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Giving people with disabilities the possibility to: 
- call rescue services 
- being alerted in case of emergency

Accessibility is defined as meaning that people with disabilities having 
access, on an equal basis with others, to the physical environment, 
transportation, information and communications technologies and 
systems (ICT), and other facilities and services. 

The challenge 
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DIRECTIVES 

   

DIRECTIVE 2009/136/EC OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL

of 25 November 2009

amending Directive 2002/22/EC on universal service and users’ rights relating to electronic 
communications networks and services, Directive 2002/58/EC concerning the processing of personal 
data and the protection of privacy in the electronic communications sector and Regulation (EC) 
No  2006/2004 on cooperation between national authorities responsible for the enforcement of 

consumer protection laws

(Text with EEA relevance)

THE EUROPEAN PARLIAMENT AND THE COUNCIL OF THE EURO
PEAN UNION,

Having regard to the Treaty establishing the European Commu
nity, and in particular Article 95 thereof,

Having regard to the proposal from the Commission,

Having regard to the opinion of the European Economic and 
Social Committee

(1)  OJ C 224, 30.8.2008, p. 50.

 (1),

Having regard to the opinion of the Committee of the Regions

(2)  OJ C 257, 9.10.2008, p. 51.

 (2),

Having regard to the opinion of the European Data Protection 
Supervisor

(3)  OJ C 181, 18.7.2008, p. 1.

 (3),

Acting in accordance with the procedure laid down in Article 251 
of the Treaty

(4)  Opinion of the European Parliament of 24 September 2008 (not yet
published in the Official Journal), Council Common Position of 16 Feb
ruary 2009 (OJ  C  103  E, 5.5.2009, p.  40), Position of the European
Parliament of 6 May 2009 and Council Decision of 26 October 2009.

 (4),

Whereas:

(1) The functioning of the five directives comprising the exist
ing regulatory framework for electronic communications 
networks and services (Directive 2002/19/EC of the Euro
pean Parliament and of the Council of 7  March 2002 on 
access to, and interconnection of, electronic communica
tions networks and associated facilities (Access Direc
tive)

(5)  OJ L 108, 24.4.2002, p. 7.

 (5), Directive 2002/20/EC of the European Parliament 
and of the Council of 7 March 2002 on the authorisation 
of electronic communications networks and services 
(Authorisation Directive)

(6)  OJ L 108, 24.4.2002, p. 21.

 (6), Directive 2002/21/EC of the 
European Parliament and the Council of 7 March 2002 on 

a common regulatory framework for electronic communi
cations networks and services (Framework Directive)

(7)  OJ L 108, 24.4.2002, p. 33.

 (7), 
Directive 2002/22/EC (Universal Service Directive)

(8)  OJ L 108, 24.4.2002, p. 51.

 (8) and 
Directive 2002/58/EC (Directive on privacy and electronic 
communications)

(9)  OJ L 201, 31.7.2002, p. 37.

 (9) (together referred to as ‘the Frame
work Directive and the Specific Directives’)) is subject to 
periodic review by the Commission, with a view, in par
ticular, to determining the need for modification in the 
light of technological and market developments.

(2) In that regard, the Commission presented its findings in its 
Communication to the Council, the European Parliament, 
the European Economic and Social Committee and the 
Committee of the Regions of 29 June 2006 on the review 
of the EU regulatory framework for electronic communi
cations networks and services.

(3) The reform of the EU regulatory framework for electronic 
communications networks and services, including the rein
forcement of provisions for end-users with disabilities, rep
resents a key step towards simultaneously achieving a 
Single European Information Space and an inclusive infor
mation society. These objectives are included in the strate
gic framework for the development of the information 
society as described in the Commission Communication to 
the Council, the European Parliament, the European Eco
nomic and Social Committee and the Committee of the 
Regions of 1  June 2005 entitled ‘i2010 – A European 
Information Society for growth and employment’.

(4) A fundamental requirement of universal service is to pro
vide users on request with a connection to the public com
munications network at a fixed location and at an 
affordable price. The requirement is for the provision of 
local, national and international telephone calls, facsimile 
communications and data services, the provision of which 
may be restricted by Member States to the end-user’s

NE9002.21.81

The (UE) regulation 
Article 26 

Emergency services and the single 
European emergency call number

1. 
Member States shall ensure that all end-users 
of the service referred to in paragraph 2, 
including users of public pay telephones, are 
able to call the emergency services free of 
charge and without having to use any means 
of payment, by using the single European 
emergency call number “112” and any 
national emergency call number specified 
by Member States.

• localisation of the caller 

• identification of the caller 

• max one transfer to talk with the rescuers 

• multilingual 

• and…
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NE9002.21.81

The (UE) regulation Article 26 - Emergency services and the 
single European emergency number 

4. 
 Member States shall ensure that access for 
disabled end- users to emergency services 
is equivalent to that enjoyed by other end-
users. Measures taken to ensure that disabled 
end- users are able to access emergency 
services whilst travelling in other Member 
States shall be based to the greatest extent 
possible on European standards or 
specifications published in accordance with 
the provisions of Article 17 of Directive 
2002/21/EC (Framework Directive), and they 
shall not prevent Member States from 
adopting additional requirements in order to 
pursue the objectives set out in this Article.



2017 CAP Implementation Workshop - Rome 21-22 September  Stefano Marsella, CNVVF (Italy) - Can CAP help persons with disabilities calling for rescue or receiving public alerts?

 

Commission européenne,  B-1049 Bruxelles/ Europese Commissie,  B-1049 Brussel –Belgium. Telephone: (32-2) 299 11 11.  
Office: BU33 4/43.  Telephone: direct line (32-2)296 85 00. Fax: (32-2) 296 88 75.  
 
E-mail: cnect-cocom@ec.europa.eu 

 

 

EUROPEAN COMMISSION 
Directorate-General for Communications Networks, Content and Technology 
 
Electronic Communications Networks and Services 
Regulatory Coordination and Users 
 

Brussels, 11 February 2016 
DG CONNECT/B2 

COCOM 16-01 

 

 
 
 

COMMUNICATIONS COMMITTEE 
 

Working Document 
 
Subject:  Implementation of the European emergency number 112 –  

Results of the ninth data-gathering round 
 

  
 
 
 
 

This is a Committee working document which does not necessarily reflect the official 
position of the Commission. No inferences should be drawn from this document as to the 

precise form or content of future measures to be submitted by the Commission. The 
Commission accepts no responsibility or liability whatsoever with regard to any 

information or data referred to in this document. 
 

 

 

 

 

The real situation according the EC 

6 

SEVENTH REPORT ON THE IMPLEMENTATION OF 112 
 
 

1. Calls to 112 

In total 134 922 340 calls were made to 112 (excluding calls made in Germany and 
Cyprus which were not reported and taking 2014 data from Belgium, Denmark and 
Malta). 

112 is the single emergency number in Denmark, Estonia, Finland, Malta, the 
Netherlands, Portugal, Romania, Sweden and Iceland. It has to be noted that Estonia 
moved to the single European emergency number on 11 February 2015. In Member States 
where 112 is not the single emergency number (such as Bulgaria, Lithuania, Luxembourg, 
Poland and Spain) more than 50% of the calls were directed to 112.  

There were only 21 Member States that provided information on false calls1. The ratio of 
false calls to the total number of calls still appears to vary considerably among the 
Member States: whereas in Cyprus the number of such calls is approximated at 8%, 
Greece reported 98,41%. The following Member States are between these two extremes: 
Belgium (20%), Bulgaria (41,4%), Croatia (48,4%), Cyprus (8%), Denmark (60%), 
Finland (22%), France (18%), Greece (98,41%), Hungary (80,6%), Ireland (51,7%), Italy 
(55%), Lithuania (60-70%), Luxembourg (37,83%), Malta (22.22%), the Netherlands 
(45%), Portugal (59%), Poland (36,8%), Romania (63,63%), Spain (28,31%), Sweden 
(38,3%) and the United Kingdom (41%). 

2. Access to 112 for disabled end-users 

The question on access to 112 by other means than voice communication reflects the 
requirements of the regulatory framework, which provides for the obligations of Member 
States to ensure that disabled end-users enjoy equivalent access to 112. Member States 
were invited to provide information on their measures, which ensure that disabled end-
users enjoy tailored solutions for equal access to 112 taking into account aspects such as 
speed, mobility, reliability, coverage or language handling.  

Out of the 29 replies received, 24 (with Iceland) mentioned the existence of alternative 
means2 to voice as measures to provide access to emergency services: 

SMS as an alternative means of access to emergency services is available in 19 Member 
states and Iceland. The Member States concerned are: Austria, Cyprus, Czech Republic, 
Denmark, Estonia, Finland, France, Greece, Ireland, Italy, Latvia, Lithuania, Luxembourg, 
Portugal, Romania, Slovenia, Spain, Sweden and United Kingdom. Lithuania and 

                                                 
1 False calls are calls which are not followed up with intervention or assistance from the PSAP or the 
emergency services. Calls that report an emergency event which has already triggered intervention or 
assistance from the part of the PSAP, therefore not triggering separate intervention or assistance, will not be 
considered false calls. Abandoned calls, as defined in KPI no. 4 are excluded from the category of false 
calls. 

2 Alternative means of access is a non-voice access, or voice access assisted by other type of non-voice 
service in order to permit the effective conveyance of a request for emergency relief. Examples: real-time 
text, sms, video streaming, relay services. 

• SMS to 112 
• 112 App 
• Fax 
• SMS to numbers other than 112 
• Relay service 
• Assisted calls 
• PSTN text telephone 
• total conversation through 112 SIP address 
• IP textphone access indirectly via text relay service 
• Emergency text telephone number
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The real situation according EENA 

EENA = European Emergency 
Number Association
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emergency service calls must be done in other ways than the most straightforward. Still they 

represent a good practice to look at when striving on to more complete fulfilment of the 

accessibility related articles in the Universal Service Directive. 

 

In addition, EENA offered a non-exhaustive list of sources and practical examples related to 

the facilitation of access to emergency services by disabled end-users. In this context, it was 

highlighted that accessibility could be improved if several communications channels are 

available (e.g. SMS and Total Conversation; SMS and Emergency Apps) (see here2). 

 

Moreover, EENA presented the following recommendations:  

 

a) Access to 112 via SMS should be mandatory: European Authorities should provide 

clear and mandatory regulation on the use of emergency SMS, including accessibility 

of 112 using eSMS. 18 European Countries have implemented emergency SMS, and 

other Member States should do so too. For the specific characteristics of each project, 

further information is provided on page 11 of EENA’s ‘SMS access to 112’ document; 

 

b) Emergency apps should be encouraged and standardised: Apps can provide the 

option of chat and/or video communication with 112, the use of sign language, accurate 

location and text. For best practices about emergency apps providing equal access to 

emergency services for disabled people, further information is provided on EENA’s 

112 Smartphone Apps and 112 Apps Strategy documents;´ 

 

c) Total Conversation should be encouraged: Total Conversation is an extension of the 

voice telephony concept by adding the video and real-time text media. An initiative 

offering best practices is the European project REACH112. Article 26.4 refers to 

standards which should be listed, including the standards on Total Conversation done 

by ETSI; 

 

d) Relay services should be used for emergency communications: An important part of 

accessible telecommunications when two parties don't ‘speak’ the same language, a 

human interpreter can provide a translation service; different communication modes; 

text relay (email, SMS, real time text), video relay (sign-language, lip-reading). 

Initiatives offering insight into this can be found (among others) in: 

                                                
2 http://www.eena.org/publications/outcomes-of-eena-members-workshop-meet-your-mep-events-
report-now-available%20-%20.VjNxFit8t5Q#.VjyrfpWhc6Y 

The real situation 
according BEREC

BEREC = Body of Regulators 
for Electronic Communications 
was established by Regulation 

(EC) No 1211/2009

http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=OJ:L:2009:337:0001:0010:EN:PDF
http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=OJ:L:2009:337:0001:0010:EN:PDF
http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=OJ:L:2009:337:0001:0010:EN:PDF
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x CNR114 France: Total Conversation roll-out planned for the end of 2015, 

beginning of 2016 

x Sweden: For real time texts, the text relay is open for standard sip calls, but with 

no specific address for emergencies. In Sweden the video relay service has 

opened a prioritised access address for emergency times. 

x The Netherlands: Direct accessibility for real time texts is realised; sign-language 

support has been outsourced to a relay service. 

x Norway: The video relay service can connect emergency calls and use text and 

sign language, but it is open only 8 to 20 Monday to Friday. An emergency sign 

language interpreter service is in planning and may be started early 2016, but not 

yet confirmed. 

x Germany: Germany has a well-documented way for 112 and 110 access for sign 

language and text through relay services (Monday to Sunday from 8h to 23h). 

 

 

With regard to relay services, for more detailed information on these services, Omnitor 

suggested as examples of good practices, PTS for the Swedish text relay service and video 

relay service, the Swedish county councils for the accessible total conversation services they 

procure, the Norwegian authority, NAD, for the total conversation relay service and 

communication service and the Dutch Ministry of Innovation for the Total Conversation relay 

service and total conversation communication service.3  

 

4. Possible actions and measures to be considered  

Regarding possible actions and measures to be considered by NRAs, governments and other 

public bodies, the European Commission, as well as consumer and disability associations, 

equipment manufacturers, network operators and electronic communications service 

providers, in order  to improve equivalence of access and choice for disabled end-users, the 

respondents focused mainly on: 

                                                
3 The reference to the Norwegian authority is understood to be NAV, the Norwegian Labour and Welfare 
Administration, rather than NAD. NAV offers a video relay service with sign or text relay of telephone 
calls, or remote sign/text interpretation of direct conversations between a hearing impaired person and 
a non-hearing impaired person. More information on this subject is available here: 
http://eng.nkom.no/consumer/disabled/disabled/electronic-telecommunications-services-for-disabled-
end-users 

  BoR (15) 200  
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a) Standardisation of equipment manufacturing aiming at ensuring interoperability of 

products and technologies; 

b) Implementation of standards for accessible information, namely the first European 

Standard on accessibility requirements of ICT products and services (EN 301549); 

c) Ensuring the accessibility of emergency services; 

d) Ensuring the availability of relay services; 

e) The need to monitor the issues related to equivalent access and choice more closely 

and on a regular basis;  

f) Strengthening cooperation with disabled users’ representative organisations. 

In relation to the standardisation of equipment manufacturing, both DIGITALEUROPE and 

MMF stressed that demand generation should be achieved by standardised public 

procurement and referenced standards for public procurement should be globally recognised 

standards (such as the EN 301 549, as MMF suggested), specify functional requirements, 

cross-platform, technology neutral and proven to support further innovation and competition, 

encouraging accessibility features to be included in mainstream products at affordable prices.  

 

Omnitor too highlighted the fragmentation and lack of interoperability of communication for 

persons with disabilities and the benefits that would arise for users if services were 

interoperable and made according to certain standards. 

 

In DIGITALEUROPE’s view, legislators should refrain from developing a one-size-fits-all 

approach, since requiring that every product addresses all disabilities may be undesirable, 

impractical, and needlessly drive up the cost of every product.  

 

The importance of the GARI initiative was highlighted by MMF, while providing a record of 

existing accessibility solutions and at the same time leaving room for continued technical 

innovation.  

 

Against this background, Omnitor suggested a mechanism for making suitable standards for 

these purposes known, by listing them in the Official Journal according to the principles set 

forth in the Universal Service Directive, in order to make it clear for the involved organisations 

how to achieve good functionality and interoperability in accessible communication, relay 

services and emergency service access. This respondent suggested a list of standards by 

ETSI EMTEL to be considered as a starting point. 

 

The real situation 
according BEREC

BEREC = Body of Regulators 
for Electronic Communications
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Finally, the European 
Parliament
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Next Generation 112 (NG112) hasn’t an official definition. It can be described as: 
 
- Interoperability between emergency services: NG112 enables the several Public Safety 
Answering Points to be part of a common emergency service IP-network, providing them with 
redundancy and interoperability features. This network should support data and communications 
needs for coordinated incident management between PSAPs and provide a reliable and secure 
environment for emergency communications. 

 
- Communication between citizens and emergency services: NG112 is designed to enable 
citizens to reach an authority (e.g., PSAP) by calls using VoIP, text messaging, instant messaging, 
real-time text, pictures and videos. It could also provide emergency services with more data such as 
telematics and health data. NG112 enables the delivery of calls, messages and data to the 
appropriate Public Safety Answering Point (PSAP) and other appropriate emergency entities and 
makes call handling easier.  

A possible path: the new concept of NEXT GENERATION 112  



2017 CAP Implementation Workshop - Rome 21-22 September  Stefano Marsella, CNVVF (Italy) - Can CAP help persons with disabilities calling for rescue or receiving public alerts?

Citizen to 112 
communication

According the EU Directive, the 112 Service 
has many possible architectures. The most 

frequent are: 
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or

or

or or or

112 control room as an additional 
resource  

112 control room as intermediation 
between caller and rescue service  
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112 control 
room = PSAP
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Next generation 112 will be interoperable: a common protocol to be used in data exchange with the 
second level control rooms have to be adopted.  

Sharing data seamlessly, automatically and precisely between control rooms is particularly important with 
people with disabilities rescue calls. 

Distress conditions normally make it difficult to repeat the call and the transfer of all data between PSAP and 
control rooms must be immediate and automatic. So, also in more complex architecture, the deaf caller should 

not need to repeat the information (as normally does people in the centralised architecture). 

Citizen to 112 
communication
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In Italy the CNVVF has adopted the CAP standard to share data 
about rescue operations: 
•between the 100 control rooms, 18 regional coordination centres and 
the National Situation Room of the CNVVF; 

•with other bodies involved in emergency management and civil 
protection.

The CNVVF experience of CAP standard shows that, in the framework 
described, the best way to give an answer to people with disability, is 
adopting the CAP standard also in the systems managing 112 EEN 
control rooms. 
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CAP allows texts to be shared by the PSAP with any first responder 
and/or other body to be involved in rescue operations

In deploying rescue, timeliness and accuracy of data are needed 

Deaf people needs to ask for rescue and communicate with PSAP by 
texts
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A side effect of adopting CAP in next generation 112 is the possibility of alerting people in 
case of emergency. 

 The flow of data in this case would start from a second level control room to the PSAP that 
informs everyone timely and correctly.   
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the issue in one 
slide
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EU legislation obliges 
member states to let a caller 

with a disability the 
possibility to call rescue 
using the 112 European 

Emergency Number on an 
equal basis with any other 

caller   

112 
control 
room

EU legislation cares for equal rights of 
people, not for the efficiency of rescue 

systems (which is a member states 
responsibility)

Next Generation 112 is based on 
interoperability, which means using a 
common protocol for data exchange

⎬
⎫
⎭The 112 control rooms 

(PSAPs) manage text 
messages from existing and 
new media (social networks)

issuing public alert 
messages based on data 

acquired by other civil 
protection/rescue agency

managing incoming 112 calls 
and exchange data with any 

rescue agency
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thank you 
stefano.marsella@vigilfuoco.it 

luca@rotondi.eu

mailto:stefano.marsella@vigilfuoco.it
mailto:luca@rotondi.eu

