacvis qveS

myofi obieqtebis Sesaxeb informaciis eleqtronulad mi-

wodebis, am informaciiis onlain ganaxlebis SesaZlebloba

miecemaT.

portali amoqmeddeba Sesabamisi sakanonmdeblo cvli-

lebebis ganxorcielebisTanave;

dainerga evakuatorebiT momsaxurebis procesSi pasuxis-

mgeblobis dazRveva, romlis farglebSic moxdeba avto-

satransporto saSualebis evakuatorze CatvirTvis, gad-

motvirTvis da gadayvanis  procesSi miyenebuli zianis

anazRaureba;

sapolicio gamoZaxebebis Semcirebis mizniT daixvewa sapo-

licio gamoZaxebis tipebi, kerZod, sadazRvevo kompaniebi

TviTon gadian iseT avtosagzao SemTxvevebze, romelic mxo-

lod dafiqsirebas saWiroebs, ramac gamoaTavisufla da

dazoga sapolicio resursebi.

2019 wlis aprilidan dRemde aseTi gamoZaxebebis raodenobam

Seadgina  - 300;

dainerga 112-is e.w. - `samedicino qronikebis~ monitoringis

sistema, romlis safuZvelzec pasuxismgebel momijnave sam-

saxurebs mudmivad egzavnebaT Sesabamisi informacia maTTan

ambulatoriuli vizitebis ganxorcielebis mizniT;

Callback - gadarekvis servisi - 112-Si usimbaraTod Semosul

zarebze CairTo avtomopasuxis servisi, ramac dRis ganmav-

lobaSi zarebis raodenoba 500-iT Seamcira;

• dainerga ukuzaris servisi, upasuxod darCenil zarebze

reagirebis mizniT, rac saSualod wlis ganmavlobaSi

Seadgens 13.000 zars.

In order to improve the electronic management of the Security Po-
lice, 112 has developed a unified dispatching software, which includes
a new GPS program for security units to reach to the facilities under
their protection. This will minimize the time required to get to the
facility;

An electronic portal was created for private security companies. As
part of the project, the private security companies will be able to
online submit and update all the documents required for registra-
tion, as well as information about facilities under their protection.

The portal will be launched as soon as the relevant legislative changes
are in place;

The liability in the process of breakdown service has been insured.
Damage incurred during loading, unloading, and transportation of the
vehicle by the breakdown service, will be compensated;

Since April 2019, with the aim of reducing police-related calls, mild
car accidents that only require to be registered, are only responded
by the insurance companies instead of Patrol Police units. This has
freed up a significant amount of police resources.

From April 2019 to date the number of similar calls has totaled 300;

The so-called "Frequent Medical Callers" monitoring system was in-
troduced. The system will identify frequent callers and information
about them will be submitted to the relevant partner entities, who
will subsequently plan outpatient visits;

Auto answering service was introduced for the calls incoming in 112
from the mobile phones with no SIM cards. This has decreased the
number of daily calls by 500;

• Callback service was introduced with the aim of responding to
missed calls, which on average totals 13.000.
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FIGHT AGAINST DOMESTIC VIOLENCE

1. 2018 wlis maisidan dRemde, Sinagan saqmeTa saministros

adamianis uflebaTa dacvisa da gamoZiebis xarisxis mo-

nitoringis departamentTan aqtiuri TanamSromlobis sa-

fuZvelze, analizisa da proeqtebis marTvis samsaxurma daxvewa

am saxis Setyobinebebis damuSavebisa da gadacemis saSualebebi

da  yovelTviurad agzavnis angariSs ojaxuri Zaladobis

faqtebTan dakavSirebiT. TanamSromlobis Sedegad daixvewa

ganmeorebiTi SemTxvevebis identificirebis SesaZleblobebi.

2.  saqarTvelos Sinagan saqmeTa saministros adamianis

uflebaTa dacvis  departamentis, erToblivi operaciebis

centris da gaeros qalTa organizaciis urTierTanamSrom-

lobiTa  da  finansuri mxardaWeriT xorcieldeba ojaxSi Za-

ladobis eleqtronuli monitoringis sistemis  danergva,

rac iTvaliswinebs ojaxSi Zaladobis msxverplTa dacvas mo-

Zaladeebisgan, maTi specialuri mowyobilobiT (samajuri)

aRWurvis gziT. mimdinare wlis 28-31 maiss, ucxoelma eqs-

pertebmaeleqtronuli programis (Attenti) Semswavleli

treningi Caatares. aRniSnuli uzrunvelyo eleqtronu-

li monitoringis sistemis provaiderma kompaniam (Ltd. NGT Group).

treningSi monawileoba miiRes Sinagan saqmeTa saministros

pasuximgebeli uwyebebis TanamSromlebma, maT Soris opera-

torobis 16-ma kandidatma.

ojaxuri Zaladobis eleqtronuli monitoringis sistema

srulad amoqmeddeba Sesabamisi sakanonmdeblo cvlilebebis

ganxorcielebisTanave.

3.  poloneTis sagareo saqmeTa saministros dafinansebiT

polonuri organizacia HumanDoc,  Sinagan saqmeTa saminis-

tros adamianis uflebaTa dacvis departamentTan da orga-

nizacia `Zdeq~-Tan erTad axorcielebs orwlian proeqts

`saqarTveloSi ojaxSi Zaladobis prevenciis, msxverplTa

dacvisa da moZalade pirebis Terapiis programis gaZli-

ereba 2019-2020~. proeqti yovelwliurad 112-is 100-mde ope-

ratoris gadamzadebas iTvaliswinebs.

2019 wels, treningis Temebi iyo: ojaxSi Zaladoba da seqsu-

aluri Seviwroeba - samarTlebrivi aspeqtebi da identifi-

cirebis instrumentebi, stresis marTva da efeqturi ko-

munikacia.

1.  Since May 2018 to date, with active cooperation with the Depart-
ment of Human Rights Protection and Investigation Quality Moni-
toring of the Ministry of Internal Affairs, the Analysis and Project
Management Unit of 112 has refined the processing and reporting of
domestic violence-related calls and submits the relevant reports
monthly. Cooperation has refined the means of identifying recur-
ring cases.

2. With cooperation between the Department of Human Rights
Protection and Investigation Quality Monitoring of the Ministry of
Internal Affairs, Joint Operations Center and UN Women and the fi-
nancial support of the latter, the electronic monitoring system of
domestic violence is being implemented. This project envisages the
protection of victims of domestic violence by placing special ankle
bracelets on the abusers. Training on the electronic program (Attenti)
took place on May 28-31st; the event was organized by the electronic
monitoring system provider company (Ltd NGT Group) and was led
by foreign experts. The training was attended by the employees of
the responsible entities of the Ministry of Internal Affairs, including
16 future operators. The Electronic Domestic Violence Monitoring
System will become fully operational as soon as the relevant legis-
lative amendments are implemented.

3. Polish organization HumanDoc in cooperation with the Depart-
ment of Human Rights Protection and Investigation Quality Moni-
toring of the Ministry of Internal Affairs, organization Anti-Violence
Network Georgia and with the financial support of Ministry of For-
eign Affairs of the Republic of Poland is implementing “Strengthen-
ing Program on Domestic Violence Prevention, Victim Protection
and Therapy for Abusers in Georgia 2019-2020” project. This two-
year project envisages training up to 100 operators each year. The
training topics in 2019 covered: Domestic Violence and Sexual Ha-
rassment - Legal Aspects and Identification Tools; Stress Manage-
ment and Customer Service.
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08
saqarTvelos Sinagan saqmeTa ministris 2019 wlis 26 iv-

lisis N1/345 brZanebiT damtkicda saqarTvelos Sinagan

saqmeTa saministros ssip - `112~-is operatorTa da dis-

petCerTa SerCeva/momzadebis wesi da saswavlo modulebi.

112-is mizania, Seqmnas operatorebis momzadebis prog-

rama, romelic uzrunvelyofs kvalificiuri kadrebis

momzadebas gadaudebeli daxmarebis qol-centris ope-

ratoris poziciisTvis. agreTve - uzrunvelyofs momsaxu-

rebis sferoSi sakontaqto centris distanciuri momsa-

xurebis specialistis, rogorc momsaxurebis sferos

konkurentunariani kadris momzadebas.

mimdinare wlis noembris TveSi 112-ma gaiara registra-

cia  saqarTvelos ganaTlebis, mecnierebis, kulturisa da

sportis saministros ssip ganaTlebis marTvis sainfor-

macio sistemaSi da waradgina oficialuri ganacxadi 112-

is saswavlo centrisTvis profesiuli momzadebis pro-

gramis ganxorcielebisTvis uflebis miniWebis Taobaze.

ssip 112-s mieniWa saxelmwifos mier aRiarebuli ofici-

aluri dadastureba (profesiuli ganaTlebis damatastu-

rebeli sertifikati) profesiuli momzadebis programis

- `sakontaqto centris distanciuri momsaxurebis speci-

alisti~ - ganxorcielebis Taobaze.

aSS-is saelCos Tavdacvis sferoSi TanamSromlobis

samsaxurma „USEUCOM's Overseas Humanitarian, Disaster,and
Civic Aid (OHDACA)” programis farglebSi ssip `112~-is sas-

wavlo centrs gadasca kompiuteruli teqnika.

Decree #1/345 of July 26th, 2019 of Minister of Interior of Georgia
approved the rules of recruiting and training Call Takers and Dis-
patchers of 112.

saswavlosaswavlosaswavlosaswavlosaswavlo     centricentricentricentricentri
profesiuli momzadebisa da gadamzadebis programaprofesiuli momzadebisa da gadamzadebis programaprofesiuli momzadebisa da gadamzadebis programaprofesiuli momzadebisa da gadamzadebis programaprofesiuli momzadebisa da gadamzadebis programa

TRAINING CENTER
VOCATIONAL  AND RETRAINING PROGRAM

112-is adamianuri resursebis marTvisa da ganviTarebis sam-

saxuris saswavlo centri mudmivad zrunavs arsebuli kad-

rebis kvalifikaciis amaRlebasa da operatorobis kandida-

tebis profesiul momzadebaze, aseve uzrunvelyofs momij-

nave samsaxurebis TanamSromelTaTvis miznobrivi trenin-

gebis organizebasa da Catarebas.

2019 wels 112-is saswavlo centris mier gadamzadda 772 msme-

neli. maT Soris 112-is operatori/dispetCeri - 645, momij-

nave samsaxurebisa da sxvadasxva uwyebis TanamSromeli ki -

127. treningebis Tematikas warmoadgenda `zaris marTva~ da

`efeqturi komunikaciis roli momsaxurebis sferoSi~.

112 aims to create a training program that ensures highly quali-
fied personnel for emergency call taking. Furthermore, the men-
tioned program will provide a competitive staff, highly qualified
remote communication specialist that can serve at any call center.

Accordingly, in November of the current year the LEPL "112" was
registered in the LEPL Education Management Information Sys-
tem of the Ministry of Education, Science, Culture and Sport of
Georgia and submitted the official application for eligibility for
vocational training program for the "112" Training Center.

112 was granted official recognition by the State (Certificate of
Vocational Education) for implementing the vocational training
program – "Remote Communication Specialist".

The Training Center of Human Resources Management and Develop-
ment Unit of 112 organizes and conducts trainings for partner enti-
ties in addition to providing constant capacity building trainings for
existing employees and newly recruited staff.

Based on the data of 2019, the Training Center of 112 has trained 772
attendees. 645 out of the total number were 112 Call Takers and Dis-
patchers, the remaining 127 – employees of partner entities. The
trainings covered call handling techniques, customer service.

The Defense Cooperation Office of the Embassy of the US in Geor-
gia awarded the Training Center of 112 Georgia with computers
within the frame of "USEUCOM’s Overseas Humanitarian, Disas-
ter, and Civic Aid (OHDACA)" program.
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     11 Tebervali - 112-is dRe11 Tebervali - 112-is dRe11 Tebervali - 112-is dRe11 Tebervali - 112-is dRe11 Tebervali - 112-is dRe

11 Tebervali 112-is dRed, evrosabWos gadawyvetilebiT, 2009

wels gamocxadda. evropis masStabiT yovelwliurad imarTeba

am dRisadmi miZRvnili RonisZiebebi, romelTa mizans

mosaxleobaSi 112-is cnobadobis gazrda warmoadgens.

wels saqarTvelos 112-ma, aRniSnul dResTan dakavSirebiT, cno-

badobis gazrdis kvireuli gamoacxada. kvireulis farglebSi

skolebSi interaqtiuli gakveTilebi, universitetebSi ki, sa-

jaro leqciebi Catarda. kvireulis bolos sazogadoebrivi

TavSeyris adgilebSi 112-is mobiluri aplikaciis Sesaxeb

sainformacio kampania ganxorcielda.

  FEBRUARY 11th - DAY OF THE 112

February 11 was declared as 112 Day in 2009 with the decision
of the European Council. Events dedicated to 112 Day are con-
ducted throughout Europe on an annual basis. The aim of the
events is awareness-raising about 112.

In 2019, in celebration of 112 Day, 112 Georgia declared Aware-
ness Raising Week. Within the frames of the week, 112 repre-
sentatives conducted interactive lessons at schools and public
lectures at the universities. At the end of the week, three major
shopping malls in Tbilisi hosted information campaigns about
112 mobile application.

 saqarTvelos damoukideblobis dRe saqarTvelos damoukideblobis dRe saqarTvelos damoukideblobis dRe saqarTvelos damoukideblobis dRe saqarTvelos damoukideblobis dRe

Sinagan saqmeTa saministros ssip `112~-ma  q. zugdidSi, sazeimo

RonisZiebaze mosaxleobas gauziara codna, rogor xdeboda ga-

daudebel situaciebze reagireba XIX-XX saukuneebSi da dRes ro-

gor muSaobs da dakavSirebis ra arxebs sTavazobs 112 moqalaqe-

ebs. aRniSnuli informacia etapobrivad ganTavsda 112-is feis-

buqis oficialur gverdzec. aseve, mosaxleobas miewoda infor-

macia qveynis masStabiT erTiani videosameTvalyureo sistemis

marTvisa da sagzao moZraobis usafrTxoebis kuTxiT ganxor-

cielebuli mniSvnelovani procesebis Sesaxeb.

qalaq zugdidSi, 112-is mier, ukve meored dajildovdnen  moqa-

laqeebi, romlebmac samegrelos regionidan miznobrivad darekes

112-ze, gamoiCines maRali moqalaqeobrivi pasuxismgebloba da

gadaarCines sxvisi sicocxle. `saukeTeso moqalaqis~ nomina-

ciaSi, specialuri jildo, 112-is swored im operatorebma ga-

dasces, romlebmac aRniSnuli zarebi miiRes.

  INDEPENDENCE DAY

As part of the grand celebration of the 100th year of Georgian
independence taking place in Zugdidi, 112 Georgia informed the
population about emergency response in XIX-XX centuries, how
this process is handled nowadays and what the means of con-
tacting 112 are. Mentioned information was shared via the 112
Official Facebook page. Furthermore, citizens were informed
about processes carried out in the field of video-surveillance
system management and road safety.

For the second time, 112 has awarded residents of Zugdidi, who
called 112 and displayed high civic consciousness while coop-
erating with the Call Taker and saved lives. "Outstanding Citi-
zen" awards were delivered to the winners by the Call Takers
who handled their calls.

 policiis dRe - 31 maisi policiis dRe - 31 maisi policiis dRe - 31 maisi policiis dRe - 31 maisi policiis dRe - 31 maisi

policiis dReze  Sinagan saqmeTa saministros ssip `112~-ma stum-

rebs warudgina rogorc sabavSvo, aseve, Tanamedrove teqnolo-

giebze agebuli proeqtebi.

bavSvebisTvis RonisZiebaze warmodgenili iyo `kosmosuri xo-

maldi~ - 112-is Senobis msgavsi mini-konstruqcia, sadac mozar-

debs SeeZloT, centris operatorebis daxmarebiT, specialurad

maTTvis Seqmnili kompiuteruli TamaSebi eTamaSaT.

RonisZiebis farglebSi, 112-ma  mobiluri aplikaciac warmoad-

gina. TiToeul stumars saSualeba hqonda, adgilze gacnoboda

aplikaciis funqciebs.

  POLICE DAY - MAY 31th

During the celebration of Police Day on May 31st, 112 Georgia
presented projects tailored to children, as well as modern tech-
nology-oriented projects.

112 presented the "Spaceship", which is the replica of the 112
Tbilisi call center. Upon entering the Spaceship, children were
able to play computer games designed specifically for them.

Within the frames of the event, 112 also presented mobile ap-
plication. Each guest was made familiar with the features of the
application.

 bavSvTa dacvis saerTaSoriso dRe bavSvTa dacvis saerTaSoriso dRe bavSvTa dacvis saerTaSoriso dRe bavSvTa dacvis saerTaSoriso dRe bavSvTa dacvis saerTaSoriso dRe

2019 wels ukve meoTxed, Sinagan saqmeTa saministros ssip `112~-ma,

4 mozards ̀ 112-is gmiris~ wodeba mianiWa. aseve, im 5 bavSvs romleb-

mac yvelaze mZime da gadamwyvet wuTebSi sxva adamianebis gada-

sarCenad, gadaudebeli daxmarebis nomerze droulad darekes,

madlobis sigelebi gadasca.

proeqti ̀ 112-is gmiri~ 2016 wlidan xorcieldeba. proeqtis far-

glebSi, yovel wels jildovdeba yvela is mozardi, romelmac

maRali moqalaqeobrivi pasuxismgebloba gamoiCina da kargad

icis, Tu rogor unda moiqces gadaudebel SemTxvevebSi.

  INTERNATIONAL CHILDREN’S DAY

In 2019, for the fourth time, 112 awarded four children as "He-
roes of 112". Besides, five more children, who dialed the emer-
gency number in the most decisive minutes and saved lives, were
awarded the Certificates of Appreciation.

Project "Hero of 112" has been implemented since 2016 with the
initiative of MIA LEPL 112. Within the frames of the project, every
year 112 awards children who demonstrate civil consciousness
and are well aware of how to act during emergencies.

09 yovelwliuriyovelwliuriyovelwliuriyovelwliuriyovelwliuri     RonisZiebebiRonisZiebebiRonisZiebebiRonisZiebebiRonisZiebebi

ANNUAL EVENTS
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 FEBRUARY 11th - DAY OF THE 112

damoukideblobisdamoukideblobisdamoukideblobisdamoukideblobisdamoukideblobis dRe dRe dRe dRe dRe

INDEPENDENCE DAY

policiis policiis policiis policiis policiis dRedRedRedRedRe - 31 maisi - 31 maisi - 31 maisi - 31 maisi - 31 maisi

POLICE DAY - MAY 3131313131th

bavSvTa dacvis saerTaSoriso dRebavSvTa dacvis saerTaSoriso dRebavSvTa dacvis saerTaSoriso dRebavSvTa dacvis saerTaSoriso dRebavSvTa dacvis saerTaSoriso dRe

INTERNATIONAL CHILDREN’S DAY

| 17
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10 20192019201920192019     welswelswelswelswels     gaformebuligaformebuligaformebuligaformebuligaformebuli     urTierTTanamSromlobisurTierTTanamSromlobisurTierTTanamSromlobisurTierTTanamSromlobisurTierTTanamSromlobis     memorandumebimemorandumebimemorandumebimemorandumebimemorandumebi

MEMORANDA OF UNDERSTANDING SIGNED IN 2019

Sinagan saqmeTa saministros ssip `112~-sa da saqarTvelos

rkinigzas Soris urTierTTanamSromlobis memorandumis

farglebSi samgzavro matareblebSi 112-is sainformacio

orenovani flaerebi ganTavsda. aRniSnuli xels Seuwyobs,

moqalaqeebis informirebulobis gazrdas saqarTveloSi

moqmedi gadaudebeli daxmarebis nomris Sesaxeb. mgzavrebs

flaeris saSualebiT miewodaT informacia, Tu rogor

da ra dros unda darekon 112-ze.

Within the frames of the Memorandum of Understanding between
112 and Georgian Railway, 112 bilingual flyers were distributed in
passenger trains. This campaign will raise awareness about the emer-
gency number among the people. Flyers will inform passengers about
how and when to contact 112.

saqarTvelos okupirebuli teritoriebidan devnilTa,

Sromis, janmrTelobisa da socialuri dacvis saministros

ssip `sagangebo situaciebis koordinaciisa da gadaudebeli

daxmarebis centrs~ Soris.

Memorandum of Understanding was signed between 112 and Emer-
gency Situations Coordination and Urgent Assistance Center of Min-
istry of Internally Displaced Persons from Occupied Territories, Labour,
Health and Social Affairs of Georgia.

saqarTvelos okupirebuli teritoriebidan devnilTa,

Sromis, janmrTelobisa da socialuri dacvis saministros

Sromis pirobebis inspeqtirebis departaments Soris.

Memorandum of Understanding was signed between 112 and the Depart-
ment of Labour Inspection of the Ministry of Internally Displaced Persons
from Occupied Territories, Labour, Health and Social Affairs of Georgia.

#1

#2

#3
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11saerTaSorisosaerTaSorisosaerTaSorisosaerTaSorisosaerTaSoriso     TanamSromlobaTanamSromlobaTanamSromlobaTanamSromlobaTanamSromloba

INTERNATIONAL COOPERATION

2019 wels, pirvelad Sinagan saqmeTa saministros ssip `112~-

is direqtori avTandil CitaZe, 112-is proeqtebis menejeri

salome Cuxua da erToblivi operaciebis centris direq-

toris moadgile nika gelaSvili germaniaSi q. berlinSi

gamarTul yovelwliur konferencias - Euro Navigator
daeswrnen.

konferenciis ZiriTadi gansaxilveli sakiTxebi iyo inci-

dentis tipebisa da saqmis prioritetebis ganmsazRvreli pro-

grama ProQA, aseve gadaudebeli SemTxvevebis marTvisadmi

sistematizirebuli midgomis aucilebloba, Wkviani kamerebis

roli gadaudebeli SemTxvevebis efeqturad marTvisTvis da

e.w. cxeli wertilebis gansazRvris mniSvneloba gadaudebeli

situaciebis marTvis meti efeqturobisTvis.

iqidan gamomdinare, rom saqarTvelo ProQA-s danergvis pro-

cesSia, gansakuTrebiT mniSvnelovani iyo programis mom-

xmarebeli sxva qveynebis warmomadgenlebis gacnoba, rom-

lebmac 112-is warmomadgenlebs gauziares TavianTi gamocdi-

leba da programis danergviT gamowveuli savaraudo Sedegebi.

zemoaRniSnuli RonisZieba yovelwliurad imarTeba. kon-

ferenciebi ewyoba evropaSi, aziaSi, axlo aRmosavleTSi,

avstraliasa da amerikaSi.

In 2019 Mr. Avtandil Chitadze, Director of the LEPL "112" of the Minis-
try of Internal Affairs, Ms. Salome Chukhua, the 112 Project Manager
and Mr. Nika Gelashvili, Deputy Director of the Joint Operations Cen-
ter attended the annual conference - Euro Navigator in Berlin, Ger-
many.

Key issues discussed at the conference were ProQA - incident types
and case priorities program, as well as the need for a systematic ap-
proach to emergency management, the role of smart cameras for
efficient emergency management and the importance of defining
hotspots for greater efficiency in emergency management.

Given that Georgia is in the process of implementing the ProQA, it
was particularly important to familiarize with the representatives of
other countries, that  are already using this program. They shared
their experience and the expected results.

The above event is held annually. During the year conferences are
held in Europe, Asia, the Middle East, Australia and America.

evronavigatori 2019evronavigatori 2019evronavigatori 2019evronavigatori 2019evronavigatori 2019
EURONAVIGATOR 2019

evropis sagangebo nomris asociacia evropis sagangebo nomris asociacia evropis sagangebo nomris asociacia evropis sagangebo nomris asociacia evropis sagangebo nomris asociacia - EENA
EUROPEAN EMERGENCY NUMBER ASSOCIATION -  EENA

2019 wlis 10-12 aprils, 112-is warmomadgenlebi, xorva-

tiaSi, kerZod q. dubrovnikSi gamarTul evropis sagangebo

nomris asociaciis (EENA) yovelwliur konferencias

daeswrnen. konferencias 60-mde qveynis gadaudebeli

daxmarebis sferos warmomadgeneli eswreboda.

saqarTvelos 112-is warmomadgenlebma sxvadasxva qveynis

warmomadgenlebs gamocdilebisa da samomavlo proeqtebis

Sesaxeb Sexedulebebi gauziares da samomavlo TanamSrom-

lobis sakiTxebi ganixiles.

On April 10-12, 2019 the representatives of the "112", attended the
annual conference of the European Emergency Number Association
(EENA) in Dubrovnik, Croatia. The conference gathered the represen-
tatives of the emergency field from about 60 countries. The represen-
tatives of the 112 Georgia shared their views on experiences and fu-
ture projects with representatives of different countries and dis-
cussed issues for future cooperation.

2019 wels, ̀ 112~-is Tbilisis centrs  20-mde qveynis delegacia

estumra. aseve, centrma umaspinZla gaeroSi mudmiv warmomad-

genlebs, axalgazrda globalur liderebs, evrokavSiris

eqspertebs,  evropis sagangebo nomris asociaciis (EENA)

warmomadgenlebs da a.S.

stumrebi, Sinagan saqmeTa saministros ssip `112~-isa da er-

Toblivi operaciebis centris muSaobas gaecnen da ganxorci-

elebuli da dagegmili proeqtebis Sesaxeb detaluri infor-

macia miiRes. aseve, qveynis masStabiT erTiani videosameTval-

yureo sistemis marTvisa da sagzao moZraobis usafrTxoebis

kuTxiT ganxorcielebul mniSvnelovan procesebs gaecnen.

In 2019 the delegations of about 20 countries visited the "112" Tbilisi
Center.  The Center also hosted young global leaders, EU experts, per-
manent representatives to the UN, representatives of the EENA (Eu-
ropean Emergency Number Association) etc.

The visitors received detailed information on the implemented and
planned projects of the LEPL "112" and the Joint Operations Center of
the Ministry of Internal Affairs, as well as got acquainted with the
important processes in the field of unified video surveillance system
and road traffic safety.

sxvadasxva qveynis delegacia stumrad 112-Sisxvadasxva qveynis delegacia stumrad 112-Sisxvadasxva qveynis delegacia stumrad 112-Sisxvadasxva qveynis delegacia stumrad 112-Sisxvadasxva qveynis delegacia stumrad 112-Si
VISITS OF DELEGATIONS FROM DIFFERENT COUNTRIES TO THE 112
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socialurisocialurisocialurisocialurisocialuri     pasuxismgeblobapasuxismgeblobapasuxismgeblobapasuxismgeblobapasuxismgebloba

SOCIAL RESPONSIBILITY

12
dedamiwis dRe - 112dedamiwis dRe - 112dedamiwis dRe - 112dedamiwis dRe - 112dedamiwis dRe - 112-----is tyeis tyeis tyeis tyeis tye

EARTH DAY - - - - - 112112112112112     FOREST

112-ma Tbilisis `SOS bavSvTa
soflis~ aRsazrdelebsa da

TanamSromlebis Svilebs
saaxalwlo RonisZiebaze

umaspinZla.

112 hosted the children from “SOS
Children’s Village” and children of 112

employees.

saaxalwlo naZvis xesaaxalwlo naZvis xesaaxalwlo naZvis xesaaxalwlo naZvis xesaaxalwlo naZvis xe
CHRISTMAS TREE

20 |
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13SidaSidaSidaSidaSida     komunikaciakomunikaciakomunikaciakomunikaciakomunikacia
INTERNAL COMMUNICATION

samotivacio dafasamotivacio dafasamotivacio dafasamotivacio dafasamotivacio dafa - TveSi erTxel, analitikosebis  mier,

damuSavebuli informaciis safuZvelze, Sesrulebuli

samuSaos mixedviT vlindebian:

Tvis  saukeTeso  dispetCeri

Tvis  saukeTeso  jgufi

Tvis  saukeTeso  operatori

Board of Recognition - once a month, based on the performance, the
analysts reveal:

The Best Dispatcher of the Month

The Best Group of the Month
The Best Call Taker of the Month

2019 weli, Cemi jgufisTvis, kidev erTxel gaxda

warmatebis weli. jgufis TiToeuli wevris Tavda-

uzogavi Sromis Sedegad, wlis bolos isev sauke-

Teso Sedegi gvaqvs. jgufSi yovelTvis aris erTi-

anobis, gundurobis muxti, vfiqrob, aman gadamwyve-

ti roli iTamaSa saboloo Sedegis dadgomaSi.

yoveli Tvis warmatebis Semdeg, ufro didi moti-

vacia gveZleva da orientirebuli varT imaze, rom

kidev ufro met adamians davexmaroT. rodesac vxe-

davT moqalaqeebis raodenobas, romlebsac daxma-

reba gavuwieT, vxvdebiT, rom Sroma amad Rirda.

pirveli Tvis warmatebapirveli Tvis warmatebapirveli Tvis warmatebapirveli Tvis warmatebapirveli Tvis warmateba - sixaruli;

meore Tve meore Tve meore Tve meore Tve meore Tve - ufro didi gamowveva;

mesame Tvemesame Tvemesame Tvemesame Tvemesame Tve - Tavdajerebuloba;

meoTxe TvemeoTxe TvemeoTxe TvemeoTxe TvemeoTxe Tve - `yvelaferi gamogviva~;

mexuTe TvemexuTe TvemexuTe TvemexuTe TvemexuTe Tve - `Cven es SevZeliT!~

win kidev bevri gamowveva gvelis, rasac vfiqrob,

isev gundurobiT Rirseulad gavumklavdebiT.~

ana niSnianiZeana niSnianiZeana niSnianiZeana niSnianiZeana niSnianiZe
rusTavis IV jgufis koordinatori

2019 has once again become a year of success for my group. As
a result of the devotion of each member of the group, we once
again demonstrated the best result throughout the call center.
There is always a spirit of unity and teamwork in the group,
which, I believe, has greatly contributed to our success.

After each month’s success of being recognized as the best group,
our motivation doubles and we fully focus on helping as many
people as possible. When we see the number of citizens we
have assisted, we realize that all the hard work was worth it.

The success of the first month – happiness;

The second month – bigger challenge;

The Third month – self-confidence;

The fourth month – "We can do it!"

The fifth month – "We did it!"

Many other challenges are ahead of us, but our team will face
them with dignity.~

ANA NISHNIANIDZE
Rustavi PSAP IV Group Dispatcher

| 21
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14
2019 wels, erovnul videosameTvalyureo

sistemaSi CairTo 3083 videokamera, maT Soris 937 nomris

amomcnobi da 2146  zogadi xedvis videokamera. dReis mdgo-

mareobiT, saqarTvelos masStabiT sul amoqmedebulia

44444500500500500500 videokamera;

saSualo siCqaris kontrolisa da sagzao moZra-

obis administrirebis mizniT, saangariSo periodSi, saqar-

Tvelos saerTaSoriso da Sidasaxelmwifoebrivi mniSvne-

lobis gzebze, amoqmedda 124 saSualo siCqaris kontrolis

seqcia, ris safuZvelzec kontroldeba 511km. sigrZis sag-

zao monakveTi; dReis mdgomareobiT, saqarTvelos masSta-

biT sul amoqmedebulia 216216216216216 siCqaris kontrolis seqcia,

ris safuZvelzec jamurad kontroldeba 861861861861861km. sigrZis

sagzao monakveTi;

2019 wels dasrulda qveynis masStabiT 22202220222022202220

wertilze optikur-boWkovani qselis mowyoba da Sesabamisi

samuSaoebis ganxorcieleba;

saxalxo damcvelis rekomendaciis gaTvaliswine-

biT, 2019 wels dasrulda policiis yvela departamentisa da

maTi struqturuli qvedanayofebis videosameTvalyureo

sistemebis ganaxleba;

ojaxSi Zaladobis prevenciis mizniT dainerga ojaojaojaojaoja-----

xuri Zaladobis eleqtronuli monitoringisxuri Zaladobis eleqtronuli monitoringisxuri Zaladobis eleqtronuli monitoringisxuri Zaladobis eleqtronuli monitoringisxuri Zaladobis eleqtronuli monitoringis sistema,

rac iTvaliswinebs ojaxSi Zaladobis msxverplTa dacvas

moZaladeebisgan, maTi specialuri mowyobilobiT (samajuri)

aRWurvis gziT. proeqti srulad amoqmeddeba Sesabamisi sa-

kanonmdeblo cvlilebebis ganxorcielebisTanave.

In 2019, 3083 video cameras have been integrated into the
national video surveillance system, including 937 number recogni-
tion and 2.146 general vision video cameras. As of today, there are
4500 video cameras in operation across Georgia;

erToblivierToblivierToblivierToblivierToblivi     operaciebisoperaciebisoperaciebisoperaciebisoperaciebis     centricentricentricentricentri

JOINT OPERATIONS CENTER

ganxorcielebuli da mimdinare proeqtebiganxorcielebuli da mimdinare proeqtebiganxorcielebuli da mimdinare proeqtebiganxorcielebuli da mimdinare proeqtebiganxorcielebuli da mimdinare proeqtebi
IMPLEMENTED AND ONGOING PROJECTS

In order to control average speed and traffic management,
124 average speed control sections have been put into operation dur-
ing the reporting period on the roads of international and domestic
importance, controlling 511 km long road section; as of today, a total
of 216 speed control sections are operating throughout Georgia, with
a total control of 861 km long road section;

 In 2019, fiber optic network installation and related works
were completed in 2.220 points across the country;

According to the Ombudsman's recommendation, the up-
date of video surveillance systems for all police departments and their
structural units has been completed in 2019;

 An electronic domestic violence monitoring system has
been introduced to prevent domestic violence, which provides pro-
tection to victims of domestic violence from abusers by placing the
special device (braclete) on the latter. The project will be fully opera-
tional as soon as relevant legislative changes are implemented.

To develop the video surveillance system, 1100 licenses for
general vision video surveillance system the MILSTONE were pur-
chased;

videosameTvalyureo sistemis ganviTarebis miz-

niT Sesyidul iqna zogadi xedvis videosameTvalyureo

sistema MILSTONE-is 1100 licenzia;

videoCanawerebis arqivaciis mizniT, Sesyidul iqna

zogadi xedvis videosameTvalyureo sistema MILSTONE -is 1100

licenziis  7 serveri;

nomris amomcnobi videoanalitikuri programuli

uzrunvelyofisTvis Sesyidul iqna 3 weliwadze gaTvlili

programuli mxardaWera;

nomris amomcnobi sistemis srulfasovani operi-

rebis mizniT Sesyidul iqna 800 licenziis 40 serveri;

sazogadoebrivi usafrTxoebis gaumjobesebis miz-

niT Tbilisis masStabiT gansaTavseblad  Sesyidul iqna 600

zogadi xedvis videokamera;

teqnika da programuli uzrunvelyofateqnika da programuli uzrunvelyofateqnika da programuli uzrunvelyofateqnika da programuli uzrunvelyofateqnika da programuli uzrunvelyofa
TECHNOLOGY AND SOFTWARE

For archiving video recordings, 7 servers of 1100 licenses
of the general vision video surveillance system the MILSTONE were
purchased;

Program support for 3 years was purchased for number rec-
ognition video analytical software;

40 servers of 800 licenses were purchased for full opera-
tion of the number recognition system;

600 general-view video cameras were purchased for Tbilisi
to improve public safety;
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2019 wlis 1 ianvridan 30 noembris CaTvliT saqar-

Tvelos masStabiT videosameTvalyureo sistemis saSu-

alebiT, dafiqsirebul administraciul samarTaldar-

Rvevebze gamoweril iqna 1.155.540 sajarimo qviTari;

administraciuli samarTaldarRvevebis 2019-

2018 wlebis Sedarebis TvalsazrisiT, mimdinare wels ga-

mowerili sajarimo qviTrebis raodenoba (1.155.540) 30%-

iT aRemateba 2018 wels gamoweril sajarimo qviTrebis ra-

odenobas (1.193.367);

videosameTvalyureo sistemis efeqtianobis ga-

zomvis TvalsazrisiT,  2019 wels gamowerili qviTrebis

raodenoba 17%-iT aRemateba  jamurad 2014, 2015, 2016, 2017

wlebSi gamowerili qviTrebis raodenobas  (1.291.543);

2019 wlis ianvridan, erToblivi operaciebis

centris bazaze amoqmedda programuli uzrunvelyofa,

romlis safuZvelzec videosameTvalyureo sistema

avtomatur reJimSi uzrunvelyofs im avtosatranspor-

to saSualebebis identificirebas da dajarimebas,  romel-

Tac ar gauvliaT perioduli teqnikuri daTvaliereba.

saangariSo periodSi gamoweril iqna 202.971 jarima;

Zebnil pirTa dadgena dakavebis mizniT, saqar-

Tvelos saerTaSoriso aeroportebsa da sarfis sasaz-

Rvro gamSveb punqtze damontaJebuli  saxis amomcnobi vi-

deoanalitikuri sistemis meSveobiT, identificirebul

iqna 352 Zebnili piri;

danaSaulis winaaRmdeg brZolis mizniT, centris

bazaze danergili Zebnili sanomre niSnis amocnobis anali-

tikuri programuli uzrunvelyofis meSveobiT amocnobil

da dakavebul iqna 862 Zebnili satransporto saSualeba;

danaSaulis prevenciis mizniT gamovlenil iqna 278

SeniRbuli an sxvagvarad gadakeTebuli sanomre niSani;

2019 wels,  Semowmebul iqna  2193 licenzirebadi

obieqtis (valutis gadamcvleli jixurebi, avtogasamar-

Ti sadgurebi, afTiaqebi da azartuli TamaSebis adgi-

lebi)  gare  videosameTvalyureo sistema.

From January 1st to November 30th, 2019, on administra-
tive offenses identified via the video-surveillance system, 1.555.540
fines were issued;

statistika | statistika | statistika | statistika | statistika | STATISTICS

In comparison to 2018, the number of fines issued in 2019
(1,555,540) exceeds the number of fines issued in 2018 (1.193.367) by
30%;

For the purpose of measuring the efficiency of the video-
surveillance system, the number of fines issued in 2019 exceeds
the total number of fines issued in 2014-2017 (1,291,543) by 17%;

Since January 2019, Joint Operations Center has launched
a software, which enables the video-surveillance system to identify
and issue fines for the vehicle that has failed to undergo periodic
technical inspection. A total of 202.971 fines have been issued;

352 wanted individuals have been identified via face rec-
ognition analytical software installed at the international airports
of Georgia and Sarpi Border Checkpoint;

862 wanted vehicles have been identified and detained
via plate number recognition analytical software available at Joint
Operations Center;

278 disguised or otherwise modified plate numbers have
been identified;

External video-surveillance systems of 2193 licensable es-
tablishments (currency exchange points, gas stations, pharmacies
and gambling institutions) have been audited in 2019.

daviT Tabagaris foto | Photo by DaviT Tabagari
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15 samomavlosamomavlosamomavlosamomavlosamomavlo     gegmebigegmebigegmebigegmebigegmebi

FUTURE PLANS

servisebis gaumjobesebaservisebis gaumjobesebaservisebis gaumjobesebaservisebis gaumjobesebaservisebis gaumjobeseba

kvalifikaciis amaRlebakvalifikaciis amaRlebakvalifikaciis amaRlebakvalifikaciis amaRlebakvalifikaciis amaRleba

danaSaulis winaaRmdeg brZola videodanaSaulis winaaRmdeg brZola videodanaSaulis winaaRmdeg brZola videodanaSaulis winaaRmdeg brZola videodanaSaulis winaaRmdeg brZola videosasasasasa-----

mememememeTvalTvalTvalTvalTvalyureo sistemis gamoyenebiTyureo sistemis gamoyenebiTyureo sistemis gamoyenebiTyureo sistemis gamoyenebiTyureo sistemis gamoyenebiT

sagzao usafrTxoebis ganmtkicebasagzao usafrTxoebis ganmtkicebasagzao usafrTxoebis ganmtkicebasagzao usafrTxoebis ganmtkicebasagzao usafrTxoebis ganmtkiceba

sazogadoebrivi usafrTxoebis ganmtkisazogadoebrivi usafrTxoebis ganmtkisazogadoebrivi usafrTxoebis ganmtkisazogadoebrivi usafrTxoebis ganmtkisazogadoebrivi usafrTxoebis ganmtkicebacebacebacebaceba

Improving services

Capacity building

Fight against crime by using video
surveillance system

Strengthening road safety

Strengthening public safety
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