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Introduction

The single European emergency number 112 was introduced to enable citizens to call the emergency
services (such as police, ambularand fire brigade) by using one and the same number anywhere in
the European Union (EU). This is especially important as European citizens increasingly travel to
other EU countries fowork, studyor leisure According to EU legislation Member States nsti

ensure that users of any type of telephone, fixaalile are able to call the emergency services free

of charge by using the European emergency number 112. This number is now available in all Member
States.

Purpose of the Flash Eurobarometersurveyn A The Eur opean Eme%262kncy Nul

This Flash Eur obTahreo nkeutreorp esaunr vEenye rogfieé@ioequested mb e r 1 1
the DirectorateGeneral for Information Society and Medsapart of a trend survey. The results of the

previous vave were published in 2008FlashEur o b ar o me t éhe Esrapean Ergergency

Nu mb er °22B)ZThe cridnt report presents comparative data between the two waves.

The objectives ofhe surveywereunchanged, i.go:

e measure EU c igedftheeEnrepéan Enmemgentyawmber 112,
e study their perceptions on the importance, promotion and usage of that number, and
e compare the experience of calling 112 with that of calling other national emergency numbers.

The first chapters of the report dedth the following aspects relating to the emergency number 112:

e Opinions about the usefulness of the European emergency number 112 and about facilitating
access to it for people with disabilities

¢ Opinion about thadequacyf information on the Europeaemergency number 112, and details
about the actual information received about 112 and about other national emergency numbers

e 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 European emergency number 112 and compares
usersd experiences when calling 112 and other e
emergency calls and aspects of the quality of handling the ersgrgaits are covered, i.e.:

The type of telephone used to make the emergency call

Difficulties in making or maintaining the emergency call

Language barriers when making an emergency call while visiting another EU country
Availability of information to loate the emergency

Follow-up actions to the emergency call

Methodological note on the survey

The surveyods fi el dwo ™andnhosJarmary, 200 @ver 40,500 randaenty we e n
selected citizens, aged 15 years and over, were interviewethie EUO6s 27 Member St af
were predominantly carried out via fixéide telephones, with approximately 1,500 in each of the

Member States.

To correct sampling disparities, a pe#tatification weighting of the results was implemented, based
on important socimlemographic variables. More details on survey methodology are included in the
Annex of this report.

! Council Decision of Jul®9, 1991 (91/396/EEC) drlniversal Service Directive of Mardh 20Q (Directive
2002/22/EC)
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Main findings

Usefulness of the European emergency number 112

e Over nne out of 10 EU citizens (94%) totally agreed, or tended to agimayt the
usefulness of having an emergency number available anywhere in the EU. Respondents
in the UK were again the least convinced about the value of such a number (87% totally
agreed or tended to agree).

¢ Nine out of 10 (89%) EU citizens agreed (theyesgl totally or tended to agree) that
access to emergency services via 112 for users with disabilities should be improved, but
the individual country responses varied from 75% in the Nethertar@i&6 in Greece.

e Between 2008 and the current survey, omhals differences were observed between the
opinions about the usefulness of a Eurepile emergency number and about its
accessibility for people with disabilities.

Information about the European emergency number 112

e Just over six out of 10 EU citizens3@, athreepercentage poirdecreasecompared to
2008) did not agree that people were adequately informed about the existence of the
European emergency number 112. OnlyhireeEU countries (Luxembourg, Romania
and theCzech Republic) did the majorityitik the information was adequate.

e The majority of respondents had not received information about thevid®)
emergency numbear other emergency numbetaring the last 12 months (69%, down
two percentage points). Only one in five interviewees (21%) baig lhad seen or heard
information about 112.

¢ The proportion of respondents who said they had received information about 112 as the
European emergency number in the past 12 months ranged from 7% in the UK to 60%
in Bulgaria.

e Asin 2008, of those who haveen/heard about the European emergency number 112,
four out of five (81%) named media outlets (television, radio, newspapers, the Internet)
as their source of information. Nine percent reported telecommunications operators as
their information sources.

Knowledge of the European emergency number 112

e The general public is still generally unfamiliar with 112 as the European emergency
number. Only one in four interviewees (24%, twpo percentage points) could
spontaneously identify 112 as the number to calefoergency services anywhere in the
EU. Many nore citizens(45%, up four percentage pointgid they would call 112 for
emergencies within their own country.

e Knowledge of 112, as the number to call in an emergency situation anywhere in the EU,
stllgreat | y depends on the respondentdés own coun
Czech Republic). The proportion of respondents who mentioned 112 for emergencies
within their own country ranged from 1% in Greece to 98% in Sweden.

e It is still the casdhat havihg knowledge of 112 as an emergency number to call from
oneds own country does not necessarily mean
number as the European emergency number.

page5



Flash Eurobarometer N° 262 1 The European Emergency Number 112 Analytical Report

Experiences of calling emergency numbers
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As in 2008,a quarter of EU cizenswereseen to have called an emergency number in
the last five years. There were fewer of these calls addressed to 112 than to other national
emergency numbers.

The last time they needed assistameere than a half of the respondents called a ndtiona
emergency number (57%), and four in 10 (41%) calledf@d2mergencies in their own
country Of the calls made to 112n o ne 6s ,dB¥Wnwere oallsnirt aoyntries
where 112 operates along with other emergency numbers, Hrdware calls in
countries where 112 is the only/main emergency number.

The majority of the most recent emergency calls were made from alifestlephone
(53%). Compared to 2008, more of these emergency calls were made via a mobile
telephone (45% vs. 42% in 2008).

A minority of the respondents who called emergency services experienced difficulties
in establishing or maintaining the communication (t#wn one percentage pginAs

in 2008 Polish respondents were the ones that had most frequently encountered such
difficulties (17%).

There was a low proportion of problems attributable to the telecommunications operators
(19%), 3% of respondents got a busy tone or got no reply from the emergency service, and
another 3% reported other problems.

Such communication problems wergoeied more frequently by mobile phone users
(9%) than by fixedine phone users (5%). The respondents who made an emergency call
in another EU country were more likely than those who made it in their own country to
have encountered technical difficulties.

Approximately three out of 10 (29%) respondents who called emergency services when
visiting another EU country said they had languegjated problems when
communicating with the emergency services. This i$lpercentage points from 2008.

Respondentsvho made an emergency call with a mobile phone were less likely to
provide the emergency serviowith the exact address of the emergency (83% compared
to 94% for fixedline telephone users).

Respondents who made an emergency call while visiting anotharoklntry were less
likely to be able to provide the emergency services with an exact addéésdor cals
to 112 and 80% for cla tootheremergencynumbers vs. 87%400% of those who called
the emergency services in their own country).

Regarding the flow-up given to the call, in a large majority of cases an emergency unit
arrived on the spot (83%, uygwo percentage points).
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1. Usefulness of the European emergency number 112

e Over nine out of 10EU citizens (9%) totally agreed, or tended to agreabout the
usefulness of having an emergency number available anywhere in the EU.
Respondents in the UK weragain the least convinced about the value of such a
number (8% totally agreed otended to agree).

¢ Nine out of 10 89%) EU citizens agreed (theggreed totally or tended to agree) that
access to emergency services via 112 for users with disabilities should be improved,
but the individual country responses varied fron®% in the Netherlandgo 97% in
Greece

o Between 2008 and the current survey, ordsnall differences were observed between
the opinionsabout the usefulness of a Europeide emergency number and about its
accessibility for people with disabilities

This chapter analysethe opinions of the EU citizens about the usefulness of a Ewinlee
emergency number and abdstaccessibilityfor people with dabilities This was donby presenting
the respondentwith two statements about thhonenumber 112 and by asking them to say if they
agree or disagred with eachone

Overall, more than nine out of 10EU citizens (94%) thoughtit was useful to havean emergency
number available everywhere in tB&). Outof them, 80%totally agreedthat it was very useful to
have such a number and 14&nded to agreeThese results are similar to tledsom the previous
wave of the surveyin 2008 eightout of 10 respondents totally agrg@@%)and 15% tended to agree
with the usefulness of a European emergency number.

There is still dargemajority of EU citizenswho considered that the accessetoergency services via
112 for disabled users should be improved, for example by providing adapted phongsirf@#oto

the results of the last surveypproximately wo-thirds ofthe respondenttotally agreedwith this
statement@9%) and ondfifth tended to agrethat their countries should do more to make it easier for
users with disabilities to contact the emergency services via 112 (20%).

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

It is very useful to have a Europe-wide
emergency number available everywhere
in the European Union

2 4
2009 80 14 2009 69 20 %
2 6
2 3
2008 80 15 [ 2008 71 19
5

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

Q4alc. Pl ease tell me to what extent you agree or di:
%,Base: allrespondents, EU27

page7



Flash Eurobarometer N° 262 1 The European Emergency Number 112 Analytical Report

1.1 Usefulness of the European emergency number 112

Looking at country dierences we saw that in all countries b UK, nine out of 10respondents
were convinced about the usefulness of having amifld emergency number (the proportions varied
between 90% in Latvia and 99% in Luxembourg). Nevertheless, in the UK, 87%sefittierviewed

still totally agreed or tended to agreewith the statement about the usefulness of a European
emergency number 112dditionally, in all Member States, less than one in 10 citizens doubted about
the advantages ofsngle emergency number axss the EU.

The Portuguese (94%; 14 percentage paafisvethe EU average), followed by the Swedish and
Luxembourgrs(93% each)and the Dutcl{92%)were the most likely tootally agreethat having a
Europewide emergency number was a positive thifiigthe lower end of the distributioonly six out

of 10respondentfrom the UK (60%; 20 percentage poibtdow theEU averagejotally agreedwith

the statement about the usefulness of, I&Rowed by Latvia (67%), and the Czech Republic and
Lithuania(both 68%).

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

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

> 5 6 === | S ey .
T 67787111011101112111414141518 ---.
20 22 24 24 o3

94

93 93 92 91 91 90 90 89 88 87 86 85 84 84 83 82 82 gy 79 77 76 | 73
71 68 68 67

60

Q4a.Pl ease tell me to what extent you agree or di
%,Base: allrespondents, by country

A comparison, between 2008 and 2009 results, concethmgxtent to which respondents agreed
about the usefulness of having an emergency number available anywhere in the EU, did not show any
significant trendsincethe rates ohgreement were high in af the EUcountries in 2008f{om 86%

to 98%) and in 2009 (from 87% to 96%).

Sociodemographic considerations

There were only small differences between sa@mographic groups wheromparing the
percentage®f respondents who agreed or disagreed with the statement about the usefulness of the
European emergency numidgr2

The oldest EU citizendhe over 31 yearolds) were less likely than the younger respondents to agree
that a sole emergency number acrtes EUwas useful(91% vs. 996-97%). This is an identical
figure to the previous survey.

The results by urbanisation level showed significant differences in the total level of agreement
about the usefulness of the European emergency number 112tHeags, rural residents were
slightly less likely tototally agreethata Europewide emergency number was very usefud¥ vs.
82% of urbanrespondentand 826 of metropolitarrespondents).
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Within the occupationajroups,we saw thathe inactive EU cizenswereslightly less positiveabout
the advantages of the European emergency numbethbt2did those who were s@mployed,
employed oweremanual worker§93% vs. 9%6-96%).

Finally, comparingeU citizenswith or without disabilities it was notedthat the latterwere more
likely to totally agreethata Europewide emergency numbevailableeverywhere irthe EUwas very
useful (81% vs. 74% of respondents vattisability).

Opinionsabout 112 #Alt i s very us efwidé emergench muwmber azailabaieverypteere in
the EUO

By socio-demographics

% Totally i % Tend % Agree | % Tend : % Totally % %
agree | toagree (total) to disagree | Disagree = DK/NA
disagree (total)
AGE
157 24 82 15 97 2 1 3 1
25-39 82 14 96 2 1 3 1
407 54 82 13 95 2 2 4 2
55 + 77 14 91 2 3 5 4
' lL_URBANISATION

' Metropolitan 81 14 95 2 2 4 2
Urban 82 13 95
Rural 79 15 94 2 2 4 2
OCCUPATION
Self-employed 83 12 95 1 2 3 2
Employee 82 14 96 2 2 4 1
Manual worker 81 15 96 1 2 3 1
Not working 79 14 93 2 2 4 3
IMPAIRMENT
Any impairment 74 14 88 3 4 7 5
No impairment 81 14 95 2 2 4 2

Qd4a. Pl ease tell me to what extent you agree or disagree with t

%, Base: all respondents, by sociedemographics

1.2 Access to emergency services via 112 for users with disabilities

In all EU Member States, at least thigaearters of citizens agreed that their country should do more to
make it easier for disabled users to contact the emergency servideR2vighe ratios of those who

totally agreed, or tended to agree, with this statement was as low as 75% in the Netherlands and as
high as 97% in Greece. The Dutch and the Germans disagreed the most that access to emergency
services via 112 for users withsdbilities should be improved (16% and 11%, respectively); in all
other countries, less than one out of 10 citizens disagreed with the statement.

Nine out of 10 Greeks and Portuguese (both 93%; 24 percentage points above the EU average), as well
as Cypiots (91%)totally agreedhat more efforts were necessary to guarantee easier access to the 112
emergency services for users with disabilities. On the other hand, only approximately half of the
Danes (51%; 18 percentage points below the EU average)ahitims and Czechs (55% each), Dutch

and Luxembourgers (57% each), as well as UK citizens (38fally agreedthat better access for
disabled users was something that was required in their country.
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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 M Tend to disagree M Totally disagree DK/NA

T-g-?i-’hi-7.§‘-§‘1o5z§l6756768671297978

— 4 4 IR 3] 4 P 3 / p

101217]_31720"[1 E Euu“mﬂuﬂﬂﬂ-”
13 18 19 29 o5 8 [ 7]

26 28
21 25 26 24 27 20 24 27 " 31 34

25

93 93 91

84 83 79 7g
75 74 73
747169 64 63 63 63 62 61 61 °1 60 58 57 57 85 o5 N

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

Between 2008 and the cuntesurvey, only small differences were observed between the opinions
about the need for improved access to the European emergency number 112 for those with disabilities.
There were, however, a few exceptions. For example, the 2008 results showed thdidLngdmad

one of the lowest rates of respondgii%)who agreed that more efforts were necessary to guarantee
easier access to the 112 emergency services for users with disabilities; however, in 2009, more
Luxembourgish respondents believed that this thascase (85%four percentage points below the

EU average).

Sociedemographic considerations

Women and the youngest respondentthd 1524 yearolds) were more likely to agree thamore

efforts were necessatyg make it easier for users with disabdgito contact the emergency services

via 112. More women were in total agreement (71% vs. 66% of men) and the youngest respondents
were more in favoupverall than all other age group$he selfemployed and the employees were
somewhat less likely than tineanual workers or theonworking citizens to agree ith the statement.

pagel0



Analytical Report Flash Eurobarometer N° 2627 The European Emergency Number 112

Opinions about 112 A [ COUNTRY] should do more to make it
emergency services via 1120

By socio-demographics

% Totally | % Tend 9% Agree : % Tend % Totally % %
agree | toagree : (total) to disagree : Disagree | DK/NA
disagree (total)
ﬁ\ SEX
Male 66 21 87
Female 71 19 90 3 2 5 6
@ AGE
' 151 24 68 23 92 3 1 4 4
25-39 67 21 88 5 2 7 6
407 54 69 19 88 5 2 7 5
55+ 70 18 88 3 2 5 7
@W URBANISATION
==| Metropolitan 66 21 87 4 3 7 6
Urban 72 18 89
Rural 67 21 88 4 2 6 5
- OCCUPATION
07 seltemployed 67 19 86 5 3 8 6
Employee 67 20 87 5 2 7 6
Manual worker 70 20 90 4 1 5 5
Not working 70 19 89 3 2 5 6
“a2» IMPAIRMENT
l Any impairment 69 19 88 4 2 6 7
No impairment 69 20 89 4 2 6 6
Q4c. Pl ease tell me to what extent you agree or disagree with t

%, Base: all respondents, by sociedemographics
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2. Information abo  ut the European emergency number 112

e Just over & out of 10 EU citizens(63%, a three percentage pointiecrease
over 2008 did not agree that people were adequately informed about the
existence of the European emergency number 1Xnly in three EU
countries (Luxembourg, Romaniaand the Czech Republicdid the majority
think the informationreceivedwas adequate.

e The majority of respondenthad notreceivel information about the EUwide
emergency numbepor other emergency numberduring the last 12 months
(69%, downtwo percentage pointfrom 2008. Only one in five interviewees
(21%)said they had seen or heard information abdlLt2

e The proportion of respondents who said they had received information about
112 as the European emergency number in the pB3tmonths ranged from
7% in the UKto 60%in Bulgaria.

e As in 2008, 6 those who have seen/heard about the European emergency
number 112, dur out of five (81%) named media outlets (television, radio,
newspapers, the Internet) atheir sourceof information. Nine percentsaid
telecommunications operatonseretheir information sources.

According to EU legislation, Member States must inform citizens about the existence and usage of the
European emergency number 112.

As in the previous surveyhenew pdl investigated opinions on the adequacy of the information about
the existence of the European emergency number 112. In additamkedwhether the respondents
had seeranyinformationor heard about 11@uring the last 12 monthand asked about th&annels
that had been used where this was the case.

2.1 Adequacy of information  about the European emergency number 112

The majority of EU citizens

disagreed that people in the Opinion s aboutthe European emergency number 112

countries we_re adequately informe In [COUNTRY], people are adequately informed about the
about the existence of @hEuropean existence of the European emergency number 112
emergency number 112 (63%) q
However, compared to the previol Totall
wave of the survey (2008), thigmsa 2009 | 13 17 33 30 o oy agree
decreaseof three percentage points Tend to agree
in the proportion of those who dic m Tend to disagree
not agree with the statement. 2008 |12 B o 3 6 m Totally disagree

_ DK/NA
Just undera third of respondents
agreed that informain about the Q4 b. Please tell me to what extent you agree or disagree with the following

. statemen

112 numbel’ was adequate N thE %,Base: allrespondents, EU27

country(13% totally agreed and 17%
tended to agree)

EU Member States shovalge variatiors in their opinions aboutthe adequacy of thénformation
about the European emergency number 112

The country resultshowed largelifferencesn the percentage of respondents who agreelisagreed
that people in their country were adequately infornfdek highest proportion of respondents satisfied
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with the information about the European emergency number 112 wasifoungembourg (70%; 40
percentage points above EU average). In addition to Luxembourg, there were onlpthieee
countries in which the dominant opinion was positive: more than half of the respondents from
Romania and Czech Republic (60% and 51%, resedy), as well as 47% of Estonianetally
agreedor tended to agre¢hat people in their country were adequately informed about the European

emergency number 11Zhe Romanians were the most likalf/all the EU citizensto totally agree
with the abovementionedstatement (39%).

However, only betweeane out of 1Gand one in seven respondefitan Cyprus(10%; 20 percentage
points below the EU averageltaly (13%) and Greecg15%) agreedthat the information was
adequateAt the same time, the respa@rds from these three countries were the most liketgttdly
disagreethat people in their countries weaglequatelyinformed about112: more than half of the
Greeks and Cypriots (54% and 52%, respectively), and 46% of the Itadanthis opinion.Similar
high numbers were seen in Ireland and the UK (both 45%).

While, on average, twiifths of the citizens fronthe countries that joined the EU after 200MS?)
(42%) considered that people were adequately informed about the existence of thewkdgope

emergency numbethis was only true for guarter of theEU15 respondents (26%pur percentage
points belowthe EU aerage).

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 W Tend to disagree W Totally disagree DK/NA

691157 8 9/ 77 6 6 710 12618 77102 8 7 11109
1544 23 1
144bcH1 20l 19022 27
19 28 30 29
I 0 27839026 M3 7l 633 lecllesl4:
46
28 30 33 52|
22) 34
N 2l S o | | AEAL 1L
4
28 29131136 44]
32 20 18 2312 °li2c 13
23 24 20 21 55 29
33 20 19 18 17 19 15 18 15 13 | 11 18 10 4
20 14 15
T T \19\ T \18\16\ \17\12\12\14\13\13\10\14\10\13\13\ 7\ \6\14\10\5\ 1
agsmgﬁcw)OESgﬁmEzé“E“—Jg%gz
w
Q4.Pl ease tell me to what extent you agree or di

%,Base: allrespondents, by country

In most EU Member Stateslightly more people agreédin 2009 compared to 2008hat theywere
adequately informed about the 112 numibwever, in Romania and Bulgaria, thavas an increase

in the level of agreement about thisrobre than 4 percentage points. The proportion of Bulgarian
respondents who agreed that people in their coumtrg adequately informed about the existence of
the Europewide emergency number increased from 21% in 2008 to 39% in 2009. The corresponding
proportions for the Romanians were 45% in 2008 and 60% in 2009.

Large differences betweethe socicdemographic goups

It was found that the youngest respondents (in th24lyearold age group) agreemhore tharothers
that information about the European emergency number 112 was adequate in their q@a8t)jes

% This report refers to the EU15 (countries joining the EU before 1996), naBwlyium, Denmark, Germany,
Greece, Spain, France, lmeld, Italy, Luxembourg, Netherlands, A, Portugal, Finland, Sweden and thi.
The new Member States (NMS) are those joining in 2004 and Z¥&th Republic, Estonia, Cyprus, Latvia,
Lithuania, Hungary, Malta, Poland, SlovenSlovakia, Bulgaria anBomania
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Those aged fromt0-54 were more likely to disagreeitlv the statementibout theadequacyof
information(68%), and the oldest respondentise(over 51 yearolds) were less likely to disagrebat
people in their country were well informed about the number(23%). However, 12% of the oldest
group did noknow how to respond.

Considering the occupationgroups we saw that the manual workers agreedmuach higher
proportions than others that people in their countries were adequately informed about the European
emergency number 112 (3996. 26% of employeeand the selémployed. The employees and the
selfemployed were more likelhan thenonworking citizens or tie manual workerso disagree with

such an opinion (70% and 69%, respectively).

Opinions about 112 fAl n [ COUNTRY], peopl e eaabeut thedexistaneetok they
European emergency number 1120

By socio-demographics

% Totally | % Tend | % Agree | % Tend | % Totally % %
agree | toagree | (total) to disagree | Disagree | DK/NA
disagree (total)
AGE
157 24 16 19 35 34 29 62
25-39 n 18 30 35 32 66
407 54 11 16 27 35 33 68
55 + 14 16 29 30 29 59 12
'} URBANIZATION
Metropolitan 11 18 29 35 30 65 6
Urban 12 16 28 32 33 65
Rural 14 17 31 34 28 61 7
OCCUPATION
Self-employed 11 15 26 31 38 69 5
Employee 10 16 26 37 33 70 4
Manual worker 16 23 39 31 25 55 6
Not working 14 17 31 31 29 60 9
IMPAIRMENT
Any impairment 14 17 31 31 26 57 12
No impairment 13 17 29 33 31 64 7
Q4b. Please tell me to what extent you agree or disagree with the f ol lowing statementsé

%, Base: all respondents, by sociedemographics

2.2 Receliving i nformation about the European emergency number 112

DespiteMember Statebeingobliged to inform citzens about the existence of 1d2ly one in five
intervieweeg21%) said they had received informatiabout 112 as thEuropean emergency number
in the past 12 month$hiswasunchanged compared to 2008.

Sixteen percent dEU citizenssaid they hadeenor heardinformation about the European emergency
number 112and an additional 5% reported having received informa&lbout theEU-wide number
and other national emergency numbers.

The majority of respondents did not receive any information about thei@&emergency number
other emergency numbedsiring the &st 12 months (69%). Less than one in 10 EU citizens reported
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that they hadhot heard about 112 and hadly seen or heard information about national emergency
numbers (9%).

Large differences betweethe Member Statesn their receipt ofinformation abou the European
Emergency numbefi12

We once moreobserved a large variation between Hi¢ countries in the proportion of respondents

who claimed to have received information about the European emergency rurdbethe pasyear

It shouldbe noted thiacitizensof countries that joined the EU after 20@ére much more likely to

have reeivedsuchinformation about the Elwide number for emergencies than HEid15 dtizens: on
average, 45% of the respondents froauntries that joined the EU after 200dad seen or heard
something about 112 or about both the European emergency number 112 and other national
emergency numbers, whitmly 15% of the EU15 respndents stated the same thing

Bulgaria (60%; 39 percentage points above the EU averaBemania(57%) and Lithuania(50%)

werethe countries with the highest proportions of people who clathmtdduring the past 12 months

they had seen or heard information about 112, or about both the European emergency number 112 and
other national emergency numger

Respondents ithe UK, Slovenia, Ireland, Denmark, Greece, ltaly, and Germanythe contrary,
were the least likely tesay they hadeceived information about 11Rlot more tharone out of 10
respondents in thesmuntries had received such informat about 1120r about both the European
emergency numberl2 andothernational emergency numbedaring the last 12 months

Information about the E uropean number 112 and national emergency numbers

Yes, regarding "112" 1 Yes, about both m Yes, regarding national emergency numbers ®No DK/NA
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Q3. During the last 12 months, have you seen or heard any information regarding the European emergency
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Comparison with 2008 results _
Information about the E uropean emergency number

. 112 and nati | b
At the EU level, ve did not observe any and national emergency numbers

differences between 200@nd 2009 in Yes, regarding 112
the proportion of respondents who sa Yes, about both (112 and national emergency numbers)
they had received information about 11 ves, regarding national emergency numbers
= No
as the European emergency number DK/NA

the past 12 months. In most memb .
States, a very small increase or decre:
was observed irthe 2008 and 2009 2009 16 5 9
results However,once morethere were
some exceptions. 1

In six Member States, the proportion ¢ 2008 | 16 5
respondents who claimed to hay
received information about the .
European emergency number 112 in t Q3. During the last 12 months, have you seen or heard any information

) ) regarding the European emergency number
pastyear |ncreasedby more than five heard any information about the national emergency number(s)?

. . . %,Base: allrespondents, EU27

percentage points: Slovakia (lgy six
percentage points), Finland (+7), Portugal (+8), Romania (+8) and Malta (+9). This trend, however,
was especially noticeable in Belgium, where more than a third (36%) of the respondents answered

they had received information about 112, compared to pestifth in 2008 (+16).

In the Czech Republic, on the other hand, the proportion of respondentaighihneyhad received
information about 112 as the European emergency number in the past 12 months dégréfsed
percentage pointg§% in 20® comparedo 56% in 20@).

Information  about the E uropean emergency number 112 i 2008-2009
2009 2008
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Q3. During the last 12 months, have you seen or heard any information regarding the European emergency
number fA11207? And have you seen or heard any informati
Base all respondents
% o0Yes, regarding 11 Byxouatryd

Only small differencedbetween the variousociodemographic groups

In the main, here were only small differences, between sdemographic groups, wheaspondents
were asked if they had received infation about the European emergency nunii€and/or about
othernational emergency numbers.

As in 2008, i was found that men were somewhat more likely to report having received information
about the European emergency number PB2o(vs.20% for women)Within the age segments, we
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saw that the oldest EU citizenth¢ over 51 yearolds) were the least liable to say thbgd seen or
heard information about 112 (19% vs%224%).

Finally, as in 2008, thenanual workers werghe ones thenore likely to hae received information
about the European emergency humb&? (28% compared td %%-22% of the other occupational
group3. Those notworking were the ones who were most apt to say they not recigif@chation

about 112 during the last 12 months (166ty received information about 112

Information about the European emergency number 112 and national emergency numbers

By socio-demographics

% Yes, % Yes, |% Yes, aboutl % Yes, % Yes, % No
regarding 112 regarding both regarding regarding
(only) national 112 national
emergency emergency
numbers numbers
(only)
SEX
Male 18 10 23 15 66
Female 15 8 5 20 12 71
AGE
157 24 18 10 4 22 14 67
2571 39 19 10 5 24 15 65
4071 54 17 6 22 15 68
55 + 14 7 5 19 12 73
OCCUPATION
Self-employed 17 9 5 22 14 68
Employee 16 10 6 22 16 67
Manual worker 23 5 28 13 63
Not working 15 4 19 12 71
Q3. During the last 12 months, have you seen o heard any infornm
And have you seen or heard any information about the national emergency number(s)?
%, Base: all respondents, by sociedemographics (1-2% DK/NA)
2.3 Information source s about the European emergency number 112
AS 'g the pfeV'P“hs wave ?f this 54rce of information regarding the European emergency
tren survey, ig t out of 10 number 112
EU citizens (81%), who
reported having receivec 2009 2008
information about the .
EurOPear_‘ emergency numbe Media (television, radio, newspapers, 81
112, said they had beel Internet) 81
informed throughthe media .
(watching television, listening  through your telecommunications operator
to the radio, reading (payphones, directories, bills) 10
newgapers orsearchingthe 1
Interne). 18
Other
_ 15
Less than one in 10 .
respondents(9%) mentioned 3
. DK/NA
that they had receivec 3
information through a
Q3a.Where did you see/hear information regarding the

%,Base those who have seen/heard information regarding the European emergency number 112 EU27
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telecommunicationsperatot. Other information sources than the ones proposed in the survey were
mentioned by 8% of intervieweegup threepercentage points compared to 2008)

The mediais still by farthe most important information source in aEU countries

In all EU countries, different media (television, radio, newspapers and the Internet) mese
frequently used toeceiwe information about the European emergency nunii€ This sourcewas
mentioned by at least half of the respondents in each cotimtryatios wee as low as 52% in Greece
and as high as 96% in Portugal.

We noticed thabn averagethe proportion of respondents who mentiotleel mediawas generally

higher in thecountries that joined the EU after 20@4anin the EU1588% and B%, respectivelyws.

81% for the EU averadeAs a confirmation, besides Portugal, on the top of the hierarchy of those
who most oftenmentionedthe media as their source afformation about the European emergency
number 112 we found Romania and Bulgaria (both 95%), Latvia (828d)Slovakia (8896) on the

other hand, less than six out of 10 citizens of Greece (52%), Sweden (55%), Ireland (57%) and Austria
(59%) had seemr heard information about 118 this way

Approximately a quarter of Estonians claimed that they have seen or heard infonmpgéiading the
European emergency number throuleir telecommunications operators (27%; 18 peragntaoints
above theEU averge). Nevertheless,ni more than half of the Member States, less than one in 10
respondents reported that they had received information about tvedeUemergency number by
using a payphonehy consulting a telephone directory or by reading informationuglion a
telephone bill such ratios went as low as 1% in Netherlands, 3% in Portugal and 4% in Malta and
Italy.

Finally, the percentages of respondents selecting some other information sourttee thadia or a
telecommunicationsperator ranged fror8% in Portugalto 36% in Austria and Ireland heratio of
citizenssel ecting such 6ot her 6 s oucounteesthawiateecogrerieser al |y
that joined the EU after 2002% and12%, respectively) We saw for example, thatpart fom

Austria and Irelandthe proportios of thosewho learned about the European emergency nufikier

through an alternative souregere35% in the UK and Gree@nd32%in Denmark On the contrary,

besides Portugalye saw that only 5% oRomanias, 7% of Bulgarians and 8% of Latviansed such

a method

% This would be byusing a payphone, consulting a telephone directory or by reading information aboat it on
telephone bill
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Source of information regarding the European emergency number 112

Media (television, radio,
newspapers, internet)

Telecommunications

operator (payphones,
directories, bills)

PT | 96 EE | 27
RO | 95 HU | 19
BG | 95 EL 18
LV | 89 SK 17
SK | 88 cz |1 16
MT | 87 IE |"0 16
LT | 87 LT | 16
PL | 86 Lv i 13
IT | 84 CY | 13
ES | 83 PL I 12
EE | 82 UK & 11
[Ev27]] 81 RO M 10
CZ | 81 ES |1 9
NL | 81 AT 09
LU | 80 9
Fl ] 79 |79
BE | 75 SE |1 8
FR | 75 LU |7
HU | 74 DE |1 7
Sl | 72 FIl B7
CY | 70 BE [l 6
DK | 66 DK I 5
DE | 65 BG |15
UK | 63 FR |5
AT | 59 T 4
IE | 57 MT | 4
SE | 55 PT I 3
EL | 52 NL |1
Q3a.Where did you see/ hear

Sociedemographic considerations

Other
AT ] 36
IE | 36
UK | 35
EL | 35
DE | 32
CY | 30
SE | 27
cz | 26
FR | 25
BE i 22
Sl | 19
NL B 19
FI 0 19
DK | 18
LU 18
18
AU | 16
SK | 15
ES |1 14
PL |10 14
EE | 13
LT 0 12
IT 9 10
MT 3 10
Lv |8
BG |1 7
RO JI 5
PT | 3
information regarding the

%, Base: those who have seen/heard information regarding the European emergency number 112, by country

Looking atthe sociodemographic groupings we saw that younger respondined %39 yearolds)

were less likely to mentiothe media astheir information source about the European emergency

number 112(77%78% vs. 81%85% of the over399. Citizens living in urban areasother than

metropolitan (83%), manual worker§87%)and those noworking were the ones making most use of

the mediao receive information about 112

The youngest interviewees (aged24 and manual workemgere more likelythan their counterparts
to have heard about the European emergency number 112 through a telecommunications operator
(12% and 13% respectivel\§lightly fewer citizens from metropolitan areas than from the other urban

zones mentionedtelecommunications operator as their source of information.

The older the respondent tlesslikely they wereto mention alternative sources of information about
the EUwide emergency numbeThe residents in urban areas and the respondents with disabilities
were slightly less likely to mention teefi 0t h e r 0 Withim the oceupational segments we

noticed that the employees and the-sefiployedwere the onemost likely to have useother sources
be noted

of information about the 112 numbeért
for this purpose (only 11% vs3% of employeedor example).

shoul d

t hat

few manu
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Source of information regarding the European emerg ency number 112
By socio-demographics

% Media % Through your % Other
(television, radio, te_Iecommunica-
newspapers, tions operator
internet) (payphones,
directories, hills)
AGE
1571 24 77 12 24
25-39 78 9 22
407 54 81 10 16
55+ 85 7 1
URBANISATION
Metropolitan 79 8 18
Urban 83 10 15
Rural 80 9 20
OCCUPATION
Self-employed 77 8 20
Employee 76 9 23
Manual worker 87 13 11
Not working 84 8 15
IMPAIRMENT
Any impairment 81 8 16
No impairment 81 9 18
Q3a.Where did you see/ hear information regarding the

%, Base: those who have seen/heard information regarding the European emergency number 112, by socio
demographics (2-4% DK/NA)



Analytical Report Flash Eurobarometer N° 262 1 The European Emergency Number 112

3. Knowledge of the European emergency number 112

e The general public is still rather unfamiliar with 112 as the European emergency number.
Only one in four interviewees (24%, upwo percentage compared to2008) could
spontaneously identify 112 as the number to call for emergency services anywhehe in
EU. More citizens (45%, up four percentage poin)ssaid they would call 112 for
emergencies within their own country.

¢ Knowledge of 112, as the number to call in an emergency situation anywhere in the EU,

still greatly dependrg (frann3% tinhitaly to 8% pnahe Ceeoht 06 s
Republic). The proportion of respondents who mentioned 112 for emergencies within their
own country ranged from 1% in Greece to 98% in Sweden.

e Itis still the case that having knowledge of 112 as an emergency numbeé o cal | fr o
own country does not necessarily mean that respondents were also aware of this number as
the European emergency number.

As in the previous study, the next step is t

emergency number 11Zo examine how aware EU citizens were of the existence of 112, respondents
were asked, firstly, to identifthe telephone number they would call in the event of an emergency in
their own country (e.g., if someone needed urgent medical assistance s theyaneeded to contact

the police or fire brigade) and, secondly, to spettify telephone number that enabled them to call
emergency services anywhere in the EU.

Before 112 became the European emergency number to contact all emergency servitasigiadina

served for many decades as an emergency number in some of the EU Member States; for example, for
the fire brigade in Germany and for the police in Italy. Nevertheless, for most Member States, 112 was
a new emergency number.

Its introduction haged to different situations in the various EU countries:

a) Member States where 112 is the sole/main emergency number

In some Member States, 112 has become the main (or the only) natioe@ency number

and has been promoted as the number to contaeimaltgency services (i.e. police, fire and
ambulance). This is the case in Denmark, Finland, the Netherlands, Portugal, Sweden, and
most recentlyi Romania. However, some other legacy emergency numbers may still link
callers to the emergency services.

b) Member States where 112 operates alongside other emergency numbers

Most Member States, however, decided to introduce 112 as an additional number to their
national emergency numbers. Both 112 and such national numbers are presented as the
numbers to calin order to contact some or all emergency services. In the UK, for example,
citizens can either call 112 or the national number 999 for an emergency.
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3.1 Calling the emergency services from onebod

EU citizens were asked about the numbey theuld call in the event of an emergency in their own
country; for example, if someone needed urgent medical assistance or in case they needed to contact
the police or fire brigade. Respondents were allowed to name several emergency numbers used in their
country.

Compared to the previous wave of this trel Telephone number(s) to call in the event of
survey (in 2008) we saw an increase of fo emer gencies in oneds own
percentage points in the proportion of tho

who mentioned that they would call th 2009 2008
emergency number 112 in the case of 1
emergency in their own countr¢g%). Even n':ranmk?:r?é) >4
so, the majority of respondents thought , 58
national numbers rather than 112 (54%6wn v1om 45
four percentage points compared to 2008). 41

10
It was also found that 7% of the EU citizer ~©thernumber(s) 9
were not able to provide any emergen ]
telephone numbers and one ouf &0 DK/NA
interviewees gave another numpenhich are !
Sim”arfigures as in 2008 Q1. Can you tell me what telephone number you would call in the

event of an emergency in [COUNTRY]?
%,Base all respondents, EU27

Differences in the reported emergency numbers by country

When looking at the country results for this first question, we afjas in 2008/ noticed great
variations in the nuivers of respondents who would call the emergency number 112 or, alternatively,
other national numbers in emergency situations in their own country. The proportion of respondents
who mentioned 112 for emergencies within their own country ranged from 1%e@t&(as in 2008)

to 98% in Sweden.

This variation is, of course, partly influenced by the national situation in terms of the available
emergency numbers. For example, on average, nine out of 10 citizens (90%) in countries where 112
was the sole/main eangency number said they would call 112 in the event of an emergency in their
own country while only 38% of the respondents in countries where 112 operates along with other
emergency numbers said the same.

Group 1: wherd 12 is the sole/main emergencynmoer

The highest ratios of respondents who thought of calling the emergency number 112 in the event of an
urgent situation in their country were recorded, not surprisingly, in Sweden (98%), Finland and the
Netherlands (both 95%), and Denmark (94%). Initemtd many Portuguese citizens (85%) mentioned

that they would call the 112 number. In all these countries, 112 has been the sole/main national
emergency number in use for all emergency services (i.e. police, fire and ambulance) for the past few
years.

Only a minority of respondents in the five abawentioned countries provided an incorrect telephone
number or were not able to name any emergency telephone nuetzsst in Portugal wherg of

the Portuguese referred to a wrong telephone number andeB&onet able to give any emergency
number.

“I'n chapter 4, these calls are referred to as o6hypoth
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Romania has recently phased out the existing national emergency numbersSegitarabe2008,

112 has been thenain number to be called for any emergency services (i.e. police, fire and
ambulance)Reflecting his changea high majority of Romanians (83p«compared to 70% in 20D8

stated that they would call 112 in case of an emergency in their own country and only 3% mentioned
other national emergency numbers. Approximately one out of seven citizens fromi&¢b486) did

not know what number they would call in the hypothesis of an emergency event in their country.

Group 2 112 operates alongside other emergency numbers

In the countries in Group 2, 112 was introduced as a number in addition to their netin@mgéncy
numbers. The proportion of respondents who specified the emergency number 112 ranged from only
1% in Greece to 89% in Estonia (similar to 2008), and the proportion of those who stated other
national emergency numbers ranged from 16% in botm%ral Malta to 94% in the UK.

The countries in this group with the highest percentages of respondents who mentioned the emergency
number 112 were Estonia (89%) and LuxembdBE$6). In these countries, 112 has become the only
number to contact certain ergency services (ambulance or fire brigade). However, the number 110

in Estonia and the number 113 in Luxembourg also link callers to the police in case of an emergency.
We found that 37% of Luxembourgers and approximately a quarter of Estonian respdaaes)ts
specified these alternative national emergency numbers.

In Germany, threguarters of those interviewed mentioned that they would call 112 in case of an
emergency in their country (75%) and more than a third named other national emergency numbers
(39%). In Germany, the number 112 is available for emergency calls (police, ambulance and fire
brigade), while the police also have an alternative number (110). Similarly, in Slovenia, in addition to
the number 112 which is available for all emergencias,fumber 113 can be used to contact the
police in case of an emergency. Seven out of 10 Slovenes thought of calling the number 112 in the
event of an emergency in their country (70%) and six out of 10 said that they would call other national
emergency nutrers (60%).

Although in Spain there are several alternative emergency numbers, the majority of Spaniards claimed
that they would call 112 (64%) in the event of an emergency in their country. The other national
emergency numbers would be called by oneiin(16%) of the respondents; a similar ratio of the
Spanish citizens did not know what number they would call.

About a half of the respondents in Slovakia (58%), Latvia (56%), Lithuania (54%) and Poland (53%)
said they would call the emergency numbe? irlthe event of an emergency in their own countries.
Unlike most of the other Member States just mentioned, in Poland, the percentage of respondents who
referred to a national number was larger than the proportion of respondents who mentioned the 112
number (59% vs. 53%).

It is worth mentioning that in Bulgaria, where 112 has only been available couideysince the end

of September 2008, approximatébur out of 10respondents stated that they would call this number
in the event of an emergency hretr own country (45%). Twthirds of the Bulgarianstill mentioned
other national emergency numbers (66%).

Knowledge of 112 as the number to use in case of emergencies in a national context was the lowest in
Greece (1%), the UK (4%), Austr{&0%), Cyprus(10%)and Franc€11%). Looking at all countries,

in the UK Franceand Austria we saw some of the highest percentages of respondents who said that
they would call a national emergency number in the event of an emergency in their doeintee(

89%and 949%).

Cyprus distinguished itself from other EU countries by the highest proportion of respondents saying
they did not know any emergency number (47%xactly the same as in 2008. As in Cyprus, many
Maltese (38%) were not aware of any emergency runithe highest ratios of citizens who stated an
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incorrect telephone number for emergencies in their own countries were found in Ireland (23%) and
Italy (21%).

Tel ephone number (s) to call in the event of e
By national situ ation and country
% 112 % National % Other % DK/NA
number(s) number(s)
EU27 45 54 10 7
GROUP 1: 112 is the sole/main emergency number
== | Sweden 98 0 1 1
-+ Finland 95 3 3 2
== Netherlands 95 1 3 3
mms Denmark 94 8 3 2
Bl Portugal 85 4 7 8
B8 | Romania 83 3 2 14
GROUP 2: 112 operates alongside other emergency numbers
B2 Estonia 89 26 9 4
== Luxembourg 85 37 7 4
B Germany 75 39 13 4
gmm | Slovenia 70 60 7 4
2=  Spain 64 16 9 16
EEm | Slovakia 58 50 7 9
== Latvia 56 40 11 8
B | Lithuania 54 46 4 8
mm Poland 53 59 3 5
B=  Czech Rep. 45 72 4 4
EE | Bulgaria 45 66 1 9
B Malta 38 16 11 38
==  Hungary 29 64 9 17
IR Begium 27 66 5 9
Il tay 22 64 21 10
BT | Ireland 13 72 23 4
BN France 11 90 3 5
Cyprus 10 37 9 47
== Austria 10 89 4 3
2 | United Kingdom 4 94 15 2
= Greece 1 77 14 11
Q1. Can you tell me what telephone number you would call in the event of an emergency in [COUNTRY]?

%, Base: all respondents, by country
Comparison withthe 2008 results
Looking at the EU overall, the proportioof respondents answerintpat they would call the

emergency number 112 in the case of an emergency in their own csligittly increased between
2008 and 200¥41% vs.45%, up by four percentage points
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This increasavas the most noticeable Bulgaria: in 2008, 17% of Bulgariartisought of calling the
emergency number 112 in the event of an urgent situation in their gowhtte in 2009, this figure
was 45% (up 28 percentage poiniBhe proportion of respondentsentioring that they would call
112 in case of an emergency in their couraigo increased bynore thanlO percentage pointis
Romania(from 70% in 2008 to 83%m 2009;up by 13 percentage points) and Germéinygm 65% to
75%;+10).
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Q1. Can you tell me what telephone number you would call in the event of an emergency in [COUNTRY]?
%,Base: allrespondents, by country

Sociedemographic differences

With regard to the numbers that the respondents would call in the event of an emergency in their own
countries, we sawome variations among soale@mographic segments.

Men were slightly more likely to mention the emergency number 112 (48% compared to 42% for
women). Slightly more women did not know which number to call in the event of an emergency (8%
compared to 5% ahen).

The proportion of respondents who would call 112 decreased with age. While half of the 15 to 24
yearsolds reported they would call the emergency number 112 (52%), this percentage was as low as
38% for respondents over the age of 54. It was alsdrtbiat the respondents ageds525(55%56%)

were more likely than the youngest or oldest ones to call other national emergency numbers. The
oldest EU citizens (over 54 yeawfage) were more likely to give an incorrect telephone number or to
say they dichot know any emergency number.

Respondents in metropolitan areas were more likely than their counterparts in urban and rural areas to
say they would call the emergency number 112 (53% compared to, respectively, 41% and 45% in
urban and rural areas). Resglents in metropolitan areas were also slightly less likely to name a
national emergency number. For example, 49% of respondents living in metropolitan areas specified a
national emergency number compared to 55% of urban or rural dwellers.

Within the ocupational groupings, we noticed that the manual workers were more liable to call the

112 number in the event of an emergency in their country (49%). On the other hand;eheptmjed

and the employees were more likely to know the other national encgrgeimbers. One in 10 of

those not working were the ones giving an incorr

Finally, looking at the results for those respondents who reported having a disability, they were
slightly less to be able to specify an enggrgy number (42% vs. 45% of those without a disability for
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the emergency number 112, and 51% vs. 54% for national emergency numbers). In addition, the
respondents with disabilities were more likely not to know any emergency numhefigure
unchanged fror2008.

Tel ephone number (s) to calll in the event of en
By socio-demographics

% A112 % National % Other % DK/NA
number(s) number(s)
SEX
Male 48 54 9
Female 42 54 10
AGE
157 24 52 53
25-39 49 56
407 54 46 55 10
55+ 38 52 11 11
URBANISATION
Metropolitan 53 49 10 5
Urban 41 55 10
Rural 45 55 9 7
OCCUPATION
Self-employed 45 58 9
Employee 47 57
Manual worker 49 51 8
Not working 42 51 11 10
IMPAIRMENT
Any impairment 42 51 11 12
No impairment 45 54 10 6

Q1. Can you tell me what telephone number you would call in the event of an emergency in [COUNTRY]?
%, Base: all respondents, by sociedemographics

As in the previous survey (8), we will now exploré in greater depthi the relationship between
knowledge of the European emergency number 112 and those respondents with disabilities.

As stated above, respondents who reported having a disability were less likely to be ahlléytarspe
emergency number (112 or national number) and more likely to say that they did not know any
emergency numbers. We also observed that older respondents were less likely to say they would call
the emergency number 112, and more likely to give amriecbtelephone number or say they did not
know which number to call.

As we did in 2008, because older respondents are more likely to have, for example, a visual or hearing
impairment, we have again explored the relationship between preferred emergentosrs and
having a disability, or not, in more depth by separately looking at each age group in the survey.

In the overb4 age group, we saw that while with regard to 112 or the incorrect numbers provided
there was not much difference between those wit#abilities and those without, the disabled
respondents were less likdalyan those without disabilities gay they would call national emergency
numbers in the event of an emergency in their own country (49% vs. 53% of those without a
disability). Theoldest citizens with disabilities said more often than the oldest respondents without
disabilities that they were not aware of any emergency numbers (15% vs. 10%).
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Considering one of the middle age groups (thé4§earolds) we found that the respondemnvith
disabilities would call both the 112 number and the other national emergency numbers in higher
proportions than those without disabilities.

The citizens with disabilities aged -39 were more likely to say they would call the number 112 in
the evehof an emergency in their country (57% vs. 50% of those without a disability), and were less
likely to mention the other national numbers available for such situations.

In the under 25 age group, there were no significant differences between thosmnavitvithout
disabilities in relation to the 112 number. However, fewer respondents with disabilities mentioned
incorrect numbers (1% vs. 8% in the case of those with no disabilities), and slightly more of those with
a disability said they would call a natial emergency number (56% vs 53% without disabilities).

Telephone number(s) to call in the event of an emergency T national context
By age group and disability
% A11: % Natonal % Other % DK/NA
AGE IMPAIRMENT number(s)  number(s)
151 24 Any impairment 55 56 1 3
No impairment 53 53 8 4
2571 39 Any impairment 57 52 10 2
No impairment 50 56 8 3
407 54 Any impairment 50 57 7 6
No impairment 46 54 10 5
55 + Any impairment 37 49 12 15
No impairment 39 53 11 10

Q1. Can you tell me what telephone number you would call in the event of an emergency in [COUNTRY]?
%, Base: all respondents, by age group and impairment

3.2 Calling the emergency services from another EU Member State

The EUVOPean emergency number 12 Knowledge of 112 as the EU  -wide emergency number
now available in all Member States

However, the general public remair 112 Other number(s) 2 DK/NA
rather unfamiliar with this fact as only .
one out of five EU citizens coulc
spontaneously identify 112 as th 2009 24 7

number to call for emergency service

The majority of respondents (69%) sa -

from anywhere in the EU (24%; a 1
they d|d not knOW Wh|Ch number WOUI( Q2. Can you tell me what telephone number enables you to call

increase otwo percentage points ove
emergency services anywhere in the EU?

2008). 2008 22 8

enable them to call emergency servic %,Base: allrespondents, EU27
anywhere in the EU. Seven percent of respondents gave an incorrect answer to this qaestien (i.
provided a number other than 112).

Country differences in knowledge of 112 as the European emergency number

As in 2008, the results showed large variations between EU Member States in the knowledge of 112 as
the European emergency number. Whitgraximately half or more of the respondents from the

Czech Republic (58%; 34 percentage points above EU average), Luxembourg (56%) and Poland
(50%) correctly answered that 112 was the telephone number that enabled them to call emergency

page27



Flash Eurobarometer N° 262 1 The European Emergency Number 112 Analytical Report

services anywherim the EU, the number 112 was practically unknown to interviewees in Italy (only
3% correctly stated the number), Greece (4%) and the UK (8%).

The level of knowledge of 112 as the European emergency number was, on average, much higher in
the countries whe 112 is the sole/main emergency number (Denmark, Finland, the Netherlands,
Portugal, Sweden and Romantapn in countries where 112 operates along with other emergency
numbers (40% vs. 22%). However, we are again able to conclude that knowing 1lenzergency

number to call from one's own country did not necessarily mean that respondents were also aware of
this number as the European emergency number.

For example, in all countries where 112 is the sole/main emergency number, although very many
respomlents declared that they would call 112 in the event of an emergency in their own country
(between 83% and 98% depending on the country), significantly fewer respondents knew that 112 also
enabled them to call emergency services anywhere in the EU (bed@&eand 47% depending on

the country). The highest such difference was noticed in Denmark: while 94% of Danish citizens
would call 112 for an emergency in their country, only three in 10 (30%) knew 112 as 4hvel&U
emergency number. On the other hahe, least difference was noticed in Romania: 42% were aware
that 112 enabled them to call emergency services anywhere in the EU compared to 83% who
mentioned they would call 112 for an emergency in their country.

When looking at the EU countries that hatber national emergency numbers in addition to 112, we
identified similar differences. The biggest were seen in Germany and Sloveniaqubress of
Germans (75%), and seven out of 10 Slovenes (70%) said they would call 112 in the event of an
emergencyin their own country, and only 16% of Germans and 13% of Slovenes knew that 112
enabled them to call emergency services anywhere in the EU. In this group of countries (with multiple
emergency numbers) we found the other situation too, i.e. that 11baweswell-known as the
European emergency numkfan as the number to call in case of emergency at .heaneexample,

while in France and Austria only one out of 10 respondents would call 112 in the event of an
emergency in their country (11% and 10%,pexgively), 29% of French and 28% of Austrian
respondents were aware that 112 was thenitlé emergency number.

It is worth noting that although the European emergency number 112 was recently intnoaticed
wide in Bulgaria (September 2008), half (49%f Bulgarian respondents weaéready familiar with
112 being the number that would enable them to call emergency services anywhere in the EU.

Finally, Ireland and the UK were the countries with the largest groups of respondents who gave

another numbethan 112 that would enable them to call emergency services anywhere in the EU (24%
and 16%, respectively). These two figures were unchanged from 2008.
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Knowledge of 112 as the EU  -wide emergency number

112
3
37|
495 g ERE
117
6 . .
8

58
56 50 49 47 47 46 43 43 42 41 3g

Other number(s) mDK/NA

s 7llssll6 364
I% IHHH. 8287792
o . 24
16
16 16 13 11 8 4
_

30 30 29 29 28 27 24 51 17
3

wEm 5 X gk

LU
PL
BG
SE
Fl
SK
LT
NL
RO
EE
BE
PT
DK
LV
FR
AT
HU
[Evar ]
ES
MT
DE

Q2. Can you tell me what telephone number enables you to call emergency services anywhere in the European Union?
%,Base: allrespondents, by country

Comparison withthe 2008 results

A comparison with the results of the@)survey showed that respondewese nowslightly more

likely to correctly answer that 112 was the telephone number that enabled them to call emergency
services anywhere in the EU. At the country level, this increase in the level of knowledge of 112 was
primarily seen m Romania (upy 12 percentage points), LithuardéadBulgaria poth+11), Sweden

and Portugal (both +10).

Polandand Estonia were the only countries whienger respondents correctly answered that 112 was
the telephone number that enablé®m to call emergency services anywhere in the EU. The
proportion of Polish respondents who were aware that 112 was thegideUemergency number
decreasetb 50% in 20® from 56% in 20(3.

In addition to the national promotion campaigns, the press awdadlowing the launch of legal
actions against some Member States (such as Bulgaria, Romania or Lithuania) may have contributed
to theincrease irthe proportion of respondents answering ttist was the telephone number to call
emergency services anywhkdn the EU
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Knowledge of 112 as the EU  -wide emergency number i 2008-2009
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Q2. Can you tell me what telephone number enables you to call emergency services anywhere in the EU?
%,Base: allrespondents, by country

Sociodemographic analysis of knowledge of 112 as the European emergency number

The tableon the next pagshows that the variations knowledge of 112 as the European emergency
number, across socitemograplt groups, are quite similar to those already described in the context
of knowledge of emergency numbers at the national level. For example:

e Men were more likely to be familiar with 112 as the European emergency number (28% vs. 20% of
women). More womeould not mention the number that enabled them to call emergency services
across the EU (73% vs. 64% of men).

e The oldest respondents (55+) were the least likely to know about 112 as the European emergency
number (17% vs. 25%1% depending on the age grouaihd they were significantly more likely
than their counterparts to say that they did not know what telephone number enabled them to call
emergency services anywhere in the EU (77% vs.-68% depending on the age group)

e Respondents in metropolitan aremsre more likely than those living in urban and rural areas to
know 112 as the European emergency number (30% compared to, respectively, 23% and 24%).

¢ Within the occupational groups, we saw that the-working citizens were less aware than their
counterpas that 112 enabled them to call for help in the event of an emergency anywhere in the
EU (19% compared to 2B0% depending on the group).

e Finally, respondents with disabilities were less likely to be familiar with 112 as the European
emergency number 8% vs. 25% for respondents without a disability).
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Knowledge of 112 as the EU  -wide emergency number
By socio-demographics

% fill20 % Other number(s) % DK/NA
SEX
Male 28 8 64
Female 20 7 73
AGE
157 24 29 10 61
2571 39 31 8 60
4071 54 25 7 68
55+ 17 6 77
URBANISATION
Metropolitan 30 8 63
Urban 23 7 71
Rural 24 8 69
OCCUPATION
Self-employed 28 7 65
Employee 30 8 62
Manual worker 30 8 62
Not working 19 7 74
IMPAIRMENT
Any impairment 18 7 76
No impairment 25 7 68

Q2. Can you tell me what telephone number enables you to call emergency services anywhere in the European
Union?
%, Base: all respondents, by sociedemographics

As discussed above, similar to the results regarding the emergency natnbengtional level, we

found again that the older respondents and those with disabilities were less likely to know the
European emergency number 112. 7 ifrmare depthi & the e as on,
knowledge of 112 as the European emergeneygber by age groups and disability.

Within the overb4 age group, the respondents with disabilities were indeed less likely than those
without disabilities to know that 112 was the emergency number valid across the EU (13% vs. 18%),
and were more likelyo say that they did not know the identity of the-ide emergency number
(81% compared to 76% of those of that age group without disabilities).

The same overall pattern was found within the group e82§earolds: while just a quarter (27%) of
those with disabilities were aware of the European emergency number, 32% of those without
disabilities had some knowledge; in addition, slightly more respondents with disabilities did not know
the number that would enable them to call emergency services anywhiezeEU (63% vs. 60%).

We did not find significant differences in the knowledge level about 112 as the European emergency
number between the disabled and-disabled respondents within the groups of285yearolds and

the 4054 yearolds. Neverthelgs, the youngest respondents with disabilities (age24) svere more

likely to name an incorrect number as the-llde emergency number (15% vs. 10% in the case of
those without a disability).
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Knowledge of 112 as the EU  -wide emergency number
By age group and disability

% Allz % Other % DK/NA
AGE IMPAIRMENT number(s)
157 24 Any impairment 30 15 55
No impairment 29 10 61
257 39 Any impairment 27 10 63
No impairment 32 8 60
407 54 Any impairment 25 9 66
No impairment 25 7 68
55 + Any impairment 13 5 81
No impairment 18 6 76

Q2. Can you tell me what telephone number enables you to call emergency services anywhere in the European Union?
%, Base: all respondents, by age group and impairment

Knowledge of 112 aboth a national emergency number and as the European emergency number

As in 2008, we nowpresenta chart that looks at the answers related to the number to call emergency
services anywhere in the EU (Question 2) by their answetalting emergency serws in a national
context (Question 1).

It distinguishes between three groups of respondents:

e Those who mentioned the number 112 in a national context;
e Those who said they would call national emergency numbers but not 112; and
e Those who only gave increct answers or who did not know any emergency numbers.

Only 39% threepercentage points more than in 2008) of respondents who reported that they would

call 112 in the event of an emergency in their own country also knew that this number couldtbe used

reach the emergency services anywhere in the EU. This means that, as in 2008, we can conclude that
having knowledge of 112 as an emergency number
necessarily mean that respondents were also aware of this numike &uropean emergency

number.

Nonetheless, knowledge of 112 as the European emergency number was higher for those respondents
who said they would call 112 in the event of an emergency in their own country than for those
respondents who did not mentitnl 2 or who gaveknowhcanswetsof3@%Hood
to, respectively, 14% and 5%).
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Knowledge of the European emergency number 112
By the numbers respondents would call in the event
of an emergency in their own country (Q1)

112 Other number m DK/NA
Q1: They would call 112
2009 39 5 57

Q1: They would call national number, not 112

2009 14 10 75

2008 13 11 s
Q1: They could not correctly name an emergencynumber

2009 |5 7 88

2008 |6 7 88

Q2. Can you tell me what telephone number enables you to call emergency services
anywherein the EU?
Q1. Can you tell me what telephone number you would call in the event of an emergency
in [COUNTRY]?
%,Base: allrespondents, EU27

Knowledge of 112 as the European emergency number and opinions about the adequacy of the
information provided about the number

In the next chart of this chapter, we look at the percentages of respondents who agreed, or disagreed,
thatpeople in their country were adequately informed about the existence of the European emergency
number 112by their knowledge of 112 as the Europeamergency numbets in 2008, | cross
tabulating the answers to these questions, we examined whether knowledge of 112 as the European
emergency number corresponded to opinions about the adequacy of information about the number
(Question 4).

Again, as in2008, we found that interviewees who did not know 112 as the European emergency
number were less likely to say they agreed that people in their country were adequately informed
about the existence of the European emergency numbearid2hey were morekely to totally
disagree with the statemelithile just over four out of 10 respondents who knew 112 as the European
emergency number agreed that people in their country were sufficiently informed about the number
(42%), only 32% of respondents who gaveicorrect European emergency number, and 25% of
respondents who did not know the European emergency number, agreed with the statement.

However, while 30% of respondents who gave an incorrect European emengemagr andB5% of

those who said they didohknow such a numbeotally disagreed that people in their country were
adequately informed, only 18% of respondents who knew the number totally disagreed.
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Opinionsabout112 Al n [ COUNTRY], peopl
informed about the existence of the European emergency
number 1120

by Knowledge of 112 (Q2)

Totally agree * Tend to agree ® Tend to disagree mTotally disagree ' DK/NA

Q2: 81129
2009 18 24 34 18
34 CIN 6
35 30 4
4 36 3

35 8

37 7

Q2: Other number

2009 13 9

2008 12

Q2: DK/NA

1
15
2009 11 14
2008 10 13

3
Q4b.Pl ease tell me to what extent you agree or d

Q2. Can you tell me what number enables you to call emergency services anywhere in the EU?
%,Base: allrespondents

Knowledge of 112 as the European emergency number and the irdtion received concerning the
European Emergency number 112

As we have stated previously, knowledge of 112 as the European emergency number is, of course, not
only influenced by the national situation in terms of available emergency numbers, but di&o by t
frequency and amount of information provided to citizens about the European emergency number 112
(Question 3).

For most of the countries, where respondents saidhthdyeceived information about the European
emergency number 112 in the past 12 mgnife also found that knowledge of the number was above

the EU average. In addition, most countries where respondents were very unlikely to have received
information about the European emergency number, also scored the lowest on knowledge of 112 as
the Euopean emergency numb&or example:

e Bulgaria (606), Romania (57%) and Lithuania (50%) were the countries with the highest
proportions of people who claimed that during the past 12 months they hadrskeard
information about 112In these countrieshé level of knowledge of 112 as the European
emergency number waamost twice as high as in the EU overall (49%, 42% and 43%,
respectively, vs. 24%)

e Respondents in the UKnd Greece, on the contrary, waiong thdeast likely to say they

hadreceivedinformation about 1127% and 9%, respectivelyand he number 112 waalso
practically unknown to intervieweestinese countrie€% and 4%, respectively
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Relationship between knowledge of 112 as the EU -wide emergency humber and
the proportion of respondents who received information about the European
emergency number 112
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Percentage of respondents who said they had received information about the
European Emergency number 112 in the past 12 months
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4. Experience of calling the European emergency number 112

Calls to the European emergency numbgr2 must be appropriately answered and handled in a
manner best suited to the national organisation of emergency systems, and the handling must be of the
same quality received when another national emergency numbedied. ddember States are also
obliged to make sure that telecommunications operators provide emergency services with information
about the location of the person calling 112. Another important element that contributes to an effective
response, in the casé @mergencies reported by visitors from foreign countries, is the availability of
multilingual support.

The European emergency number 112 can now be called from both fixed and mobile telephones
across the EU. However, the use of 112 for calling the emeygservices is not without practical
problems, such as connecting to the emergency services, overcoming language barriers, etc. An
important issue in relation to the implementation of 112 is the provision of caller location information,
which is still notguaranteed for mobile calls to 112 in some Member States.

As in 2008, we now | ook at wusage of the European
when calling 112 and other national emergency numbéiisstly, the usage of 112 and other
emergeny numbers is analysed for calls made in the past five years as well as for the most recent
calls. Secondly, the following characteristics of emergency calls and aspects of the quality of handling

such calls are covered, i.e.:

The type of telephone usemmake the 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 locate the emergency

Follow-up actions to the emerggncall

4.1 Proportion of EU citizens who called 112 vs. other national
emergency numbers

e As in 2008, one quarter of EU citizens called an emergency number in the last five
years. There were fewer of these calls addressed to 112 than to other national
emergency numbers.

e The last time they needed assistanoggre than a half of the respondents called a
national emergency number (57%), and four in 10 (41%) called Id2emergencies
in their own country Ofthecalls madeto 112 n oneds ,BWnweeallsnt ry
in countries where 112 operates along with other emergency numbers, &%d\8ere
calls in countries where 112 is the only/main emergency number.

4.1.1 Emergency calls in the past five years

Compared to the results of the previous wave oftthisd survey, there was not much variation in the
proportion of the EU citizens who called an emergency number in the last five years. While 11% of

® The questios aboutcharacteristics ofhe lastemergency calls and aspects of the qualityhanfdling the
emergency callsvereonly asked to the 0,305 respondentsho had called an emergenoyimberat least once
in the past five yearsGiven the small amber of respondents who reported thiay had (last) called an
emergency service while visiting another EU coulfitry147),cautionis advised when analysing the results for
this group
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the respondents had called the European emergency number 112 (10% had called 112 and 1% had
called both 112and a national emergency number) in the past five years, 15% of interviewees had
only called other national emergency numbers. Almost thoeeters of EU citizens said they had not

called any emergency number in the past five years (Mbtgh representso change from 2008.

Proportion of EU citizens who ¢ all ed an emergency number
inthe last5 year s
2009 2008
Yes, only 112 10
9
) 15
Yes, only national emergency numbers 16
Yes, both 112 and national emergency | 1
numbers 1
1
Other numbers 1
No, | have not called any emergency 74
number 74
DK/NA 0
1

Q5. In the last five years, have you called the European emergency number 112 or a national
emergency numberin [COUNTRY] or in another EU country in the event of emergency?
%,Base: allrespondents, EU27

Individual country differences

Estonians made the most use of the emergency services in the past five years (53% compared to the
average of 25% for the EU). Four out of 10 respondents from Lith(a4?%a), Latvia and Finland

(both 42%), as well as from Luxembourg (40%) made at least one emergency call in the past five
years.In a number of countrietessthanone in five respondengaid they used aamergency number

in the defined timeframelreland (11%), Cyprus (13%), Malta (14%), Hungary (15%), Slovenia
(16%), as well as Belgium (18%) and Greece (19%).

Proportion of citizens who ¢ all ed an emergency number in the last 5 year S, per country

B No, | have not called any emergency number Yes (only 112 + only national emergency numbers + both)

53 44 42 42 40 31 31

29 28 26 26 25 25 25 25 24 24 23 22 21 20 19 18 16 15 14 13

7473074 76l7SH79l79 S82Hs5His7
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Q5. In the last five years, have you called the European emergency number 112 or a national emergency numberin [COUNTRY]or in a not her EU

country in the event of emergency?
%, Base: allrespondents, by country
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Sociodemographic considerations

The sociedemographic analysis showed Proportion of citizens who called an emergency

that respndents in the oldest age groups number in the last 5 years
By socio-demographics

were the ones that were most liable to

say they had not called an emergency % No (;/izflll' \ t% |

. . emer- < Nationa
number in the pa_st five years (79% vs. genoy call  and emer-
67%74% depending on the segment, a national = gency
similar result to 2008), while emer-  numbers
respondents between 25 and 39 y@dirs nu%ﬁggs)
age were the ones that had most often

o AGE
made such a call. Not surprisingly, -
within the age segments, we saw that the 151 24 74 11 13
oldest respondents were the least likely 257 39 67 14 18
to have called 112 (as in 2008), and 407 54 72 12 16
more 2539 yearolds than all the other 55 + 29 . 13
age groups said they cadl either the
. _ URBANISATION
European emergency number in the last " "/} :
five years (14% vs. 7% of the oldest, - Metropolitan 69 15 15
11% of the youngest and 12% of the 40 Urban 74 10 15
54 vyearolds), or a different national Rural 75 10 14
emergency number (18% vs. 13% of OCCUPATION
both the oldest and youngest Self-employed 20 13 16
respondents, 16% of the &@ year
olds). Employee 69 13 18
Manual worker 73 11 15

The EU citizens living in metropolitan Not working 78 9 13
areas were more likely to have made an IMPAIRMENT
emergency call over _the past five years, Any impairment 1 12 16
and they were more likely to have called e
112 (15% vs. 10% in both urban and No impairment 4 11 15

Q5. In the last five years, have you called the European emergency

number 112 or a national emergency number in [COUNTRY] or in
another EU country in the event of emergency?

%, Base: all respondents, by sociedemographics (0-1% other numbers/0-1%
DK/NA)

rural zones).

Those respondents not workimgere the
most likely to say they had not made a
call to an emergency number in the past five years (78% compared t3338%epending on the

other occupational segment), and the least apt to say they had called 112 (9% vs. 13% of employees
and the selenployed). The employees were more likely than the-eslployed, manual workers and

those not working to have called national emergency numbtrarthan 112).

The existence, or not, of a respondentdacillsdi sabi
made to either the European emergency number 112, or to other national emergency numbers in the
past five years.

4.1.2 Most recent emergency calls

The respondents, who had called an emergency number at least once in the past five yeak®dvere as
which number they called during thast emergency situatioand if they were visiting another EU
country at the timeWhen studying the results, we took into account national differences in the
availability of emergency numbers (as discussed in Ch8jte

Overall, the vast majority of interviewees called an emergency number for an emergency situation in
their owncountry; very few have called emergency services while in another EU country.
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A majority of respondents (57%,; a decreaséoaf percemage points compared with 2008) said that,

the last time they needed assistaritey were in their own country andlialled other national
emergency number€f all emergency calls made in the last five yeawar but of 10 were 112 calls

i n o n e 0 stry@diWoman owerall increase @ur percentage points over 200@Jthough, there

were less emergency calls addressed to 112 than to other national emergency numbers, compared to
the previous wave of this trend survey, we saw an increase in the propafrthose who called 112

in the event of an emergency situation in their own cofintry

Looking at the results by taking into account national differences in the availability of emergency
numbers, we saw thaf all emergency calls made in the past fiigars, 28% were calls to 112 in
countries with multiple emergency numbers while the respondents were in their own cdantyies

one percentage point differenc®mpared to 2008)and 13% were calls to 112nder similar
circumstancesn countries whex 112 was the sole/main national emergency nuit@eincrease of

five percentage points compared to the previous wave of the survegfier wordspf the calls made
toll2i n a citi ze m®sverecallnin aountriestwheydl2 operates alongith other
emergency numberand 31% were calls in countries were 112 is the only/main emergency number.

As in 2008, very few respondents have called emergency numbers while’abribedast five years.
Just 1% ofall emergency calls were made to tharopean emergency number 112 by people visiting
another EU country, and even a smaller percentage of calls were made to other national emergency

numbers in this situation (0.4%).

Number called during the last emergency situation

Called 112 (countries with national
emergency numbers)

Called 112 (countries with 112 as main
emergency number)

Called a national emergency number

Called 112 in another EU country

Called a national emergency number
in another EU country

DK/NA

1
1
0.4
0.6
0.7
0.6

2009

13

28
29

2008

Q6. Please think about the LAST occasion when you called an emergency number.
Was this call made...
%, Base: those who called an emergency number in the last 5 years

57
61

Individual country differences repeat thieesults of hypothetical calls to emergency services (Q1 and

Q2)

As it could be expected, in countries where 112 was the only/main national emergency number, during
the | ast emergency situatd.i
The proportion of respondents who called the 112 number was 98% in Sweden, 93% in the
Netherlands, 92% in Finland, 91% in Denmark, 86% in Portugal and 85% in Romania. A comparison
between the results for 2008 and 2009 did not show any signifiemnd in the ifst five of these

countries since the proportion who called 112 was already very high. In Romania, however, we noted

on

n

oneod dismumber. countr

® part of this difference can be attributed to the fact the grougpahtries with 112 as main emergency number
contained one additional counfiryRomaniai compared to the situation in 2008.
" The number of respondents who called 112 in other EU country was 110, and the number of those who called a

national emergency mtber in other EU country was 37.
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a significant increase in the proportion of respondents who called the 112 ninmime69% in 2008
to 85% in 2009.

In the Member States where other national emergency numbers were also in operation, the proportion
of respondents who called the emergency number 112 during the most recent emergency event in their
own country was as low as 2% in the UK and as high as 81Bsétonia, and the ratios of those who
called an alternative national emergency number ranged from just 17% in Estonia to 98% in Greece.

The 2008 results showed that Bulgaria, the UK and Greece had the lowest rates of respondents who
called the emergenayumber 112 during the most recent emergency everi2(&do In 2009, the UK

and Greece were stileenat the very bottom of the distribution; however, in Bulgaria, significantly
more respondents in 2009 said they had called this number (13% vs. 1%).

Number called during the last emergency situation

Called 112 (countries with national emergency numbers)
Called 112 (countries with 112 as main emergency number)
m Called a national emergency number
Called 112 in another EU country
m Called a national emergency number in another EU country

DK/NA
+;.iI.IiIIIII B I i E s
98 ||
93 92 91 gg g5 o) i
66 61 g 13
° 146 12 40 5

2

®l21 2% 19/ 5 3 5
%E'EE‘EQHBmV’%EEZ%EE'Bt%698&2d§

w

Q6. Please think about the LAST occasion when you called an emergency number. Was this call made...
%,Base: those who called an emergency number in the last 5 years, by country

Socicdemographic analysis

When comparing the numbers that respondents in the differentdmmiographic groups had last
called during an emergency, it was noted that there were:

e no major differences in the proportion of peadents (in the various categories) who called an
emergency number in another EU country,

e variations in the proportion of respondents who called the emergency humber 112 and those
who opted for other national emergency numbers in the event of an enyengeheir own
country.

To some extent, the observed patterns of differences repeated those found when studying the
hypothetical situation of calling emergency services (Questiom b u mber t o cal l in
emergency i n yaodQuestin@m nauanbretrr oo call in case of
EU colntryo

As in 2008, the proportion of respondents who called 112 during the last emergency situation in their

own country decreased with age, while the proportion who called a national enyergenber
showed the opposite tendency. While 44% of the youngest respondents reported they called 112, this

page40



Analytical Report Flash Eurobarometer N° 262 1 The European Emergency Number 112

held true for just 37% for the oldest EU citizens. Similarly, while 62% of respondents over 54 said
they called a national emergency number, this maas just 54% for the 184 yearolds.

Respondents in metropolitan areas were also more likely to have called the emergency number 112
during the last emergency situation in their own country (49% compared to 37% in urban areas and
40% in rural areasand they less frequently called a national emergency number (48% compared to
59%-61% in rural and urban areas).

Within the occupational segments, we saw that in countries where a 112 number was in operation
along with other emergency numbers, the-eafployed called 112 slightly more often than their
counterparts.

Finally, respondents with disabilities were slightly less likely to have called the European emergency
number 112 during the most recent emergency that occurred in their own country (38B%oviar
respondents without a disability).

Number called during the last emergency situation
By socio-demographics

% % All % A1l % A1l1l
National (countries  (countries
numbers with 112 other
as main nmbs.)
nmb.)
EU27 57 41 13 28
SEX
Male 57 41 12 29
Female 58 40 14 27
AGE
157 24 54 44 13 31
25-39 55 42 13 29
407 54 57 41 12 30
55 + 62 37 13 23
1k URBANISATION
: Metropolitan 48 49 13 37
Urban 61 37 12 25
Rural 59 40 13 27
OCCUPATION
Self-employed 56 42 12 31
Employee 57 41 14 27
Manual worker 57 40 12 28
Not working 58 40 12 28
IMPAIRMENT
Any impairment 58 38 12 27
No impairment 57 41 13 28

Q6. Please think about the LAST occasion when you called an emergency number. Was

this call made...

%, Base: those who called an emergency number in the last 5 yeardyy socio-demographics (0-2%
DK/NA)
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4.2 Characteristics of the most recent emergency call

e The majority of the most recent emergency calls were made from a fixed
telephone(53%). Compared to 2008, more of these emergency calls were made via a
mobile telephone (45% vs. 42% in 2008).

e A minority of the respondents who called emergency services experienced difficulties
in establishing or maintaining the communicatio(7%; downone percentage point
compared to 2008)As in 2008, Polish respondents were the ones that had most
frequently encountered such difficulties (17%).

e There was a low proportion of problems attributable to the telecommunications
operators (1%), 3% of responden got a busy tone or got no reply from the
emergency service, and another 3% reported other problems.

e Such communication problems were reported more frequently by mobile phone users
(9%) than by fixedline phone users (5%). The respondents who made aergency
call in another EU country were more likely than those who made it in their own
country to have encountered technical difficulties.

e Approximately three out of 10 (29%) respondents who called emergency services when
visiting another EU country saidthey had

languageelated problems when

communicating with the emergency services. This is lp percentage points from

2008.

e Respondents who made an emergency call with a mobile phone were less likely to
provide the emergency service with the exact addreof the emergency (83%
compared to 94% for fixedine telephone users).

¢ Respondents who made an emergency call while visiting another EU country were
less likely to be able to provide an exact addré&3% for calk to 112 and 80% for
calls toother numkbers vs 87% - 90% of those who called the emergency serviges i

their own country).

e Regarding the followup given to the call, in a large majority of cases an emergency
unit arrived on the spot (83%, upvo percentage points from 2008). An emergency
unit was reportedly sent but did not arrive in 2% of the cases (as in 2008), with
highest percentage (10%) being in Latvia.

4.2.1 Type of telephone used

As in the previous wave of this trend surve

Type of the telephone

used to make the

the majority of most recent emergency ca gmergency call

were made froma fixed telephone (53%).
Compared to 2008, more of these emerget
calls were made via a mobile telephone (4t
vs. 42% in 2008). Only 1% of responden
used a public payphone, while the proportit
of respondents who used VolP was ag¢
negligible.

Individual country differences
The individual country results showed thi

with six out of 10 respondents having usec
fixed telephone, France (69%; 16 percente
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53

Fixed telephone
55

45

Mobile telephone
42

N B

Public payphone

Via Internet (VolP)

DK/NA

0
0
1
1

Q7. What kind of telephone did you use?
%, Base: those who called an emergency number in the last 5 years
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points above the EU average), Italy (66%), Greece (64%) and Germany (62%) had the highest ratios
of citizens who called emergency services from a landline.

On the other hand, respondents in Finland were the ones that most frequently used a mobile phone
when they last called the emergency servicas in 2008 (76%; 31 percentage points above Hig¢
average). High proportions of mobile phone usage for this purpose were also recorded in Poland
(70%), Lithuania, Hungary and Estonia (all three 69%), as well as in the Czech Republic (68%).

It is worth mentioning that 7% of respondents in the CzechuBligpsaid they last called the
emergency services from a public payphone, while in all other EU countries the percentage that called
from a public phone was equal to 3% or less.

On average, significantly more EU15 citizens than those froncdhbatries lhat joined the EU after

2004 used fixedline telephones when they last called the emergency services (59% in the EU15 vs.
33% in the NMS). Not surprisingly, the usage of mobile telephones for emergency calls was, on
average, much higher in tlkeuntries hat joined the EU after 200865% vs. 40% in the EU15).

Type of telephone  used to call emergency services

Fixed telephone Mobile telephone Public payphone M Via Internet (VolP) DK/NA

29 31 33 36
38 39 41 44 45 47 47 48 48 50 53 55 59 61
59 61 62 65

69 70 69 69 oo 76

69 66 64 62
5957 56 54 53 52 51 51 50 49 e
42 40 39 38 37 36

32130 29 28 27 25 »3

T T T T T T T T T T T T T T T T T T T
L N -
2 5 o0&

FR
IT
EL
DE
LU
BG
UK
BE
[EUz7]
ES
IE
DK
MT
SE
NL
CY
PT
S
RO
SK
AT
LV
E
PL

Q7. What kind of telephone did you use?
%,Base: those who called anemergency number in the last 5 years, by country

The reported usage of mobile phones to call the emergency services is linked to the proportion of
mobile phoneonly households in each country. According to the resafitheSpecial Eurobarometer
293fiEcommuni cat i ons °Hhhe pescentagel ofimokile pheoely hbuseholds is the
highest in the Czech Republic (64%) and Finland (61%) but below the EU average in countries such
as France and Greece (both 16We calculated that the correlation coefficient for the relationship
between the proportion of respondents who used a mobile phone to call the emergency services in
each EU country and the proportion of mobile phonly households in that country was elgiwa 68

i this number signifies a strong (and rising) correlation between the two variables at a country level.

8 See:http://ec.europa.eu/public_opinion/archives/ebs/ebs 293 full_en.pdf
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Relationship between mobile phone usage to call the emergency services and
the proportion of mobile phone only households
90

Reported usage of mobile phones to call the
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Sociodemographic considrations

The dlffere_nces in the percentage of responden]t§IOe of telephone used to call the emergency
in the various socidemographic groups that services
used either a mobile phone or a fidete By socio-demographics

telephone, when last ca_IImg the emergency % Fixed | % Mobile

services, can be explained by the actual telephone  telephone

breakdown of mobile phongsage. SEX

Since we expect that men are more likely than Male e >3

women to have a mobile phone which they Female 61 37

regularly usg they are also more likely to say AGE

they have called the emergency services using 15i 24 32 67

mobile phone (53% vs. 37%). The same 25 _ 39 42 56

reasoning applies when cparing younger and )

older respondentS For example, while 101 54 > is

approximately only one in four respondents over__ S 3 24

54 had made their last emergency call with £ [} URBANISATION

mobile phone (24%), two in three respondent.=- Metropolitan 48 50

aged between 15 and 24 yeafsage had done Urban 56 42

so (67%). Rural 52 46

The residents from metropolitan areas used OCCUPATION

mobile phone more often than their counterparts Self-employed 36 60

when they last called an emergency number Employee 52 46

(50%). Manual worker 39 58
. Not working 60 38

Nonworking respondents were the ones that

most often mentioned that they last called tt IMPAIRMENT

emergency services from fixedline telephone Any impairment 65 33

(60% compared to, for example, 52% of No impairment 51 47

employees). The seHfmployed and manual Q7. what kri]nd oftﬁlephcﬁng did you use? S

%, B : i 5
workers, on the other hand, most often called th o (o100 DRy > Mo I e fast yearsy
emergency services with a mobile phone (60%

and 58%, respectively compared to, for example, 46% of gead).

Respondents with disabilities were less likely to have used a mobile phone when they last called the
emergency services (33% vs. 47% of respondents without a disability). This difference is probably
again the consequence of a combination of factaes already mentioned that respondents with
disabilities tend to be oldérand thus less likely to have a mobile phdriebut it may also be true

that they leave the house less frequently, and thus are more likely to be able to uselimefixed
telephondrom their home.

Differences between 112 calls and calls to other national emergency numbers

As in 2008, t he most recent calls made to 112
country were most often made by mobile phone: 59% of the rdsptsywho called 112 in countries

Flash 24 1(lI nformation soci et WAslimsnajarity ef men{58%)HEded theirt i zen s
mobile phone several times a day @ared to 42%of women. Women, on the other hand, tended to use a
mobile phone I ess frequently: once a day, once a week
(http://ec.europa.eu/public_opinion/flash/fl 241 _eif)p

' The same Flashep o r t (241) Onlg @ guartereofl thetoliea 54 yddlds used a mobile phone

several times a day; thisoportion increased to almost thrgearters (73%) of the 134 yearoldso

11 As shown in Flash 241.
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where this number was the sole/main emergency number used mobile phones (an inaiegde of
percentage points compared to 2008); the same holds true for the 54% who called 112 in countries
with multiple emergency number®n the contrary, when the respondents were in their own country,
the last calls to alternative national emergency numbers were made primarily frordinfexed
telephones (60%); only 38% used mobile phones in these cases (compared to 2008, this essan incre
of three percentage points in mobile phone usage for emergency calls to other national emergency
numbers).

Approximately four out of five respondents (84%; an increase of 11 percentage points compared to
2008), who called 112 for emergency servicegmthey were in another EU country, did so from a
mobile telephone. Mobiles were also used predominantly when respondents called national emergency
numbers in another EU country (75%). It is worth mentioning, thatin 2008 respondentsised

public payphaes mordrequentlyto call emergency services when they were abroad (9% for the last
112 calls and 5% for calls to other national emergency numbers).

Type of telephone  used to call emergency services

Fixed telephone Mobile telephone Public payphone B Via Internet (VolP) DK/NA
e 2 2 1 =t 2 1 1 s 9 9 P
7
45 42
54 55 51
59 51
75
84 73
60 63
53 55
e 44 40 48 40
20 16
7

2009 2008 2009 2008 2009 2008 2009 2008 2009 2008 2009 2008

EU27 last called a national last called 112 last called 112 last called a national last called 112 in

emergency number (countries with (countries with 112 emergency number  another EU country
national emergency as main emergency in another EU
number) numbers) country

Q7. What kind of telephone did you use?
%, Base:those who called an emergency number in the last 5 years, byype of call and country group

4.2.2 Difficulties encountered when trying to make an emergency call

Respondents were asked abo Problems encountered when calling the emergency services
the difficulties encountered whel

trying to make an emergenc . 2009 2008
call. The results were similar tc No, | didnodot expel 93
those from the previous wave c difficulty 92
this trend survey. I got no dialling tone or the phone went | 1
dead 1
A minority of respondents |
. ‘g . . | got a busy tone or the phone rang but 3
experienced difficulties in nobody answered 4
establishing or maintaing the 1
communication during their las Other problems 3
3

call to an emergency servic |
(7%; down onepercentage point
compared to 2008).

DK/NA

Q8. Did you experience any technical difficulty in establishing or maintaining the call?

There was a IOW proportion (o} %, Base: those who called an emergency number in the last 5 years
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problems attributable to the telecommunications operators (1%); 3% of respondents got a busy tone or
gotmo reply from the emergency serviceltiswothd anot
mentioning thatcountries that joined the EU after 2004spondentseportedmore frequently that

they got a busy tone or that the phone rang but nobody answerenh % NMS vs. 2% in the

EU15).

Individual country differences

In all EU countries, less than one out of five respondents reported communication problems when
trying to reach the emergency servicas.in 2008,Poland was the country where respondevdss

the most likely to have experienced difficulties when contacting the emergency services (17%). Other
countries at the higher end of the scale were Latvia and Portugal, both with 12% of respondents
experiencing a problem when last calling the emengeaecvices, as well as Greece with 11% of its
citizens having similar experiences.

Problems encountered when calling the emergency services

No, | didn't experience any difficulty Yes, | experienced some difficulty DK/NA

23344345566677878789910101012111217

97 97 97 96 96 96 95 94 94 94 94 94 93 93 92 92 92 91 91 91 *° 90 88 88 87 87 g6 g3

w w o O = x - - W = 4 —
—Lug:m<(u_§§_1cﬂD.Luzo.

NL
UK
LU
IT
SI
DE
Ccz
ES
DK
F
CcY
SK
SE

Q8. Did you experience any technical difficulty in establishing or maintaining the call?
%,Base: those who called anemergency number in the last 5 years, by country
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Sociodemographic considerations

In terms of experiencing

difficulties when establishing or maintaining angy socio-demographics

Comml'mlcatlonDif'fi culties when making an emergency call

emergency call, no real differences were
observed between the various secio

demographic groups.

The respondents in the oldest age category (ove:
54) experienced technical difficulties during
their last emergency call less often than their
counterparts (154 yearsof-age) (4% compared

to 7%9% depending on the age segmentlaw

Similar results were seen in 2008.

The citizens from metropolitan areas were
slightly more likely to report problems when

they last called the emergency services (9% v
6% in the rural zones).

While one out of 10 semployed reported
having some difficulty, a slightly lower
proportion of manual workers, as well as non

working citizens did so (both 6%). In 2008,

manual workers had the most problems (11%). establishing or maintaining the call?

% No % Some

difficulty difficulty
AGE
157 24 91 9
25-39 91 9
407 54 93 7
55+ 95 4

; URBANISATION
Metropolitan 91 9
Urban 93
Rural 94
OCCUPATION
Self-employed 20 10
Employee 92
Manual worker 94
Not working 94
Did you experience any technical difficulty in

%, Base: those who called an emergency number in the last 5 yeargyy

socio-demographics (0-1% DK/NA)

Differences between mobilend fixed phone emergency calls

Problems encountered when calling the
emergency services

% No % Some
Type of Telephone difficulty difficulty
Fixed telephone 95 5
Mobile phone 91 9
Q8. Did you experience any technical difficulty in

establishing or ma

intaining the call?

%, Base: those who called an emergency number in the last 5 years

(0-1% DK/NA)

Communication problems, when last making an
emergency call, were reported more frequently
by respondents who used a mobile phone than
by those who calleffom a fixedline telephone
(9% compared to 5%). The figure for mobile
phones in 2008 was 11%.

This result might help to explain why
respondents in the youngest age categories
reported more problems when they last called
the emergency services than ragpents in the

oldest age category, as it was found that younger respondents were more likely than older respondents
to have called the emergency services using a mobile phone (Question 7).

Differences between 112 calls and calls to other national emecgarumbers

The respondents who made an emergency call abroad were more likely than those who made it in their
own country to have encountered technical difficulties. In addition, compared to the previous wave of
this trend survey, ther@ppeared to banincrease in the ratio of those having problems in another EU
country: communication difficulties were reported for 38% of the last calls to a national emergency
number in another EU country, compared to only-fiitfe in 2008; also, 15% of the intervieweefo

called 112 in another EU country reported having problems (an incredlsee@percentage points
compared to 2008However, the number of cases reported are very low, and the differencext are
significantin the statistical sense.
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Considering thee mer gency <call s made in oneb6s ownh countr
countries where this number worked along with other emergency numbers were slightly more likely

than those who called 112 in countries where this number was the only/main eyergetber, or

than those who called an alternative national emergency number to say they experienced
communication problems, when establishing or maintaining the last emergency call (8% compared to

6% in both cases). However, compared to a year ago, fespondents who last called 112 in

countries with other national emergency numbers had communication difficulties (8% vs. 10% in
2008).

Problems encountered when calling the emergency services

No, | didn't experience any difficulty Yes, | experienced some difficulty DK/NA
7 8 6 7 6 5 8 10
10 15 12
38 20
93 92 94 93 93 94 91 89 83 88

62 71

2009 2008 2009 2008 2009 2008 2009 2008 2009 2008 2009 2008

EU27 last called a national last called 112 last called 112 last called 112 in last called a

emergency number (countries with 112 (countries with another EU country national emergency
as main emergency  national emergency number in another
numbers) numbers) EU country

Q8. Did you experience any technical difficulty in establishing or maintaining the call?
%, Base: those who called an emergency number in the last 5 years, byype of call and country group

4.2.3 Language-related problems when making an emergency call in another EU
country

Calling emergency services while visiting another EU country may give rise to additional difficulties
because of the possible language barriers when trying to communicate with the emergency services.
We analysed whether respondents experienced any langaaggswhile making emergency calls

when abroad and the languages used in communicating with the emergency service in such situations.

Surprisingly, compared to the previous wave of this trend survey, we saw an increase in the proportion
of those who erauntered a language barrier: approximately three out of 10 respondents who called an
emergency service when visiting another EU country said they had communication problems because
of language issues (29%); in 2008, only two out of 10 (18%) said the same.

A majority of respondents, however, said they had not experienced any language problems when they
made an emergency call in another EU country: this was mainly because over half of the respondents
who made an emergency call in another EU country commtguonith the emergency service in the
language(s) of the visited country (56%); an additional 12% said they did not experience any language
problems although they spoke in a language different than the language(s) of the visited country (a
decrease of 1percentage points compared to 2008).
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Language barrier swhen making an emergency call in
another EU country

2009 2008

Yes, we had a communication problem 29
because of languages 18

No, we communicated in a language of the 56
visited country 49

No, we communicated in a language 12

different from the one/s of the visited

country 28

4
5

DK/NA

Q8a. Did you experience any communication problem because of the language you used?
%, Base:those whomade an emergency callin another EU country in the last 5 years

In the next chart, we compared the percentage of respondents who reported languagevharriers
visiting another EU country in two caskd.e. between those who called 112 and thoke walled

other national emergency numbers. While in 2008, it appeared that respondents who called 112
reported less language problems, than those who called other national emergency numbers when
visiting another EU country, in 2009, the situation was rbatanced between the two groups: 28% of

the interviewees who last called the European emergency number claimed to have had language
difficulties and 29% of those who last called a national emergency number while abroad reported the
same.

In 2008, the mportion of respondents who communicated in a language different than the one(s) of
the visited country (i.e. multilingual support was available) was higher for respondents who called the
European emergency number 112 (31%) than for those who callechattmral emergency numbers
(22%). In the present wave of this trend survey, besides the fact that the ratios of those who
communicated in a different language than the one(s) of the visited country were lower, mersaw
similar results between the two eas 12% of those who called the European emergency number 112

in another EU country communicated with the emergency service in another language than the one(s)
of the visited country; the same held true for 13% of those who called other national emergency
numbers.

Language barrier swhen making an emergency call in another EU country

Last called the

Last called a national
2009 2008 European emergency emergency number
number 112
Yes, we had a communication problem 28 29
because of languages 12 28
No, we communicated in a language of the o7 53
visited country 56 38
No, we communicated in a language 12 13
different from the one/s of the visited
country 31 22
3 6
DK/NA
1 13

Q8a. Did you experience any communication problem because of the language you used?
%, Base:those whomade an emergency callin another EU country in the last 5 years
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4.2.4 Information about the location of the emergency

When asking respondents if they provided information about their location to the emergency line
operator, 89% (a 3 percentage point increase over 2008) sgidate the exact address, while 6%

gave some information about the location of the emergency but not an exact address. In 3% of the
cases, the operator did not ask for the location, although the respondents could have provided
information if requested. Fally, 1% of respondents did not provide information about their location
because they were unable to do so.

Providing precise information about the location of the
emergency
2009 2008

89

Yes, | gave the exact address 86

Yes, but | could not give the exact address

w

No, the operator did not ask for it although

| could have provided this information 4
) 1
No, | could not state my location 5
1
DK/NA
3

Q9. Did you provide information about your location to the emergency operator?
%, Base: those who called an emergency number in the last 5 years

Individual country results

In each country, at least thrgaarters of respondents said they provided the emerggrarator with

the exact address of the emergency. The most likely to do so were the Italiansifopétcentage

points above the EU average), followed by the Romanians (94%) and Portuguese (93%). The
Luxembourgers (78%; 11 percentage points below tHeaizerage), Slovenes, Lithuanians, British

and Swedish citizens (all 82%) were the least likely to have given the exact location to the emergency
operator.

Respondents in the UK (14%), Finland (13%), Slovenia (12%) and Sweden (11%) more often than
respomlents in other countries, said they could provide some information but could not give the exact
address to the emergency operator.

One out of 10 Luxembourgers (10%; 7 percentage points above the EU average) said they did not
provide details of their lodmn to the operator, although they could have done so, because the
operator did not ask for it. In all other EU Member States less than 10% of respondents said this;
nevertheless, higher ratios were recorded for example, in Malta, Estonia and Lithuarea7éhof

the interviewees who called an emergency service did not provide details of their location, although
they could have done so. When a respondent was not asked to provide this information, this might
have meant thahe emergency operator was atdeestablish the location of the 112 call (using caller
localisation technology) or because providing the information would not have been relevant, i.e. it was
either not necessary to send an emergency unit to the location or the respondent receiigd suffic
information by phone.

In all EU countries, the percentage of respondents who could not state their location was low. The
highest ratios of respondents who mentioned that they could not state their location when they last call
an emergency number veeseen in Hungary, Poland, Belgium, Greece, the Netherlands, Lithuania
and Slovenia (all 3%).
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Providing precise information about the location of the emergency

By country
% Yes, | gave % Yes, but | % No, the % No, | could
the exact could not give | operator did not not state my
address the exact ask for it location
address although | could
have provided
this information
EU27 89 6 3 1
COUNTRY
IR ay 95 1 2 2
B8 Romania 94 2 3 2
B Prortugal 93 1 4 1
= | Austria 92 4 1 1
== Latvia 92 3 3 0
= Spain 91 4 3 1
B  Bulgaria 91 2 4 0
= Germany 91 7 1 0
== | Hungary 90 3 2 3
Em  Slovakia 89 7 3 0
BN | France 88 4 6 1
Cyprus 87 3 6 0
== Poland 87 5 5 3
il Belgium 87 5 3 3
B wvalta 86 4 7 2
&= | Estonia 86 4 7 1
= Greece 86 3 5 3
== _Netherlands 85 6 4 3
B  Czech Rep. 85 7 4 2
=m  Denmark 85 5 6 1
<= | Finland 84 13 2 1
BF  reland 83 10 3 2
== | Sweden 82 11 2 2
ZI¥  United Kingdom 82 14 2 1
B | Lithuania 82 5 7 3
&  Slovenia 82 12 4 3
== Luxembourg 78 7 10 2
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Sociodemographic considerations

Slightly more women (90% vs. 87% of men), a higher proportion of older (over 40ofezge) than
younger respondents (the-39 yearolds) (90%91% compared to 86%7%), and more neworking

citizens than thie counterparts (91% vs. 8688% depending on the occupation), said that they
provided the telephone operator with the exact address of the emergency. The interviewees from
metropolitan areas were the least likely to have provided the exact addresdltkirifegst emergency

call (84% compared to 90%il% of rural and urban dwellers).

More men, more of the youngest respondents than those aged over 40, more citizens from
metropolitan areas than from other urban zones, and more employees thaorkiog ciizens said

that they provided some information about the location of the emergency, but could not give the exact
address.

The above results could be partially explained by the fact that older andankimg respondents
were probably more likely to expence an emergency at home, while younger respondents and those
in the labour force were probably more likely to face an emergency away fromihamma place
where they might not know the exact address.

Providing precise information about the location o
By socio-demographics

f the emergency

% Yes, | gave| % Yes, but | % No, the % No, | could
the exact |could not give | operator did not state my
address the exact not ask for it location
address although |
could have
provided this
information
SEX
Male 87 7 3 2
Female 90 4 3 1
AGE
151 24 86 9 3 2
25-39 87 7 3 2
407 54 90 5 2 1
55 + 91 2 4 1
| _URBANISATION

. Metropolitan 84 8 4 2
Urban 91 4 3 2
Rural 90 3 1
OCCUPATION
Self-employed 86 6 5 2
Employee 87 7 3 1
Manual worker 88 6 2 1
Not working 91 4 3 1
IMPAIRMENT
Any impairment 88 5 4 1
No impairment 89 6 3 1

Q9. Did you provide information about your location to the emergency operator?
%, Base: those who called an emergency number in théast 5 years,by socio-demographics (2-4% DK/NA)
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Differences between mobile and fixed phone emergency calls

Respondents who last called the emergency services with a mobile phone were less likely to say that
they provided the emergency service whhb exact address of the emergency (83% compared to 94%

for fixed-line telephone users). However, they more often said that they provided the operator with
some information about the emergencyds | ocation
to 1% of fixed telephone users).

Providing precise information about the location of the emergency

% Yes, | gave thi % Yes, but | % No, the % No, | could % DK/NA
exact address : could not give operator did not  not state my
the exact ask but I could location
address have provided
Type of Telephone this information
Fixed telephone 94 1 4 1 1
Mobile phone 83 11 3 2 1

Q9. Did you provide information about your location to the emergency operator?
%, Base: those who called an emergency number in the last 5gars

Differences between 112 calls and calls to other national emergency numbers

Member States are obliged to make sure that telecommunications operators provide the emergency
services with information about the location of the person calling 112.

Regondents who made an emergency call while visiting another EU country were less likely to have
provided the emergency service with an exact address. During such trips abroad, eight out of 10
respondents who called 112 in the event of the most recent egrogrgjeuation and seven out of 10

who called other emergency numbers were able to state exactly where they were, compared to 87%
90% of the respondents who called the emergency services in their own country.

However, we should mention that compare®®8, we saw an increase of 27 percentage points in
the ratio of those who could provide the emergency operator with the exact address while they were in
another EU country and called 112 (80% vs. 53%).

When looking at the last emergency calls made ihae own country, we saw sl
proportion of those who were able to provide the exact location of the emergency compared to a year
ago. The highest difference was noticed in the case of calls to 112 in countries where this number was
the sde/main emergency number: 89% provided the exact location in 2009, compared to 84% in 2008.
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Providing precise information about the location of the emergency

Yes, | gave the exact address

Yes, but | could not give the exact address
m No, the operator did not ask for it although | could have provided this information
mNo, | could not state my location

DK/NA

BN ppm Y O N pm o opm B B A -
8 6 12 .
20 10

35

89 86 90 88 89 84 87 86 80

70 73

53

2009 2008 2009 2008 2009 2008 2009 2008 2009 2008 2009 2008

EU27 last called a national last called 112 last called 112 last called 112 in last called a
emergency number (countries with 112 (countries with another EU country national emergency
as main emergency  national emergency number in another

numbers) number) EU country

Q9. Did you provide information about your location to the emergency operator?
%,Base: hose who called an emergency number in the last 5 yearsby type of call and country group

4.2.5 Follow-up to the emergency call

Regarding the followup given to the emergency call, in a large majority of casegmergncy
intervention unit was sent and arrived on the spot (8Bikiever, as in 2008, an emergency unit was
reportedly sent but did not arrive in 2% of the casesmall proportion of callers:

e received information about what to do (6%)
o were informed that #ir call was not an emergency and that no follgpwas necessary (2%)
e were given other follovwp information (5%).

Follow -up to the emergency call

2009 2008
N 83
An emergency unit arrived on the spot 81
| received information on the phone about 6
what to do/where to go to solve the problem 7
An emergency unit was sent, but did not | 2
arrive 2
| was told the situation was not an 2
emergency, so no follow-up was needed | 2
Other 5
5
DK/NA L
2

Q10. Whatwas the follow  -up givento yourcall  ?
%, Base: those who called an emergency number in the last 5 years
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Individual country results

In all EU countries, at least twthirds of the followups to the emergencyalts consisted of
emergency units that arrived on the spot. Only in a few countries was the percentage of respondents
who answered that an emergency unit arrived on the spot as a-@gloevtheir call above the EU
average, namely: Germany (92%; 9 peragatpoints above the EU average), Italy and Austria (both
89%), as well as the UK and Slovakia (both 87%). Latvians were the least likely to say that an
emergency unit arrived on the spot (69%; 14 percentage points compared with the EU average).

Respondets in Lithuania (18%), followed by those in Estonia, Luxembourg and Latvia (all 16%), as
well as Sweden (13%) were the ones most likely to say they received information on the phone about
the necessary actions to be taken.

In comparison with other EU catries, more respondents in Latvia (10%; 8 percentage points above
the EU average), Greece (5%), as well as Cyprus and Bulgaria (both 4%) reported that an emergency
intervention unit was sent but never arrived.

In Portugal, 7% of respondents/é percetage points above average) and 5% of those in Estonia said
that were told that their emergency call was not an emergency.

Finally, one out of 10 citizens in Spain (12%), and Belgium and Irelboth (1%) said that their
emergency call had followp actons other than the ones listed in the survey.
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Follow -up to the emergency call

By country
% An emergency % | received % An emergency % | was told the % Other
unit arrived on  information on  unit was sent, | situation was
the spot the phone about:  but did not not an
what to do arrive emergency

EU27 83 6 2 2 5

COUNTRY
B | Germany 92 2 1 1 4
IR tay 89 5 2 1
== Austria 89 4 1 1
< U.nited 87 3 3 1 4

Kingdom
Kl | Slovakia 87 5 2 2 4
Bl Romania 83 6 3 3 5
B | Czech Rep. 83 8 2 4 4
Bl Belgium 83 4 2 0 1
mm | Poland 83 5 3 3 4

Cyprus 83 2 4 1 7

B Malta 82 1 2 2 9

== Netherlands 82 8 3 2 4
== Hungary 81 9 1 1 6
== Denmark 80 4 2 3 7
BB France 80 11 0 2 6
BT | ireland 80 3 2 1 11
Bmm  Slovenia 80 6 2 3 8
B | Bulgaria 79 6 4 3 4
Bl Portugal 79 5 2 7 7
-+ | Finland 79 6 1 4 8
B=  Estonia 75 16 2 5 3
=—  Luxembourg 73 16 1 2 6
Z— Spain 73 8 3 3 12
B Lithuania 73 18 1 2 3
2= Sweden 73 13 2 4 6
= Greece 73 8 5 3 9
== Latvia 69 16 10 0 1

Q10. What was the follow  -up given to your call
%, Base: those who called an emergency number in the last 5 yeardy country (0-4% DK/NA)
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Sociedemographic considerations

As we saw in 2008, when older and RONEgliow -up to the emergency call

working respondents, andthose with By socio-demographics
disabilities made an emergency ca_II, such calts % AN % | received
were more often followety the arrival of an emergency | information
emergency intervention unit than when unit arrived on the
respondents in the other socemographic on the spot | phone about
groups made such a call. For example, while what to do
89% of respondents over 54 said that i AGE
emergency unit arrived on the spot when the, 157 24 81 8
last called the emergencervices, only 25 -39 80 6
between 80%483% of those below 55 yeaos- 407 54 83 7
age did so. Or, while 87% of nawmorking — 89 4
respondents said an emergency unit was Sefts:
only 76%83% of those in active employmen{ |,k URB ANISATION
were helped in such a manner. This trend wae=-" _Metropolitan 84
also true, for a lessaxtent, in regard to those Urban 82
living in rural areas in contrast with those Rural 85 6
living in urban zones. OCCUPATION
However, respondents between 15 and 24 Self-employed 76 6
yearsof-age, as well as those in the-30 age Employee 81 8
group were more likely than the oldest ones to Manual worker 83 6
have received informatiorover the phone Not working 87 5
about actions to be taken. The same held tri IMPAIRMENT
for the employees when compared to those r e

. Any impairment 87 5
working (8% of employees were helped over
the phone vs. 5% of those not working). No impairment 83 6

Q10. What was the follow  -up givento yourca I
%, Base: those who called an emergency number in the last 5 years, by
socio-demographics (2-3% DK/NA)

Differences between 112 calls and calls to
other national emergacy numbers

Comparing the followup to emergency calls, it was cleaas in 2008 that calls made outside of the
respondentds own country (from within another EL
made within the r e sOpnafifthdoé respéndento (2196) who made ary 112
emergency call in another EU country received information on the phone about the actions necessary

to solve the problem (compared to, for example, 7% of respondents who called 112 in their own
country). Nevetheless, compared to 2008, a decrease of five percentage points was noticed in the ratio

of those who received information on the phone when they called 112 abroad (21% vs. 26% in 2008),

as well as an increase in the proportion of those who said thaethergency call to 112 in another

EU country was followed by an emergency unit that arrived on the spot (68% vs. 65% in 2008).

One out of 10 respondents (12840 percentage points less than in 2008) who called other national

emergency numbers while ima@ther EU country said that the emergency call was followed by some
other action than the ones listed in the survey.
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Follow -up to the emergency call

An emergency unit arrived on the spot
I received information on the phone about what to do/where to go in order to solve the problem
An emergency unit was sent, but did not arrive

m | was told the situation was not an emergency, so no follow-up was needed

B Other
DK/NA
. [ 5|
BN oy R mw BW py P ODw 2| FOT FS
6 7 8 7 5 7 72
21 26
3
83 81 85 83 82 80 81 81 80
63 68 65

2009 2008 2009 2008 2009 2008 2009 2008 2009 2008 2009 2008

EU27 last called a national last called 112 last called 112 last called a national last called 112 in
emergency number (countries with (countries with 112 emergency number  another EU country
national emergency as main emergency in another EU

number) numbers) country

Q10. Whatwas the follow  -up givento yourcall ?
%,Base: hose who called anemergency number in the last 5 years, bytype of call and country group
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Table la. Opinions about 112: It is vey useful to have a Europewide emergency
number available everywhere in the European Union 1 by country

QUESTION: Q4_A. Please tell me to what extent you agree or disagree with the following statementttis very
useful to have a Europewide emergencynumber available everywhere in the European Union.

Total N % Totally % Tend to % Tend to % Totally % DK/NA
agree agree disagree disagree
EU27 40669 80.1 13.8 1.7 2 2.4
COUNTRY
Bl | Belgium 1502 90 6.6 0.9 0.4 2.1
mm Bulgaria 1504 82.9 11.7 0.9 0.5 4
b= CzechRep. 1500 67.8 23.9 3.4 0.8 4.1
am  Denmark 1501 83.7 11.3 1.1 1.2 2.7
== Germany 1507 84.4 10.1 15 25 1.6
= | Estonia 1550 73 195 2.6 0.9 4
= Greece 1500 82 11.1 1 3.7 2.2
2 | Spain 1503 84.9 11 1.1 1 1.9
Bl France 1507 70.9 22.1 1.8 3.4 19
g1 Ireland 1500 77.3 15 2.7 2.4 2.6
BN taly 1507 90.5 5.9 0.7 0.4 25
Cyprus 1503 89.8 6.9 0.9 0.6 1.8
== | Latvia 1529 67 23 2.4 2 5.6
g Lithuania 1504 68.4 24 1.8 1.2 4.7
==  Luxembourg 1504 92.5 6.1 0.5 0.3 0.6
==  Hungary 1513 86.5 10.6 0.8 0.3 1.7
B Malta 1506 88.5 7.7 0.7 0.2 2.9
== | Netherlands 1500 91.6 5 0.9 1.4 1
==  Austria 1502 79.4 14 2.6 2.2 1.8
= | Poland 1508 76.1 18.1 2.7 0.6 2.4
El Portugal 1504 94.4 2.4 0.5 0.7 2
Bl Romania 1504 88.2 7.1 0.9 0.7 3.1
gmm Slovenia 1502 86.1 104 1.6 0.9 1
m=m Slovakia 1509 81.8 14 15 0.2 25
-+— | Finland 1500 91.4 6.5 0.7 0.7 0.8
== | Sweden 1500 92.6 5 0.5 1.1 0.8
Si&  United Kingdom 1500 59.9 26.8 4.1 5 4.2
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Table 1b. Opinions about 112: It is very useful to have a Europewide emergency
number available everywhere in the European Union i by segment

QUESTION: Q4_A. Please tell me to what extent you agree or disagg with the following statements: It is very
useful to have a Europewide emergency number available everywhere in the European Union.

Total N | % Totally | % Tend % Tend | % Totally %
agree to agree to disagree | DK/NA
disagree

EU27 40669 80.1 13.8 1.7 2 24
SEX
Male 19662 80.8 13.2 1.6 2.3 2.1
Female 21007 79.5 14.4 1.9 1.6 2.6
AGE
15-24 6095 82.3 14.6 1.7 0.9 0.5
25-39 9136 82.4 14 15 11 1
40 - 54 11010 82.1 12.9 1.5 1.8 1.7
55 + 13890 76.9 13.8 2.2 2.9 4.2
URBANIS ATION
Metropolitan 7536 80.8 13.9 2.3 15 1.6
Urban 17287 81.6 12.6 15 1.8 25
Rural 15536 78.6 15.1 1.7 2.2 2.4
OCCUPATION
Self-employed 3302 83 11.9 1.3 2.2 1.6
Employee 13215 82.1 13.8 15 15 11
Manual worker 3501 80.7 147 1 2.2 1.4
Not working 20373 78.5 14 2.1 2.1 3.4
IMPAIRMENT
Any impairment 4079 74.4 141 3.1 3.5 5
No impairment 36124 80.9 13.8 1.6 1.7
GROUP OF EMERGENCY
NUMBERS
Sole 5558 90.5 5.9 0.8 0.9 1.9
More 35111 78.5 151 1.9 2.1 2.4
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Table 2a. Opinions about 112: [COUNTRY] should do more to make it easier for

disabled users to contact the emergency services via 112, such as by providing
adapted phonesi by country

QUESTION: Q4_C. Please tell me to what extent you agree or disagg with the following statements: [COUNTRY]

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

adapted phones.

Total N % Totally % Tend to % Tend to % Totally % DK/NA
agree agree disagree disagree
EU27 40669 68.7 19.7 3.8 2 5.8
COUNTRY
Bl Belgum 1502 72.8 12.7 3 1.7 9.8
mm Bulgaria 1504 78.4 13.4 1.1 0.6 6.5
b  Czech Rep. 1500 55.3 30.8 6.2 1 6.8
amm | Denmark 1501 51.1 25.4 4.2 2 17.4
== | Germany 1507 63.4 21.3 7.8 2.9 4.6
= | Estonia 1550 61.3 25.8 3.7 15 7.8
= Greece 1500 93 4.3 0.8 0.8 1.2
Z— Spain 1503 78.5 16.7 0.9 0.4 35
BB France 1507 62.1 27.7 1.9 2.7 5.6
g | Ireland 1500 71 17.8 35 2.3 5.4
Il taly 1507 83.5 10 1.4 0.4 4.6
Cyprus 1503 91.3 5.3 0.9 0.3 2.2
== Latvia 1529 62.7 24.7 4.4 1.2 7
mau  Lithuania 1504 55.1 33.6 2 0.9 8.4
==  Luxembourg 1504 57.3 27.3 6.6 2.3 6.5
==  Hungary 1513 74 20.4 1.7 0.7 3.1
B | Malta 1506 75.1 17 2.3 0.5 5.2
==  Netherlands 1500 57.1 17.7 8.3 7.6 9.3
==  Austria 1502 61.1 24.1 5 3.8 6
== Poland 1508 63.4 25.9 3.9 1.3 5.5
M Portugal 1504 92,5 3 1.3 0.4 2.9
g1 | Romania 1504 82.7 11.7 1.3 1 3.4
gmm  Slovenia 1502 70.7 19.4 43 1 4.6
Em | Slovakia 1509 64.3 26.3 2.6 0.2 6.6
-— | Finland 1500 60.7 26.9 4.3 1.4 6.6
== Sweden 1500 60.4 20 4.1 3.1 12.4
Sf%  United Kingdom 1500 57.9 23.5 5.7 35 9.4
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