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Abstract

The operators at SOS Alarm receives thousands of calls each day at the di [erent emergency medical
communication centres, owned by SOS Alarm, all over Sweden. A subset of these calls contain
room for improvement and the operators could learn to improve from these calls. The work of
finding — and analysing — these calls is however too tedious to be done by a human. This thesis
presents four automatised solutions to this issue. The human factor is removed and the job of
finding and analysing the calls is done by a computer.

It is shown that it is possible to partly automatise the analysis, but the methods used have
di Cerknt strengths and weaknesses. Word frequency analysis is proven adequate at key word look-
up. Similarity comparisons of various aspects of the calls are proven good at classifying calls,
but less good at answering specific questions. Comparing parse trees seems promising, but the
technology needs more work before it is ready to be used.

The solutions presented show that it could be possible to automatise the analysis of the calls given
that the right questions are asked and the results from these are used appropriately.

Keywords: emergency medical dispatcher, EMD, emergency medical communication centre,
EMCC, SOS Alarm, natural language processing, iKnow, gensim, CoreNLP, Grammatical Frame-
work






Sammanfattning

Det inkommer tusentals samtal varje dag till operatérerna pd SOS Alarms nodcentraler. | en
delméangd av dessa samtal nns det rum for forbattringar och operatérerna kan lara av dessa
samtal. Att hitta och analysera dessa samtal &r dock allt for tidskrdvande for att géras manuellt.
Det har arbetet presenterar fyra tekniker for att automatisera processen med utgallring av samtal.
Den méanskliga faktorn tas bort och arbetet gors istéllet av en dator.

Det ar mojligt att till viss del automatisera analysprocessen, med hjalp av natural language
processing (processande av naturliga sprék). De olika metoderna som anvands har olika for- och
nackdelar. Att rakna frekvensen av vissa ord visar sig lyckat for att besvara fragor med relevanta
nyckelord. Att jAmfora hela samtal mer matematiskt visar sig bra fér att kategorisera hela samtal,
men inte lika bra for att svara pa speci ka frdgor om ett samtal. Sist anvands grammatiska trad
for att jamfora samtal och dven om tekniken verkar lovande behdvs det mycket arbete innan den
gar att anvanda.

Lésningen som presenteras visar att det kan vara mgjligt att automatisera analysen av samtalen,
givet att ratt fragor stalls och att resultaten fran dessa anvands pa rétt sétt.

Nyckelord: SOS-operatér, larmcentral, processande av naturliga sprak
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Glossary

AMI

cC
Concept
CRC

EMCC
EMD

Fillers

iKnow
NLP

Regex

RN

SOS Alarm

Acute Medical Index (Guide to what questions the EMD are to
ask the caller.)

Concept-Concept is an iKnow data structure that consists of two
related concepts.

A concept is an iKnow data structure that represents a word with
meaning, i.e. not llers.

Concept-Relation-Concept is an iKnow data structure that consists of
two concepts and a relation between them.

Emergency Medical Communication Centre
Emergency Medical Dispatcher, also called SOS operator.

A word that does not add information to a sentence. Examples
are: Oh, Ehrm and Eh.

A tool for Natural Language Processing
Natural Language Processing

Regular expression, a way to describe sequences of characters
often used to nd sequences of certain interest.

Registered Nurse

The company responsible for Sweden's emergency medical
communication centres.
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