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Psychology of emergency communication:
How do citizens and dispatchers communicate with
each other when making emergency phone calls?

Masanori Kimura

(School of Human Sciences, Kobe College)

Takamasa Shiotani

(Faculty of Health Sciences, Kyoto Tachibana University)

Abstract

We focused on the psychology of communication when making emergency phone calls. First,

we have described the current situation related to 119 calls, or emergency calls, in Japan. Next,

the structure and function of emergency communication are discussed from the perspective of

psychology. Finally, we have strongly emphasized the critical need for empirical research on 119

calls.
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