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Introduction

The single European emergency numb&2 was introduced to enable citizens to call the emergency
services (such as police, ambulance and fire brigade) by using one and the same number from
anywhere in the EU This is especially important as European citizens increasingly travel to other EU
countries for work, study or leisur8ince the end of 2008, all EU Member States have ensured that
anyone can call the emergency services from fixed and mobile telephones by using the 112 number.

National differences in the availability of emergency numbes

Before 112 became the European emergency number, it had already served for several decades as an
emergency number in some EU Member States; for example, for the fire brigade in Germany and for
the police in Italy. Nevertheless, for most Member Stét#8, was a new emergency number and its
introduction led to different situations in the various Member States, as follows:

a) 112 is the sole/main emergency number

In some Member States, 112 has become the main national emergency number, promoted as the
number to contact all emergency services (i.e. police, fire and ambulance). Countries where this is the
case include Denmark, the Netherlands and Romania. However, some other prior*(leagamy3l

numbers may still link callers to the emergency services.

b) 112 operates alongside other emergency numbers

Most Member States, however, have decided to introduce 112 as a number that will work alongside
their national emergency numbers. Both 112 and such national numbers are presented as the numbers
to call in order to contact some or all emergency services. In the UK, for example, citizens can either
call 112 or the national number 999 in the case of an emergency.

Purpose of the Flash Eurobarometer survey on fATh

ThisFlashEBr obar omet €lrh es UEruweoyp ecam fE mer g°288)gequedted mb er 11
the DirectorateGeneral for Information Society and Media is part of a trend survey. The results of
previous waves were published in 2008 and 206%ash Eurobarometer sun&ei®228 and N262.

The current report presents comparative data between the three waves.

The objectives of the survey were unchanged, i.e.:

f to measure EU citizensdé knowledge of t he Europ
9 to study their perceptions about the intpace, promotion and usage of that number,
1 to compare the experience of calling 112 with that of calling other national emergency numbers.

The first chapters of the report deal with the following aspects relating to the European emergency
number 112:

1 opinions about: a) the usefulness of the European emergency number 112 and b) whether access to
112 for people with disabilities is adequate

9 opinions concerning the level of information about the European emergency number 112, and
details about the actualformation received about 112 and other national emergency numbers

! Council Decision of July 29, 1991 (91/396/EEC) and Universal Service Directive of March 7, 2002 (Directive
2002/22/EC)amended by Directive 2009/136/EC, of 25 Novembe®©200

Zltisassumedthathese fAprioro (legacy) emergency numbers are no | on
kept in operation for reasons of public safety
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T knowl edge of 112 as an emergency number avail
travelling to other EU countries.

The last chapter of the report looks at usage of the Europeagesmog number 112 and compares
usersod experiences when calling 112 and other e
emergency calls and aspects of the quality of handling the emergency calls are covered, i.e.:

the type of telephone used to kaahe emergency call

difficulties in establishing or maintaining the emergency call

language barriers when making an emergency call while visiting another EU country
availability of information to accurately locate the emergency

follow-up actions to thereergency call.

= =4 —a —a A

Methodological note on the survey

The surveybds fi el dwor kandwia danuarpa 2000. ©wdr 40,500 randantywe e n
sel ected EU citizens, aged 15 vyears and above,
Interviews were prezminantly carried out via fixetine telephones, with approximately 1,500 in each

of the Member States.

To correct sampling disparities, a pagtatification weighting of the results was implemented, based
on important sockglemographic variables. Moetails on survey methodology are included in the
Annex of this report.

Notethat due to rounding, the percentages shown in the charts andinatflesAnnexdo not always
add upexactly to the totals mentioned in the text.
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Main findings

Usefulness bthe European emergency number 112

1

)l

In all EU countries except for the UK, over 9 out of 10 citizens (99%%6)totally agreed or
tended to agreethat it was very useful to have a European emergency number available
throughout the EUAs in previous yars, British respondents were somewhat less convinced
about the usefulness of such a number (82%ly agreedor tended to agree

Eighty seven percent of EU citizetidally agreedor tended to agre¢hat their country should

do more to make it easiéor individuals with a disability to contact the emergency services
via the 112 number; individual country responses varied from 73% in the Netherlands to 97%
in both Greece and Cyprus.

Comparing the current survey to those of 2008 and 2009, only snfi@tedces were
observed between the opinions about the usefulness of a European emergency number and
about its accessibility for people with disabilities. On both issues, however, respondents were
now more likely totend to agregerather thartotally agree with the statements as described
above.

Information about the European emergency number 112

f
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There is still a majority (6%) of EU citizensvhototally disagreed ortended to disagre¢hat
people in their country were adequately informed about thistemce of the European
emergency number 11Zompared to 2008however,this is a decrease of four percentage
points.

As in 2009, Luxembourg66%) the Czech Republic62%) and Romania(59%) hae
majorities of citizens thinking that the available infotima about 112 was adequate. In 2010,
these countries were joined by Slovakia (54%).

A comparison between 2010 and 2009 showed that, in 1@dtldtries the proportion of
respondents who agreed that people in their country were adequately informed about th
European emergency number has increased by at least five percentageSfmiaisa (+2
percentage points), the Czech Repulfkdl), Poland and Italyboth +10) have seen the
largest increases in the proportion of respondents agreeing that informati@uequate.

As in previous yearghe vast majority of respondents had not received information about the
European emergency number 112 during the past 12 months (@8%)aboutone in five
interviewees (22%) said they had seen or heard informatmmurt 462.

The proportion of respondents who said they had received information about 112 as the
European emergency number in the past 12 months ranged from 9% in the Ulgnttaly
Denmarkto 56% in Slovakia.Slovakia and Slovenia(both +8 percentage points and
Germany (+6) have seen the latgé@xreass, from 2009 to 2010jn the proportion of
respondents who claimed to have received information about the European emergency number
112

As in 2008 and 2009, of those who have seen/heard about the Euespeagency number
112, 80% named media outlets (television, radio, newspapers, the Internet) as their source of
information. Romaniang96%), Slovaksand Bulgarians(both 94%)were the most likely to
select these media outlets as their sources of informalmout 112 Nine percent of
respondents said they had received information from their telecommunications provider.
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Knowledge of the European emergency number 112

1 The current survey results showed tE&i citizens remained relatively unfamilianth the
European emergency number 1dde outof four respondents could spontaneously identify
112 as the number to call for emergency services from anywhere in thawEdenessof
112 asan EUwide emergency numbetas slowly increased over the past two gefrom
22% in 2008 to 25% in 2010.

1 Knowledge of 112, as the number to call in an emergency situation from anywhere in the EU,
differed significantly across EU countries As in 2008 and 200, Czech (%),
Luxembourgish(59%) and Plish (56%) respondents we the most likely to know that they
could use 112 to reach emergency services from anywhere in the EU; the European
emergency number, however, was practically unknown to respondents in Italy (4%), Greece
(7%) and the UK (8%).

1 Slovakia and Belgium have sethe largest increasegfrom 2009 to 2010, in the proportion of
respondents who spontaneously identified 112 as the number to call the emergency services
from anywhere in the E(both +9 percentage points).

1 Respondents who knetlvat 112was a nationakmergencynumber to call fourgent situations
in their own countrydid not necessarilgnow thatthis number was the European emergency
numberto call from anywhere in the EUlust 4 in 10 respondents who answered that they
would call 112 in the event of amergency in their own country also knew that this number
could be used in all other EU countries.

I There was a strongorrelationat a country levebetween the proportion of respondents who
knew that 11Zould be used taeach theemergency servicesdm anywhere in the EU and
the proportion of respondents who had received information about theideJemergency
number.

Experiences of calling emergency numbérsnaking the call

T As revealed in previous waves, about a quarter of EU citizens (27%) eallemergency
number in the past five yeaslthough EU citizens who had onballed nationakmergency
numbers still outhumberethosewho hadonly called the European emergency numitbe
gap between the two appears to be redudiogn sevenpercentge points in 208 to four
percentage points in 2010.

1 The currehsurvey showed an increase in the proportion of EU citizens who called the EU
wide emergency number 112 during the most recent emergency sit¢e8iopercentage
points compared to 2008). R010,the last time respondents needed assistance in their own
country, 45% of them called 1Bhd53% called a national emergency number.

1 More than 9 in 10 respondents in Sweden (95%), Romania and the Netherlands (both 94%),
and Finland (93%) had callatle EUwide emergency number 112 during the most recent
emergency situation in their own counthy.the UK, Greece, Austria, France and Irelaonl,
the other handess than 10% of respondents had catesinumberbetween 2% and 8%).

1 In previous yearsamajorityof t he respondentsd most recent
from a fixedline telephone, as opposed to a mobile phane201Q however,an equal
number of the most recent emergency calls were made from mobile andifixéelephones
(both49%). For mobile phones, this was a seven percentage point increase compared to 2008.
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Experiences of calling emergency numbérgroblems encountered and the end result

1

page8

As in previous yearsa minority of respondent$6%) who called the emergency s&es
experienced difficulties in establishing or maintaining the communication. As in 2009,
Portugal and Poland were the countries where respondents were the most likely to have
experienced such difficulties when contacting the emergency services (15%3&6d
respectively).

There was a very low proportion of problems attributable to telecommunications providers
(0.5%); in addition, as in previous waves, 3% of respondents got a busy tone or got no reply
from the emergency services, and another 3% repotten problems.

Such technical problems were reported more frequently by mobile phone users (8%) than by
fixed-line phone usersr by people using public payphonéboth49%).

While 12% of respondents who last called a national emergency number witiihg) &nother

EU countryreported technical difficulties, virtually no respondents who called 112 reported
such problems. Howeverjvgn the small number of respondents who reported this situation,
caution is advised when analysithgseresults

Slightly more than 1 in 10 (12%) respondents who called the European emergency number
112 when visiting another EU country said they had encountered langriatgel problems

69% ofthe most recent calls to 112 made in another EU couverg handled in a language

of the visited country. The current results show an improvement jordpertion oflanguage
problems encountere@s28% of respondents had hddnguagerelatedproblemsin 2009.

Once again, caution should be exercised when interpreting these numbers

As in previous yearsaimost 9 in 10 (88%) respondents provided the emergency services
operator with the exact location and address of the emergency during their most recent call to
the emergency services and 5% gave some information about the locatioot e exact
address. Respondents who made an emergency call while visiting another EU country were
slightly less likely to be able to provide the emergency services with an exact address (84%
for calls to 112and 85% for calls to national emergency nurgbe

Regarding the followup given to the call, in a large majority of cases an emergency unit
arrived on the spot (81%M\cross all countriesn not more than 3% ofases an emergency
unit had reportedly been despatched but had not arrived
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1. Useful ness of the European emergency number 112

This first chapter analyses the opinions of EU citizens about the usefulness of a European emergency
number and about its accessibility for people with disabilities. In order to do this, two statements about
the 112 number were presented to interviewees asking them whether they agreed or disagreed with
each one.

More than 9 in 10 (95%) EU citizens agreed that it was very useful to have a European emergency
number available throughout the EU: 7##%ially agreedtha it was very useful to have such a
number, while 18%ended to agree

A significant majority of respondents also thought that their country should do more to make it easier
for individuals with a disability to contact the emergency services via thadrBer, for instance by
providing adapted phones. Around tivirds (64%) respondentstally agreed and about a quarter
(23%)tended to agreahat accessibility of 112 for disabled users should be improved.

Opinion s aboutthe European emergency number 112

[COUNTRY] should do more to make it
easier for disabled users to contact the
emergency services via 112, such as by
providing adapted phones

7%
2010 77 18 E 2010 64 23 EG
2

%
2009 80 14 EZ 2009 69 20 E 5
’ ¢
2008 80 15 é 2008 71 19 is

Itis very useful to have an EU-wide
emergency number available everywhere
in the European Union

Totally agree Tend to agree ®Tend to disagree ® Totally disagree DK/NA

Qdalc. Pl ease tell me to what extent you agree or d
%,Base: allrespondents, EU27

Comparing e results of the current survey with those in 2008 and 2009, it was noted that the overall
level of agreement (i.e. the sumtotally agreeandtend to agreeesponses) was similar across the
three waves; respondents in the current survey, however saer@vhat less likely to express strong
agreement. For example, while in 2008 and 2009, about 7 in 10 respoindalihsagreedthat their
country should do more to make it easier for disabled users to contact the emergency seddé&s via
this proportiom was just 64% in 2010.
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1.1 Usefulness of the European emergency number 112

The individual country results showed that in all but one ofBEhkecountriesmore than 9 in 10
respondentsended to agreer totally agreedthat it was very useful to have &U-wide emergency
number. As in previous surveys, the UK was the &illycountrywhere people were somewhat less
convinced about the usefulness of such a number (89% vs. an EU average of 2608, % of
British respondentsadagreed with this statemg and in 2008, this proportidmad beer86%).

Maltese, Finnish, Portuguese and Luxembourgish interviewees were the most litatbllyoagree

that having a European emergency number was very useful (between 91% and 93%). At the lower end
of the distibution, 62% of British respondents, 63% of Lithuanians and 66% of French interviewees
totally agreedwith the statement. British respondents were also the most sceptical about the
advantages of a single emergency number being available everywhere W 8% Eithertended to
disagreeor totally disagreedhat such a number was very useful.

Opinions about the European emergency number 112:
Itis very useful to have an EU-wide emergency number available everywhere in the EU

Totally agree Tend to agree M Tend to disagree/Totally disagree DK/NA

_g,.g.%.;.%%#ﬁﬁﬁaﬁﬁ;al*gﬁﬁ&zﬂ-ﬁﬁi&.
13 12 14 13 14 18 15 16 18 18 19 23 22 23 26 g
30
27

93 92 92 91
90 89 88 86 85 85 83 82 82 82 79 79 79 78 77 77 76 75 75 71 70
66 63 62

T T T T T T T T T T T T T T T T T T T T T T T T T T T T 1
T > w4 w X W = x o = W~ 0 4 N @ + x
E T K200 2 28436855890 atd S e D E 30 EFE KB
]
Q4a.Pl ease tell me to what extent you agree or di

%,Base: allrespondents, by country

A comparison of the results of the current survey with those of 2008 and 2009 showed virtually no
differences in the overall level aigreement about the usefulness of having a single emergency
number available throughout the EU. Nonetheless, in some colintsigsh as Spain, Slovenia and
Italy i a decrease was seen in the proportion of respondenttotahyp agreedwith the statementor
example, while in 2009, 85% of Spanish responditiédly agreedthat it was very useful to have an
EU-wide emergency number, in 2010 this proportion decreased to-18%drcentage points).

Sociodemographic considerations

When comparing percépns about the usefulness of having a European emergency number, only
small differences between soaiemographic groups were seen. Furthermore, they exactly mirrored
the ones observed in previous surveys.

Older respondents (over 54) were less likelynttieeir younger counterpartstend to agreer totally
agreethat the introduction of an EWide emergency number has been very useful (91% vs: 96%
97%). Similarly, inactive EU citizens were slightly less likelyaigreewith this statement than self
empgoyed respondents, employees and manual workers (94% vsOP&s)o
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Finally, comparing those EU citizens with or without an impairfhemembers of the latter group
were seen to be less likely &greethat it was very useful to have an Bdde emergency umber
(96% vs. 91% of respondents without a disability).

Opinions about 112: It is very useful to have a n EU-wide emergency number available
everywhere in the EU

By socio-demographics

% Totally | % Tend | % Agree | % Tend to | % Totally | % Disagree %
agree |toagree | (total) disagree disagree (total) DK/NA

SEX
Male 77 18 95 2 2 4 1
Female 76 18 94 2 1 3 2
AGE
15- 24 76 21 97 1 1 2 1
25-39 79 18 97 1 1 2 1
40 - 54 79 17 96 2 1 3 1
55 + 74 17 91 3 3 6 4
URBANISATION
M etropolitan 78 18 96 2 1 3 2
Urban 77 18 95
Rural 76 19 95 2 2 2
OCCUPATION
Self-employed 81 15 96 1 2 3 1
Employee 80 17 97 2 1 3 1
Manual worker 76 21 97 2 1 3 1
Not working 75 19 94 2 2 4 3
IMPAIRMENT
Any impairment 72 19 91 2 2 4 5
No impairment 78 18 96 2 1

Q4a. Please tell me to what extent you agree or disagree with the following statements...
%, Base: all respondents, by sociedemographics

® Respondents were asked if they had an impairment that had a substantiaireffesir ability to carry out normal dag-
day activities.
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1.2 Access to emergency services via 112 for users with a disability

In mostEU countries more than threquarters of interviewedstally agreedor tended to agre¢hat

their countryds authorities should do more to ma
services by calling 112; the totievel of agreement ranged from 73% in the Netherlands to 97% in

Cyprus and Greece. Respondents in the latter countries were also the most titeljytagreethat it

should be made easier for people with a disability to call 112 in case of an erpg@f¥cand 88%,
respectively); in Austria and the Netherlands, less than half of intervidotedly agreed(47% and

49%, respectively).

Dutch (18%),Austrian and Luxembourgish(both 12%)respondents were the most likely tttally
disagree or tend todisagree that accessibility of 112 for disabled users should be improved in their
country; in all other countries, no more than 1 in 10 respondents disagreed with this proposition.

Opinions about the European emergency number 112:
[COUNTRY] should do more to make it easier for disabled users to contact the emergency services via 112

Totally agree Tend to agree B Tend to disagree/Totally disagree DK/NA

2 3 2 4 3
51 .21 51615 5 6/16/(5/18///7///6]//8 8 8 8111716 910

C T MR s 4
10 BB 'l"

91 88 86 g5

A X - wow L N -
n H oz 8 0 F »n 28 0 % 2 k&

cv |
EL |
PT |
MT |
i |
RO |
BG |
HU |
IE |
ES |
Lv |
EU27 |
BE
Fi

Q4c.Pl ease tell me to what extent you agree or di
%,Base: allrespondents, by country

A comparison across the three surveysnprily showed minor differences in the proportion of
respondents who agreed that there was a need for improved access to the European emergency number
112 for disabled users. Nevertheless, as with the previous statement, in some countries, respondents
were now more likely totend to agregrather thantotally agree that such an improvement was
required.

For example, in 2008, 84% of Spanish respondaaitdly agreed and 10%tended to agreethat
accessibility to 112 in Spain should be improved for deshlusers. In 2009, these proportions had
changed to 79% and 17%, respectively. This trend continued in 2010, when just 67% of Spaniards
totally agreedand 26%ended to agrethat such efforts were needed.

Sociodemographic considerations

The table ontte next pagé once agairi shows mostly small differences between the various socio
demographic groups; across all groups, between 84% and 90% of respdaddats to agre®r

totally agreedthatt hei r countrydés authoritiedor wsdroowmithd do
disabilities to contact the emergency services by calling 112

The largest differences were seen between occupational groups; 84%ehglelfed respondents

agreed with the statement compared to 90% of manual workers, 88%-wbrking respondentand
87% of employees. These differences were somewhat more pronounced than those observed in 2009.
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It was also noticed, in 2009 and in 2010, that women were more likely than no¢alljoagreethatit

should be made easier for disabledrsige call 112 in case of an emergency (2010: 67% vs. .61%)
Interestingly, some of the smallest differences in the levels of agreement were found when comparing
respondents with and without an impairment.

Opinions about 112: [COUNTRY] should do more to m ake it easier for disabled users to
contact the emergency services via 112, such as by providing adapted phones

By socio-demographics

% Totally | % Tend | % Agree | % Tendto | % Totally = % Disagree %
agree | toagree  (total) disagree disagree (total) DK/NA

SEX
Male 61 25 86 5 3 8
Female 67 22 89 3 2 5 6
AGE
15-24 63 26 89 5 1 6 4
25-39 63 25 88 4 2 6 6
40 - 54 63 24 87 4 3 7 6
55 + 66 21 87 4 2 6 7
URBANISATION

— Metropolitan 61 24 85 5 3 8 7
Urban 66 23 89
Rural 64 24 88 4 3 7 6
OCCUPATION
Self-employed 61 23 84 6 3 9 7
Employee 61 26 87 5 2 7 6
Manual worker 66 24 90 4 2 6 5
Not working 66 22 88 4 2 6 6
IMPAIRMENT
Any impairment 68 21 89 4 2 6 6
No impairment 64 24 88 4 2

Q4a. Please tell me to what extent you agree or disagree with the following statements...
%, Base: all respondents, by sociedemographics
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2. Information about the European emergency number 112

According to EU legislation, it is the responsibili§ individual Member States to inform citizens
about the existence and usage of the European emergency numbdofeder, as from July 2009,

telecommunicationprovidersshould send gext messageith information about 112 to people using
their mobilephones whilesisiting another EU countfy

As in 2008 and 2009, this survey investigated opinions about the adequacy of information about the
existence of thi€U-wide number In addition, it asked whether respondents had seen any information
or heard abut 112 during the last 12 months, and about the sources of such information in those cases.

2.1 Adequacy of information about the European emergency number 112

About onethird of EU citizens Opinion saboutthe Europeanemergency number 112
agreed that people in their countt

were adequate|y informedibout In[COUNTRY], people are adequately informed about the

the existence of the Europea existence of the European emergency number 112

emergency number 112 (139 l
totally agreedand 19%tended to 2010 | 13
agreg. Agreement with this
statement has increased by fi\
percentage points since 2008 (fro 2009 | 13
27% in 2008, to 30% in 2009 an ,
32% in 2010).

Totally agree
Tend to agree

® Tend to disagree

m Totally disagree

2008 |12 15 33 33 DK/NA
Nevertheless, a ity (62%) of ]
H 1 H H a Q4b. PI tell to what extent di ith the followi
Interv'ew.ees Stl." d|Sagreed thc ease tell me to what extent you agree or disagree with the fol ov;/lr:ga Cemen
people in thelr cou ntry were %,Base: allrespondents, EU27

adequately informed about the existence of 112.

Individual country results showed a large variation in the proportions of respondents who agreed or,
alternatively, disagreed dh people in their country were adequately informed about the European
emergency number 112. As in previous years, Luxembourgish respondents were the mast likely
totally agreeor tend to agreewith the statement (66%); they were followed by Czechs (62%)
Romanians (59%) and Slovaks (54%). The highest proportion of respondentstaltyoagreedwas

seen in Romania (36%).

In the remaining 2EU countries less than half of responderggreedthat people in their country
were adequately informed about th&2 number. The highest levels of disagreement were seen in
Hungary (75%)the UK, Greece and Cypru@ll 74%),and France (73%). Cypriots were the most
prone tototally disagredhat such information was adequate (50%).

4 Regulation (EC) No 544/2009 of the European Parliament and the Council of 18 June 2009
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Opinions about the European emergency number 112
In [COUNTRY], people are adequately informed about the existence of the European emergency number 112

Totally agree Tend to agree M Tend to disagree ~ M Totally disagree DK/NA

: 7181716/l 9 & 86 786 6 |8 S o 10 11
1 10 1
1341 ol 18l Lol ol 1 Tl 26 - Ll .
23 5 33 35 25027
214>7 34 0 43
2432 HolPlzolizell« 18
37 33 23 AlEZE RS NEN
31 26
32 30 24 77 17 ] 23

25 24
36 26 19 21 20 21

18 15 13
17 18 12 10
23 16 18 24 19 25

16 16 15 17 13 11 12 ¢ 11 13 13 g 4 11 13

| — 5\7\
Bogmn.wm“-ngwmQn.iém”—JEu_':§<§
w

29 29

Q4b. Pl ease tell me to what extent you agree or di
%,Base: allrespondents, by country

A comparison between 2010 and 2009 showed that, in 1€olbtries the proportion of respondents

who agreed that people in their country were adequately informed about the European emergency
number increased by at least five percentage points.

Slovakia fas seen the largest increase in the proportion of respondents agreeing that information was
adequate. In 2009, 42% of Slovak respondents agreed that people in their country were adequately

informed about the 112 number; in 2010, this proportias increagd to 54% (+12 percentage
points)

The proportion of intervieweesho agreed that people in their country were adequately informed
about the European emergency number has intgeased byat leastl0 percentage points ithe

Czech Republi¢from 51% in 2009 t062% in 2010; 41 percentage pointsPoland from 384 to
48%; +10) and ltaly (from B% to 23%; +10)

Opinions about the European emergency number 112:
In [COUNTRY], people are adequately informed about the existence of the European emergency number 112

2010 2009 2008
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