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Abstract

The frequency of 119 calls has increased significantly in recent times. The increasing number of inappropriate
119 calls made by citizens has become a burden on emergency service workers and caused delays in dispatching
emergency services. This study explored the psychological factors of citizens calling 119 for increasing the
efficiency of reporting emergencies by citizens. An online survey was conducted with Japanese citizens (N =
1063, approximately 100 men and women in each generation from their 20s to 60s). Citizens’ emotionality
when calling 119 inhibited the communication with the dispatchers significantly. On the other hand, smooth
communication was facilitated by citizens having appropriate knowledge about reporting emergencies.
Furthermore, the effect of knowledge was especially significant in the first report of an emergency. Citizens’
knowledge of making 119 is useful for increasing the efficiency of communicating with dispatchers, even if
callers were emotionally upset. Therefore, it is necessary to make use of different opportunities and methods to

inform citizens about how to make appropriate 119 calls.
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39



y—d v FMREL V) HEr S, AN RE W) HE LTRSS 5720, [HE IR
MIRETHA 9,

R (R AT TE 72 5 72 D1 %%ﬁ?%%<\awf%ﬂ%mA HHEDIETH -
72o BRI LFEEOIZOIZTTIE R, @Y 3 OMAZIT 272018WT 52 03
KD D Bo - il CRFEOBENFH BB OB TUIFEHREIT) 2L 0D 5,
MOTHR D FELERLEEE D > CTUIIFWEMREIT) LELONL, ZO—FT, #ED-0OIC
FRRWHH BT B ) A v R, FEEFY LM TEIAANSET LS LT, 55D
Dho o, HELEZAT) LEDHLY6. TORERENA ALY ¥ & =128 o> THED A
FLAWZH DD S (HE - &@ff - Mk - HAK -9k, 2013)0 BOBHIRRED 2045,
VAZRIAAN, FHEK) TR, AMLABRIZGL RV 2E LNk, LaL, 72
T BB EAE DY RS RMBADDICTEL I EIIZRY S5, L& L MHE D
WBEA D, BRI L E R ERIIDH 2D 00, TE LT E BB R ERIT
B CHFETHZ L) LTI EOMES NS,

BIRE DRIEHIENIE
TROBHREOKEE L Cid, BRFBIIEHE L, LoFoOLw [AE] L5447 Ly
XA [HY ] 4L, PEAOHRFIZL S [BX] & Bk - WAL FEERRAZ
—ZEFALL TV 72012 TRM] ZEETWwtBbhb, 2423 BIEIAZEIEST.
FTENZER Y L CREB ) & 7% 2 ME % b Do ALEREMARK L 72005 22 HRIEBT 2RO T
WREITV, REMAZHB L T2 hb 2 2E), 54 Ll ZORME. MY X5 RLR
B CHREIBI R o720, E2HFVICIADPRINR T R LEHRELD S,

RO IFERICEET DA

TRIZIIFEIICHT 2B L HHBRERT2b00, TNETH5LIEFELAT. FHROAR
JERFR S T2 HIERDA B 22 BN D 5o TW AW EEMEAVRIZE S N7z T3, IR 0 A1
[ZoWT, FEEEEY) 2 @R 2 RN E Y Z LR LT LE ) &l e TL T,
AT oNnsarzhiron g, mABRICIED 5NZETORENKE L R DEHREND 5,
BRI, EBIAEY) 2 I 2 TR A Y 22 LR LT L E ) &L A oERE TS
LAZOBHY | ERSEFAR RIS EDN, BISOBHEPEZ 2 28105, KIZ,
T E DA OWT, BN E R RSP RS L —BOTRSAE L Bo TW A EE
EARENIZe THEMTFER I I 2 =7 — 2 a Y 2T, IEERISELEDBENIIDO%RD> T
L), 2L T, BROMMADME TIIREWR I T 2380 B SN, 20X
LRRIC L > THREREOABIEMHOMBESEL TV EEZBND,

BIHE QMM & BIEWEB RIS NIBFERICRIZIE
MO TOIIEFMATIX, BIFWBFAHERESTH L OMEZR ) L) 2HETH—H T,
WHHERDZ N2 LA L T 7z RFROLIIE @I T\ WHcE O BAFWENE - I 2 il %

40



WiFsZeid, A F)ART Yy — 7 OFBEMOAME L ET S (Alfsen et al., 2015;
Higgins et al., 2001)o $F12. 119F@EMOMFKIZZ L EFid, EIEWEIEARE WIEE, BE
BBt oaia=r—2ard)El vhilhoTwiz, 2EHUEDIIIEHEHKTDH .
BEMICHET 23833y —Ya ViFHESN Tz, BRAE S H13ETI 2=
r—a VOB 2 ER S A SN2 D0, FOMEIIO TOEHRIT EHR TR o
720 2B HLIBEO @R TIL, BIE & MO L HENMERIEA SN b o7z RROIFACBERK. %
ELREDHo T, BENICEELZVWE)IZTAZ L LV, LALAdS, AFWAERICE
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