odoemobol 03069 Yv30b0dgocmab Lobgemmeols

LobgemdBoagen nboggelLoggho

356009 b0 3memodgoemo

112-0bs mosoaaécoa@abob Tl 30’:@030300[} 30838350 > 3v00
oQamosbgﬁmb 3832)0 30’:3[}05‘36850[) 333@30’:30 30’3330’:53[}350[} 308600

bob{]@asoogm 3060’)30 ©d bosoém 300@000 3°

boaoaobgém 6o36m80 33[563@353@00 bobaqﬂﬁbosm 306)0’)30[}0 > bo&oém
3memocho 3ol 8oz30LhGol 53500930760 botalbol dmbodmggdemoce

603630l ba@adq)sQS{]@o: bobo 3o$060330@o,

omeoéaan)o 36)00033[}006)0, bob{]@aso%m 306)0’)30[}0 o

bo3oo.4>oo 300@000 30[} boaoaob(l)ém 36)(\066)030[5 ba@36@3053@0

ondomolo, 2019




Thilisi Ivane Javakhishvili State University

Mariam Nikolashvili

The reasons for low motivation of 112 employees and ways of

eliminating the need for further improvement of the service

State Management and Public Policy

Master's thesis is done to obtain Master's degree in Public Administration and

Public Policy

The head of the thesis: Nana Macharashvili,

Associate Professor, State Management and

Head of Public Policy Master Program

Thilisi, 2019



°6‘°0°B°°

LoBogolhtom  6odéomBo  dboboglh  Logobggdm  Logmopogdobs o goonegdgemo
©ob3o6rgdal  Botangol  LodLobyEgdol  360dgbgemmdol  LoBmgomgdolongol.  8m3ydogg
396Lmboemol go66ymdal 8603369emmdol domo gaggdhoobo o godotmymo dydomdaborgal.
396bmbomol 3obBymdodg dmddgn agogdhmegdol cosbolbosmgdsl, s@Bgeol, wogdomo oo
o6ym@omo  3ogdhmegdel  ec3gégbzosasl. yotymogomo qoghmErgdol  ©m8mazbgéol
38900l dogdobo o ogdemo godhmegdel godmmogegdal dodotrmmmgdgdl. 6536mdo
00130c0LB0bgaL 396Lmbocmol 8mdongoeol 93smemgdal gB8gdal obobgols o 36ogdn 3030
696330l 03000 39ELmbocmal 8bosb go8mogdymmo Bmbodegdgdal  Loazydggemdy.
LoBogobhtrm  6o3m3do  3o8mygbgdymmos  ysbmnGo o Jobommoe  mothgbotne,
3qLBogemomos 7beneo o Logotmggemml gooymgdgmo ob3atgdol Lodlobyegdal
LG dBhgee, 8x8omdol 3Emb(303980 > ©965836rmgemad gobBymdol dgazoligds Lbgocolibgs
33emg30bo oo 3ydemogoeol  LoogndggemBy. 6036330 IgLBogemoemes 911 - 989650 30L
3oEoEgdgmo  obdotrgdols o Logobggdm  Lodmoogdol  8o6argol  8mdLobyergdol
3606(303900. Bo63meoggbomos Jmem-1396dEal booggbhml vdabolitéogonmo Lhéydhyée.
30960mm0Bgonmos 309Hmb ©060336mBemgddo Bohotgdnmo 33emgge. ©wbodbyemos, 6m3
396Lmboemol  3gbgronemgde  3g¢)-bozemgdo  goblbgoggdymoes  Lbgoolbgs Lo zomborob
308060790530, 0330 IGO0, GmIgembsy §8bol LomErgobodozom g30693m, 56l cosdomo.
gL 30 603603L, M3 3gelmbocmo dmombmgl Bomomo 0300393693000 M JocogdYEgdSL
bgem3dmgobgemmdanligob. 33cmg3080 0Lggg boRggbgdos Looggbhmdo Bomgdnmo Boal (Hhodgdo
o> 3g6bmbocmol  8btroob Bomgdycmo Lheaglol mbol 8oLBg oM 3ocogdymgdal
393mBbothzgemo  00ge0dd.  Lodogolhtrm  6o3dmBol  IgmErg  cogdo  dgLbogemocmod
93630 112-030b 0o8obolinsmgdgemo L3g30a3030 O 3EMdemgdgde. sbocmmgonto o3
6oBoemdoy  Loydotos  306083mBgemms  Lhdglyem  306mdgddo  3nBomdody o  omo
dmhogopool o8omemgdol 38g38g. 8Esgoem 93m(30bodg glmdmymoE ddomds, Jmem-
39660l m3geohmEol  Lodndoml 860336gemmgobo Bobolinomgdgmmos. 96096 gogdhmE
> Bo6oghlb  dgydemos  Bgaogemgbs  dmoboobml  olbges  93m306gddg,  Bmgmozed

3



39056y39hoemgdol Bomgde gy ©H®B0, bgmmBolobzromBn Bbotodgéol botalbo
6Gglyelgdol  FoBemogdols o goobygghommgdol  Bomgdol  Botrogobol,  ga39dhneo
3036035300, 30MEE0bOE0S, 3MM3GEO30d O METbGH0ge abggmBBatgds L3gzoommalitgdl
Imeal.  Lodmemmme,  obgmo  glogmemmgoyte  ggodhmagde,  Gmgmbopes
0bhge3gelmbocmn®o  1botgda,  dodhne  g3930 @O  3m3abzol  LhGoggzoegdo,
3603369cmmgob Gmml LEnmgdl obrogoyemmn® Logggbnydg. onde ymggmmoagg gL
dmombmgl m3gGohmenl oo dmiogoesl, 39806mgdsl o domomm3Gmeyghorgemmdsl
Fbomdol  6gd0doges  8mbozggendo,  Eoborgobog ol Logatdmgdl  ggbogm-bemzoscmné
Fbotroodgéol. goonwgdgmo obBotgdal LoBlsbygdo, Bmgme3 9396030l Iggemgdnem
3hohgdda, sLggg 936330l E39300630 BoEFMOEggbL Logotrm LodoEommal oytooyen 306U.
Looggbhemb 0965336 mBmgda, 306l JeEgdom 30 - g.6. 6065 boB3g 8m3ndogg 3geLmbomo®
(Front-line personnel) obémemgdgb 33603gb6gemmgobgl  Gmml  odotomgdymo o6
39633990 Loogeabol 393;339cm g00ro6rgdadn dymazo ©d3056g30lorgal, s8ohmd dghoco
36033690m™35600 53 553006930l ggbogm-bmznscmn®o BmbolBmemds o Ledomnytmds.
LoBogobhtrm  6536rmBal  gotrgemgdlio  3gz0lBogemg  Logotrmggememl  112-0b  a3nbd(z0gdo,
0060336 3mgdol  gobBymds o Ggoemyte 3Bmdmgdgdo, Moz 96LgdMAL  Lobhgdsdo.
393900609 ™39E0hmEgdal 96mbodyto 3o8m ombgs, Loy goBmonzggms, Gmd Go 0ngdds
16000, LogotorggemmBoy oo Lheglol dgqgd 3Bggen 8y8omds, Bmibegopos 3o goeemgdoo
9o 996gdm@om, oy 96 a30bsbly®n  boBoyégds  gdbgdmeom  08gbe,  G3
396Lo oegdyemo  oligghgdal 8mBymds 3ggdemma, o6 oybrosy bgem8dmgabgemmdaligob
000980696 v0otgdsls o 3gazoligdoll Gmgmey $ayene 3g36gdal, sLggg 3060l3e6
dgbggtnl Mmb. bogemoe 0dobo, M8 ymggemon®oe ©®el dmmml  8bmmme
39603369889 30980bgoemgdebooy  gntrocomgds, obgrdy ©mol  Lheglolgeb s  myobl
dBy39tholgob domgdnmo Lherglol 8dmby ©065836mBamgdoliongol, 6oy mel 3s6docmdy
1996030 398mbnemo 30600k gt 3o0bjy 96 0dLobyEgdl 693080960 gamEdocm 3mBoconto
893930960l mbrogbol 3g6rlmbocmBy, ®m3 0go 393cgg Lodydom comglb gt dmigoien
Igyoggl  Logdoobmdal?! gl o Ubgs 36mdemgdgdn, bo8rgommo  yytowbomgdos oo



aoambobf)'mégbg@o bob(i)gaoao, 30600@06 112-0b mosoaaémaq)gbob o3’3d6300 bomeBb@mQ
3603368@«)30600.



Annotation

Master's work reflects the importance of emergency situations and urgent care management
services to the public. The importance of the mood of the staff working for their effective and
efficient work. Characteristics of the personnel attitude, description, differentiation of positive and
negative factors. Searching for ways to eliminate negative factors and strengthening positive
factors. The work presents the ways of raising the motivation of personnel and introduction in
practice based on the views expressed by the staff themselves. Master's work has been used in
foreign and Georgian literature, the study of the structures of foreign and Georgian emergency
services, the working principles and assessment of employees' attitude based on different
research and publications. The work studied 911 - Principles of Emergency Assistance and
Emergency Management Services of America. The Administrative Structure of the Call Center
Center is presented. The survey conducted by the Bureau staff is analyzed. It is noted that the
personnel's view is more or less different in relation to various issues, though morality, which
creates an organizational environment, is low. This means that staff require high self-
consciousness from leadership. The study also shows the types of calls received from the agency
and the diagram showing dependence on the level of stress received by the staff. The second
chapter of the Master's Study has been studied by the specifications and problems of the
European 112. Similarly, in this part we talk about the work in the stressful conditions and the
ways of their motivation. Working with multiple tasks simultaneously is an important feature of
the call center operator's work. A number of factors and barriers can affect the tasks such as
decision-making in limited time, quality of available support, management and decision-making,
effective communication, coordination, co-operation and bilateral awareness among specialists.
Finally, psychological factors such as interpersonal skills, adaptive behaviors and capping strategies
play an important role in individual stages. However, all this requires a high motivation, flexibility
and high productivity of the operator at any point of time, which requires psycho-social support.
Urgent Assistance Services, both in the United States, as well as in the European region, are legal
entities of public law. Employees of the Agency, especially the so-called "Frontline personnel"
perform a crucial role for people suffering from a certain risk, and therefore psycho-social

equilibrium and stability of these people is very important. Study of the master's thesis examine



the functions of 112, staff mood and real problems that exist in the system. Anonymous inquiry of
operators have been identified, which indicate that in Georgia too, they are under stress and
motivation will have much more or financial compensation to be able to organize a special
vacation or even receive recognition and assessment from the group as a group gathering, Also
face to face It's time. Instead, the daily end of the day only the notes to elaborate on the already-
day stress and family separate from the stress of the staff, is the day a lot of incoming calls from at
least one does not deserve any kind of positive impact on the staff, that it was the work of more
motivation to start doing Find ?! These and other problems are really important and in the

corrective system, since 112 employees are of vital importance.
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ogod(i)mém boéoémgbb oQamogbsé)ob/ 3m68d006360b, 603 806[)006303@363@ 36@0 odGob
boaagG(i)oob bgwadqsosgwgbob 3036.

36maqbogemoe  Lhéglbo, Gob 3g3mddggasboy  goboosh  911-0b  Looggbhml
m3geohmergdo o ob3ghPgergde, 960l 0330000 33cmg30L Logobo. Looggbhmb ,E06o boddg*
dn8y3039 079603360 8mgde (393c0g™83o 3gelmboemo) Botr8moggbgb 3mbhoddol 3ocggem
Ggmml, 6odoy  ognemolbdgds, Gmd  EBoGomgdnme 96 goé33gnemo  LoogEobal
doemmobdo  ymago  dmdoemogggdo  LBmedgre  Bobs  bodBg¢  3m8ydogg  833o398L
139380693006,  Bmgogéon  3gdmbgggedo  3gelmbocmol  8boceob  Ladotms  Lodymoool
GOm0 dboemodo o 8yologbo Egogatrgde. gobs  980ls, 3o Bmgambmggdom
glogmmmmgono dwgéomdal  3gbothybgds obgor 8dedg Logdyoeodn, GmgmEoay 96l
316986030 30hobHEd™a3, bo 33000 o doemoomde.

2015 Bgemb Lob-beoligh 3eemozool  g3o6o396hdo (San-Jose Police Department)
Botyotrod  33emgg30, GmBmol 3otz gdday d9bBogmmocm odbs 3Grmazgboygeme  LihEgLol
8gaogemgbs  911-0b  Looggbhml  m3géohmegobo o  olsbgmmgdymme  3memopzool
39bymazoemgdol  ab3ghBgégddy. bnébgéds  (Turner, 2015) goboboemo  LhergLol
399mg3900900L ogoBommmgano o glogmmmgoyéo Ggdnmiohgde. 33emggzel 36m3gbde
3mboBoemgmds Boom Lob-bmbgl 3mmoz0ol g3560hdgbhol mmb3mzebs aldghBg&ds
©° Jmem-m3geohmeds. L3gizooemyéo Lzsmmal godmygbgdeo dgazobiod 6gL3mbogbhgdel
Ly gLolb Embg. 33emgg0L BmboBoemgqads 3obybo gobizgh 8o Lodndombiorsb o oo
(3bmgegdolionsh  o303306gdymm  3oombggddg.  ogbotdoyeme  Egaglnmmo  9boemodols
393mygbgdom  333emg306983>  ooZebgl, M3 ol 963G MAmmgdo,  B™Bemgdal;
535mobligdebgh, 90796b3gdbgb Lo8yBombs o 30toc 3bmgegdol, bhtglel ya3tm bo3emgd
899mgdgcogdol gobo(300bgb. 6o 5060dbmb, BmB, Gy Yem demogéo oym Lhedglol
89393cmgbs 396LmbocmBy, Boo Y3t gem0bregdmed a3oBommmganto o lodmmmmgonto
ho3ol  3Gmdemgdgda. oo ©8abo, 33cmgg0L Bobgrogem OgEbrs, ™8 Lsoggblmb
396bmbomdg Lhtrglol Bg8mgdgrogdel 3gcogagdel nogedem L3gioagezyte Igazoligdaliorgals
Lodotmo coodoggdomo 33emggs (Turner, 2015).
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806)82)0[) 0030[) QO@&SGO, 3880’)[)38300)0 386)8830[) 36)068030[) QOB300) 80’)6060@80’)60 800@0’)

171-85> oolb3ghPgedo ©33-L 24 Lbgocoolbgo pothosb. mommgymmo ¢Hodol Botaborgel
3960Lodm360 3063390 Ro3mbomgommo, 6odq(3 3mboBocmggdl Ledyoemgds 3gmbrosm, B3
©090304Lo6gd06om ,,00b" 06 060" 5®8mBbY, Gm3 HgL3mbrogbhgdo 0dymazgdmeobyb
3030l 0bhgbloyte B3gdmddgrgdel d3qd, 3obo3nbgb 73Bgmdal dgaérdbgdsl, GmegLss
d9dmlymo Bo600 00gdbgb 0bggmEdoosl  Lyozocol, doemomdals o ogohoemyéo
o3(hmbogBdom  Jgdmbggaqgdel  Iglobgd.  3geLmboemoliongol  goblogymégdors 363039 oo
Ly glyemo ©8mBBS gomotgds, BmEgLyy J300gbemmgobo 39333980 0mn3gdmebgb o6
000980696 963G 0gmmmdolongol  Lo30d  ©BEBGSL. 07960836 mBemgdaliongal  Gayemo
08mBbs Lyogon®o Lobol 96 3mBHommms 19306 Lo3goemmsh o 3933069dymmo
gomo6agdo, olggg Lodyopes, Lowoyg 3memmozool 02060836m8emgdl nBggve  Lobtmemo
0060000l 308coggbgds (Pierce & Lilly, 2012).

3bool (Bond) Bobgogoos, b3ocos 3gBmbggaqde, Gexgbisyy Begoemodggdo 08yemaggdosh
356036 Br0gmBtged330 @5 3c00bergeh obotrgdol onymBgdmog cBRgbol gooem-
o396 otheorgdobs 3 ob3ghRER0l Boge. 9-1-1-0b Looggbhmb 52965836mBgeml gogemmacmo
5930 L3gosemo hbgoboba- 33elgdo, Gedamgdor Bob sbBogmosk, Ged yeggem sbigo Body
3obybol go3gB0bol 850 W6 BgobotRybrb Lo8dgomg, Bgdammb EBoGOEEGImOL 6
boggtorbol 3933390 B98rdBggdol 398 Bymago 9B0sbgdol o300l EoagES,
boggeosbols o6 Logygoigaol (030l goBLsBErgs. 930l 3gBogmd, Boo> Bergboreaggdoos, Ermd
©039b90tgdgmo  obogmBogos  gmgdhmBbaae  gsboooglesb  CADobihgBsdo.
Boybgroogoce Lsozgbhedo godegdnmo Bemgdol Gemgbmdols > 36moggboebacmoddol
0oL, Looggbhmb 3gGlmbaenl 1Bggl LhtGgbol 8dody ogmBBgdesh go83msggde (Bond,
2015).

®cAD - Computer-aided dispatch system - UBSBOOQUé«) 3(’03303@363@0 36)(’086)030, 6)(\033@303 38bod@868@00
doo@—mBUFm(bméabobo ©o @ongOBaégBob 3036 80@363@0 060300680300[) aosma3babo o 80@03&)350
LobobdErm-Lo85339emm, 3memo(zools 0oy LolBGgm-Lo8ga3bm obdségal Lodbobyegdaborgal.
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53@3(4@3063@[), 3330@00 83@0353@33@[}, bb3o Qob3g©506b ©o 5.3 (Rigden, 2009).

Flanagan-8> Ls8mgocomgdtogo 3m8g60zop00b 8gbgsgtoms sbepgosbonsh (APCO -
Association of Public Communications Officials)gtmoce 396sbeatgogems 35939, Gerdemoal
o393}y 3980 3009bs> Bbremence 10 c3gtoeo. sebsbodBagas, Ged gobbee(zogammees
53039 8mboBocmols Loc®Bobggemo 393 30ombgo. b 33emgg0 b 30090l 3030980l Bobgrogoos
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©299%0. 8e365B0cmgadl 3obgbo 76os eogozegotogdoboos 3g8oga 3oorbggBy:
o Leytgbol GoBcogbo LoB3hmBol acogbhomootgds gdme wobdghRyH3s
96 Joom-m3gGohm3s 14 boBydses ol 396853ememdsdo
o 360l oy o6 Lbgomds LeBydocs oo 6obsBydom owggdde Bomgdyemo
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