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EXECUTIVE SUMMARY

This case is about the re-organization of the Dutch emergency response sector. It involves the diffusion
and implementation of new communication and information technologies (IC15), the introduction of
safety regions and the establishment of co-located emergency response rooms (ERRs). The challenge
for those organizations is to introduce the new technologies in such a way that they meet the demands
of the people who have to work with them. The impact of the reorganization is illustrated by two embed-
ded case studies: new ICTs in the safety-regions Hollands-Midden and Amsterdam-Amstelland. What
the case shows is that the implementation of new ICTs in the Dutch safety-sector is not just a matter of
technological skills, but of a mutual shaping of the ICTs and the organizations to enhance platform of
e-governance, in this aspect the emergency response system serves as an important element. That is an
important lesson for those responsible for the Dutch safety-regions, which are confronted with a new
organizational and technological challenge: Netcentric Work.
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ORGANIZATION BACKGROUND

This case is about emergency response organiza-
tions in the civil safety-sector in the Netherlands.
The organization and information management of
emergency response systems is an emerging area
ofinterestto academics, students and practitioners
(Perry, 1995; 2003). The emergency response
rooms (ERRs) are interesting public sector orga-
nizational arrangements. They conduct the intake
of911-calls (in North America) or 112 (in Europe)
for help and relay them to the appropriate services
and disciplines; the fire brigades, the ambulance
services and the police. ERRs are organizations,
which highly depend on advanced information
and communication technology (ICT) systems.
They may comprise of time-critical decision
support systems to provide real time support to
the people or communities at need, and recent
trend of research in this aspect leads to incorpo-
rate intricate ICT methodologies in designing,
operationalizing and maintaining these systems.
They not only save peoples life, or support them
in various formats, but also provide a continu-
ous source of information and knowledge during
normal period of their livelihood. In essence, this
form of real-time decision support system forms
a core component of e-government and elevates
e-governance at the grass roots (Nelson, 2004).
However, this chapter is illustrating two cases on
emergency response room that are being used for
emergency purposes.

The case presented in this chapter is not about
e-governance in the way that it presents changing
communication patterns between the government
and the citizens, but rather about the way ICTs are
implemented and used in governmental organi-
zations — in our case emergency response rooms
— and on how they influence the way people in
these organizations work and share information
with each other.

Since 9/11 and hurricane Katrina academic
studies on safety and security have increased
dramatically. Many different aspects of these
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have received attention. In some studies the gap
between policy makers and operators is discussed
(McConnell & Drennan, 2006); others deal with
the new safety environment (Walter, 2003), or
the use of training in the preparation for disasters
(Perry, 2004). Yet, the organizational dimension
hasreceived farless attention. Usually, preparation
for disasters is done in military fashion. Hierar-
chy predominates in predetermined responses
to crises to be. Only, increasingly, awareness is
rising of the use of emergent, networked forms
of organization. These should supplement but
not replace the existing hierarchies (Moynihan,
2008; Newburn,2001). Central to these networked
forms of emergency response according to some
are ERRs (Perry, 1995; 2003). Unfortunately,
there is a relative scarcity of literature on ERRs,
let alone on ERR ITs (an exception is Schooley
& Horan, 2007).

Emergency response rooms are not only re-
sponsible for the first reaction at the time of an
incidentor crisis butalso for the quality of informa-
tion and communication of the relief workers and
professional services. ERRs are not stand-alone
entities. They are — or are supposed to be — inte-
grated organizations that work together at times
of crisis whether they are man-made (e.g. terrorist
attacks), natural (e.g. flooding or hurricanes) or
incidents (e.g. a plane crash).

An interesting aspect of emergency response
organizations is that they are hybrid organiza-
tions. They are not hybrid in the sense that they
consist of various disciplines per se (they do), but
hybrid because they partly exist on a continuous
basis and partly on a temporal basis. They are
‘emergent’ organizations, since an important
part of the emergency organization only comes
into being and action during a crisis. To give an
example, emergency response organizations are
operational on a daily basis, but when a plane
crashes emergency response organizations are
‘scaled-up’, that is, extra organizational layers
including administrative bodies are added to the
basis-organization. Up-scaling also means the
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