
Gallup Flash Eurobarometer No 189a ï EU communication and the citizens 

 

  Analytical Report, page 1 

2 
 

F
la

s
h

 E
u

ro
b

a
ro

m
e

te
r 

2
6

2
 ï

 T
h

e
 G

a
ll
u

p
 O

rg
a

n
iz

a
ti

o
n

  

This survey was requested by Directorate-General for Information Society and Media 

and coordinated by Directorate-General Communication  

This document does not represent the point of view of the European Commission.  

The interpretations and opinions contained in it are solely those of the authors.  

 

Flash Eurobarometer 

The European Emergency 

Number 112   

 

 

 

Analytical Report 

 
 
 
Fieldwork: January 2009 

Publication: February 2009 

 

European 

Commission 



 

 

 

 

 

 

 
 
 

Flash Eurobarometer Series 
#262 

 
 
 

The European Emergency  
Number 112  

 
 
 

Survey conducted by The Gallup Organization 
Hungary upon the request of Directorate -

General for Information Society and Media    
 
 
 
 
 
 
 
 
 

Coordinated by Directorate-General 
Communication  

 
This document does not reflect the views of the 

European Commission. 
The interpretations and opinions contained in it 

are solely those of the authors. 
 

 

THE GALLUP ORGANIZATION  
 

 

 



Analytical Report  Flash Eurobarometer No 262 ï The European Emergency Number 112 

 

  page 3 

Table of Contents  

  

Table of Contents .................................................................................................................................. 3 

Introduction  ........................................................................................................................................... 4 

Main findings ......................................................................................................................................... 5 

1. Usefulness of the European emergency number 112 ...................................................................... 7 

1.1 Usefulness of the European emergency number 112 .................................................................... 8 

1.2 Access to emergency services via 112 for users with disabilities ................................................. 9 

2. Information about the European emergency number 112 .......................................................... 12 

2.1 Adequacy of information about the European emergency number 112 ...................................... 12 

2.2 Receiving information about the European emergency number 112 .......................................... 14 

2.3 Information sources about the European emergency number 112 .............................................. 17 

3. Knowledge of the European emergency number 112 .................................................................. 21 

3.1 Calling the emergency services from oneôs own country............................................................ 22 

3.2 Calling the emergency services from another EU Member State ............................................... 27 

4. Experience of calling the European emergency number 112 ...................................................... 36 

4.1 Proportion of EU citizens who called 112 vs. other national emergency numbers ..................... 36 

4.1.1 Emergency calls in the past five years ............................................................................................. 36 

4.1.2 Most recent emergency calls ............................................................................................................ 38 

4.2 Characteristics of the most recent emergency call ...................................................................... 42 

4.2.1 Type of telephone used .................................................................................................................... 42 

4.2.2 Difficulties encountered when trying to make an emergency call.................................................... 46 

4.2.3 Language-related problems when making an emergency call in another EU country ..................... 49 

4.2.4 Information about the location of the emergency ............................................................................. 51 

4.2.5 Follow-up to the emergency call ...................................................................................................... 55 

I. Annex Tables .................................................................................................................................... 61 

II. Survey details .................................................................................................................................. 92 

III. Questionnaire ................................................................................................................................ 96 

 



Flash Eurobarometer No 262 ï The European Emergency Number 112 Analytical Report  

 

  page 4 

Introduction  
 

The single European emergency number 112 was introduced to enable citizens to call the emergency 

services (such as police, ambulance and 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 for work, study or leisure. According to EU legislation
1
, Member States must 

ensure that users of any type of telephone, fixed or mobile 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 Eurobarometer survey on ñThe European Emergency Number 112ò (N
o
 262) 

 

This Flash Eurobarometer survey on ñThe European Emergency Number 112ò (N
o
262), requested by 

the Directorate-General for Information Society and Media is part of a trend survey. The results of the 

previous wave were published in 2008 ï Flash Eurobarometer survey on ñThe European Emergency 

Number 112ò (N
o
228). The current report presents comparative data between the two waves. 

 

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

 

 measure EU citizensô knowledge of the European emergency number 112, 

 study their perceptions on the importance, promotion and usage of that number, and  

 compare the experience of calling 112 with that of calling other national emergency numbers. 

 

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

 

 Opinions about the usefulness of the European emergency number 112 and about facilitating 

access to it for people with disabilities  

 Opinion about the adequacy of information on the European emergency number 112, and details 

about the actual information received about 112 and about other national emergency numbers  

 Knowledge of 112 as an emergency number available from within oneôs own country and when 
travelling to other EU countries  

 

The last chapter of the report looks at usage of the European emergency number 112 and compares 

usersô experiences when calling 112 and other emergency numbers. The following characteristics of 

emergency calls and aspects of the quality of handling the emergency calls 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 locate the emergency 

 Follow-up actions to the emergency call 

 

Methodological note on the survey 

 

The surveyôs fieldwork was carried out between 7
th
 and 11

th
 of January, 2009. Over 40,500 randomly 

selected citizens, aged 15 years and over, were interviewed in the EUôs 27 Member States. Interviews 

were predominantly carried out via fixed-line telephones, with approximately 1,500 in each of the 

Member States.  

 

To correct sampling disparities, a post-stratification weighting of the results was implemented, based 

on important socio-demographic variables. More details on survey methodology are included in the 

Annex of this report. 

                                                      
1
 Council Decision of July 29, 1991 (91/396/EEC) and Universal Service Directive of March 7, 2002 (Directive 

2002/22/EC). 
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Main findings  
 

Usefulness of the European emergency number 112 

 Over nine out of 10 EU citizens (94%) totally agreed, or tended to agree, about 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 (they agreed 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 Netherlands to 97% in Greece. 

 Between 2008 and the current survey, only small differences were observed between the 

opinions about the usefulness of a Europe-wide emergency number and about its 

accessibility for people with disabilities. 

 

Information about the European emergency number 112 

 Just over six out of 10 EU citizens (63%, a three percentage point decrease compared to 

2008) did not agree that people were adequately informed about the existence of the 

European emergency number 112. Only in three EU countries (Luxembourg, Romania 

and the Czech Republic) did the majority think the information was adequate. 

 The majority of respondents had not received information about the EU-wide 

emergency number or other emergency numbers during the last 12 months (69%, down 

two percentage points). Only one in five interviewees (21%) said they had 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.  

 As in 2008, of those who have seen/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 

 The general public is still generally unfamiliar with 112 as the European emergency 

number. Only one in four interviewees (24%, up two percentage points) could 

spontaneously identify 112 as the number to call for emergency services anywhere in the 

EU. Many more citizens (45%, up four percentage points) said 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 depends on the respondentôs own country (from 3% in Italy to 58% in the 

Czech Republic). The proportion of respondents who mentioned 112 for emergencies 

within their own country ranged from 1% in Greece to 98% in Sweden. 

 It is still the case that having knowledge of 112 as an emergency number to call from 

oneôs own country does not necessarily mean that respondents were also aware of this 

number as the European emergency number. 
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Experiences of calling emergency numbers 

 As in 2008, a quarter of EU citizens were seen 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 assistance, more than a half of the respondents called a national 

emergency number (57%), and four in 10 (41%) called 112 for emergencies in their own 

country. Of the calls made to 112 in oneôs own country, 69% were calls in countries 

where 112 operates along with other emergency numbers, and 31% were calls in 

countries where 112 is the only/main emergency number.  

 The majority of the most recent emergency calls were made from a fixed-line telephone 

(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 (7%, down one percentage point). As 

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 

(1%), 3% of respondents got a busy tone or got no reply from the emergency service, and 

another 3% reported other problems.  

 Such communication problems were reported more frequently by mobile phone users 

(9%) than by fixed-line 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 language-related problems when 

communicating with the emergency services. This is up 11 percentage points from 2008.  

 Respondents who made an emergency call with a mobile phone were less likely to 

provide the emergency services with the exact address of the emergency (83% compared 

to 94% for fixed-line telephone users).  

 Respondents who made an emergency call while visiting another EU country were less 

likely to be able to provide the emergency services with an exact address (70% for calls 

to 112 and 80% for calls to other emergency numbers vs. 87% -90% of those who called 

the emergency services in their own country). 

 Regarding the follow-up given to the call, in a large majority of cases an emergency unit 

arrived on the spot (83%, up two percentage points).  
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1. Usefulness of the European emergency number 112  
 

 Over nine out of 10 EU citizens (94%) totally agreed, or tended to agree, about 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 (they agreed 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 Netherlands to 97% in 

Greece. 

 Between 2008 and the current survey, only small differences were observed between 

the opinions about the usefulness of a Europe-wide emergency number and about its 

accessibility for people with disabilities.  

 

 

This chapter analyses the opinions of the EU citizens about the usefulness of a Europe-wide 

emergency number and about its accessibility for people with disabilities. This was done by presenting 

the respondents with two statements about the phone number 112 and by asking them to say if they 

agreed or disagreed with each one. 

 

Overall, more than nine out of 10 EU citizens (94%) thought it was useful to have an emergency 

number available everywhere in the EU. Out of them, 80% totally agreed that it was very useful to 

have such a number and 14% tended to agree. These results are similar to those from the previous 

wave of the survey: in 2008, eight out of 10 respondents totally agreed (80%) and 15% tended to agree 

with the usefulness of a European emergency number. 

 

There is still a large majority of EU citizens who considered that the access to emergency services via 

112 for disabled users should be improved, for example by providing adapted phones (89%; similar to 

the results of the last survey). Approximately two-thirds of the respondents totally agreed with this 

statement (69%) and one-fifth tended to agree that their countries should do more to make it easier for 

users with disabilities to contact the emergency services via 112 (20%). 

 

Opinion s about the European emergency number 112

Q4 a/c. Please tell me to what extent you agree or disagree with the following statementsé 
%, Base:  all respondents, EU27
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1.1 Usefulness of the European emergency number 112  

 

Looking at country differences we saw that in all countries but the UK, nine out of 10 respondents 

were convinced about the usefulness of having an EU-wide emergency number (the proportions varied 

between 90% in Latvia and 99% in Luxembourg). Nevertheless, in the UK, 87% of those interviewed 

still totally agreed or tended to agree with the statement about the usefulness of a European 

emergency number 112. Additionally, in all Member States, less than one in 10 citizens doubted about 

the advantages of a single emergency number across the EU. 

 

The Portuguese (94%; 14 percentage points above the EU average), followed by the Swedish and 

Luxembourgers (93% each), and the Dutch (92%) were the most likely to totally agree that having a 

Europe-wide emergency number was a positive thing. At the lower end of the distribution, only six out 

of 10 respondents from the UK (60%; 20 percentage points below the EU average) totally agreed with 

the statement about the usefulness of 112, followed by Latvia (67%), and the Czech Republic and 

Lithuania (both 68%). 
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Q4 a. Please tell me to what extent you agree or disagree with the following statementsé 
%, Base:  all respondents, by country

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

 

A comparison, between 2008 and 2009 results, concerning the extent to which respondents agreed 

about the usefulness of having an emergency number available anywhere in the EU, did not show any 

significant trend since the rates of agreement were high in all of the EU countries in 2008 (from 86% 

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

 

Socio-demographic considerations 

 

There were only small differences between socio-demographic groups when comparing the 

percentages of respondents who agreed or disagreed with the statement about the usefulness of the 

European emergency number 112.  

 

The oldest EU citizens (the over 54 year-olds) were less likely than the younger respondents to agree 

that a sole emergency number across the EU was useful (91% vs. 95%-97%). This is an identical 

figure to the previous survey.  

 

The results by urbanisation level showed no significant differences in the total level of agreement 

about the usefulness of the European emergency number 112. Nevertheless, rural residents were 

slightly less likely to totally agree that a Europe-wide emergency number was very useful (79% vs. 

82% of urban respondents and 81% of metropolitan respondents). 
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Within the occupational groups, we saw that the inactive EU citizens were slightly less positive about 

the advantages of the European emergency number 112 than did those who were self-employed, 

employed or were manual workers (93% vs. 95%-96%). 

 

Finally, comparing EU citizens with or without disabilities, it was noted that the latter were more 

likely to totally agree that a Europe-wide emergency number available everywhere in the EU was very 

useful (81% vs. 74% of respondents with a disability).  

 
Opinions about 112 ñIt is very useful to have a Europe-wide emergency number available everywhere in 
the EUò  

By socio-demographics  

   

% Totally 

agree 

% Tend 

to agree 

% Agree 

(total)  

% Tend 

to 

disagree 

% Totally 

disagree 

% 

Disagree 

(total)  

% 

DK/NA  

 

AGE         

15 ï 24 82 15 97 2 1 3 1 

 25 - 39  82 14 96 2 1 3 1 

 40 ï 54 82 13 95 2 2 4 2 

 55 + 77 14 91 2 3 5 4 

 

URBANISATION         

Metropolitan  81 14 95  2 2 4 2 

 Urban 82 13 95  2 2 4 3 

 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 

Q4 a. Please tell me to what extent you agree or disagree with the following statementsé 
%, Base:  all respondents, by socio-demographics 

 

 

1.2 Access to emergency services via 112 for users with disabilities  

 

In all EU Member States, at least three-quarters of citizens agreed that their country should do more to 

make it easier for disabled users to contact the emergency services via 112. The 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 with disabilities 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 Cypriots (91%) totally agreed that 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), Lithuanians and Czechs (55% each), Dutch 

and Luxembourgers (57% each), as well as UK citizens (58%) totally agreed that better access for 

disabled users was something that was required in their country. 
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Q4 c. Please tell me to what extent you agree or disagree with the following statementsé 
%, Base:  all respondents, by country

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

 

Between 2008 and the current survey, 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 that Luxembourg had 

one of the lowest rates of respondents (76%) 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 was the case (85%; four percentage points below the 

EU average). 

 

Socio-demographic considerations 

 

Women and the youngest respondents (the 15-24 year-olds) were more likely to agree that more 

efforts were necessary to make it easier for users with disabilities to contact the emergency services 

via 112. More women were in total agreement (71% vs. 66% of men) and the youngest respondents 

were more in favour overall than all other age groups. The self-employed and the employees were 

somewhat less likely than the manual workers or the non-working citizens to agree with the statement.  
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Opinions about 112 ñ[COUNTRY] should do more to make it easier for disabled users to contact the 
emergency services via 112ò 

By socio-demographics  

   

% Totally 

agree 

% Tend 

to agree 

% Agree 

(total)  

% Tend 

to 

disagree 

% Totally 

disagree 

% 

Disagree 

(total)  

% 

DK/NA  

 

SEX         

Male 66 21 87 5 3 7 6 

 Female 71 19 90  3 2 5 6 

 

AGE         

15 ï 24 68 23 92  3 1 4 4 

 25 - 39  67 21 88  5 2 7 6 

 40 ï 54 69 19 88  5 2 7 5 

 55 + 70 18 88  3 2 5 7 

 

URBANISATION         

Metropolitan  66 21 87 4 3 7 6 

 Urban 72 18 89  3 2 5 6 

 Rural 67 21 88  4 2 6 5 

 

OCCUPATION         

Self-employed 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 

 

IMPAIRMENT         

Any impairment  69 19 88  4 2 6 7 

 No impairment  69 20 89  4 2 6 6 

Q4 c. Please tell me to what extent you agree or disagree with the following statementsé 
%, Base:  all respondents, by socio-demographics 
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2. Information abo ut the European emergency number 112  

 

 Just over six out of 10 EU citizens (63%, a three percentage point decrease 

over 2008) did not agree that people were adequately informed about the 

existence of the European emergency number 112. Only in three EU 

countries (Luxembourg, Romania and the Czech Republic) did the majority 

think the information received was adequate. 

 The majority of respondents had not received information about the EU-wide 

emergency number or other emergency numbers during the last 12 months 

(69%, down two percentage points from 2008). Only one in five interviewees 

(21%) said they had 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.  

 As in 2008, of those who have seen/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 said 

telecommunications operators were their 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 survey, the new poll investigated opinions on the adequacy of the information about 

the existence of the European emergency number 112. In addition, it asked whether the respondents 

had seen any information or heard about 112 during the last 12 months, and asked about the channels 

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 their 

countries were adequately informed 

about the existence of the European 

emergency number 112 (63%). 

However, compared to the previous 

wave of the survey (2008), this was a 

decrease of three percentage points 

in the proportion of those who did 

not agree with the statement.  

 

Just under a third of respondents 

agreed that information about the 

112 number was adequate in their 

country (13% totally agreed and 17% 

tended to agree). 

 

EU Member States show large variations in their opinions about the adequacy of the information 

about the European emergency number 112 

 

The country results showed large differences in the percentage of respondents who agreed or disagreed 

that people in their country were adequately informed. The highest proportion of respondents satisfied 

Opinion s about the European emergency number 112

Q4 b. Please tell me to what extent you agree or disagree with the following 
statementsé 

%, Base:  all respondents, EU27
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with the information about the European emergency number 112 was found in Luxembourg (70%; 40 

percentage points above EU average). In addition to Luxembourg, there were only three other 

countries in which the dominant opinion was positive: more than half of the respondents from 

Romania and Czech Republic (60% and 51%, respectively), as well as 47% of Estonians totally 

agreed or tended to agree that people in their country were adequately informed about the European 

emergency number 112. The Romanians were the most likely of all the EU citizens to totally agree 

with the above-mentioned statement (39%).  

 

However, only between one out of 10 and one in seven respondents from Cyprus (10%; 20 percentage 

points below the EU average), Italy (13%) and Greece (15%) agreed that the information was 

adequate. At the same time, the respondents from these three countries were the most likely to totally 

disagree that people in their countries were adequately informed about 112: more than half of the 

Greeks and Cypriots (54% and 52%, respectively), and 46% of the Italians held this opinion. Similar 

high numbers were seen in Ireland and the UK (both 45%).  

 

While, on average, two-fifths of the citizens from the  countries that joined the EU after 2004 (NMS
2
)
 

(42%) considered that people were adequately informed about the existence of the Europe-wide 

emergency number, this was only true for a quarter of the EU15 respondents (26%; four percentage 

points below the EU average). 

33 39

19
27 27

18 16 20 17 12 12 14 13 13 10 14 10 13 13 7
14

6
14 10 5 9 4 3

37 21

32 20 18
25 24 20 21 26 20 19 18 17 19 15 18 15 13

17
11 18 10 13

15 6 9 7

19

20
28

30
22 33 34

24 33 36
38 45

36
33 34

28 34 29 31 36
23 29 26 31

44

20
31

29

5
15 13 14 28 17 23

28 20 19 22
17

27 30 27 39 26 37 36 33
45 36 45 41

29

54
46 52

6 6 9 11 5 7 3 8 9 7 7 6 6 7 10 5
12 6 8 7 7 10 5 6 7 11 10 9

L
U

R
O

C
Z

E
E

N
L

S
K F
I

S
E

B
G

P
L

L
T

D
E S
I

E
U

2
7

E
S

P
T

L
V

D
K

B
E

F
R IE

M
T

U
K

H
U A
T

E
L IT C
Y

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

Q4. Please tell me to what extent you agree or disagree with the following statementsé 
%, Base:  all respondents, by country

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

 

In most EU Member States, slightly more people agreed ï in 2009 compared to 2008 - that they were 

adequately informed about the 112 number. However, in Romania and Bulgaria, there was an increase 

in the level of agreement about this of more than 14 percentage points. The proportion of Bulgarian 

respondents who agreed that people in their country were adequately informed about the existence of 

the Europe-wide 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 between the socio-demographic groups 

 

It was found that the youngest respondents (in the 15-24 year-old age group) agreed more than others 

that information about the European emergency number 112 was adequate in their countries (35%). 

                                                      
2
 This report refers to the EU15 (countries joining the EU before 1996), namely: Belgium, Denmark, Germany, 

Greece, Spain, France, Ireland, Italy, Luxembourg, Netherlands, Austria, Portugal, Finland, Sweden and the UK. 

The new Member States (NMS) are those joining in 2004 and 2007: Czech Republic, Estonia, Cyprus, Latvia, 

Lithuania, Hungary, Malta, Poland, Slovenia, Slovakia, Bulgaria and Romania.  
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Those aged from 40-54 were more likely to disagree with the statement about the adequacy of 

information (68%), and the oldest respondents (the over 54 year-olds) were less likely to disagree that 

people in their country were well informed about the number 112 (59%). However, 12% of the oldest 

group did not know how to respond. 

 

Considering the occupational groups, we saw that the manual workers agreed in much higher 

proportions than others that people in their countries were adequately informed about the European 

emergency number 112 (39% vs. 26% of employees and the self-employed). The employees and the 

self-employed were more likely than the non-working citizens or the manual workers to disagree with 

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

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

By socio-demographics  

   

% Totally 

agree 

% Tend 

to agree 

% Agree 

(total)  

% Tend 

to 

disagree 

% Totally 

disagree 

% 

Disagree 

(total)  

% 

DK/NA  

 

AGE         

15 ï 24 16 19 35 34 29 62  3 

 25 - 39  11 18 30  35 32 66  4 

 40 ï 54 11 16 27 35 33 68  6 

 55 + 14 16 29  30 29 59  12 

 
URBANIZATION         

 Metropolitan  11 18 29  35 30 65  6 

 Urban 12 16 28  32 33 65  8 

 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 

Q4 b. Please tell me to what extent you agree or disagree with the f ollowing statementsé 
%, Base:  all respondents, by socio-demographics 

 

2.2 Receiving i nformation about the European emergency number  112 

  

Despite Member States being obliged to inform citizens about the existence of 112, only one in five 

interviewees (21%) said they had received information about 112 as the European emergency number 

in the past 12 months. This was unchanged compared to 2008.  

 

Sixteen percent of EU citizens said they had seen or heard information about the European emergency 

number 112, and an additional 5% reported having received information about the EU-wide number 

and other national emergency numbers.  

 

The majority of respondents did not receive any information about the EU-wide emergency number or 

other emergency numbers during the last 12 months (69%). Less than one in 10 EU citizens reported 
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that they had not heard about 112 and had only seen or heard information about national emergency 

numbers (9%).  

 

Large differences between the Member States in their receipt of information about the European 

Emergency number 112 

 

We once more observed a large variation between the EU countries in the proportion of respondents 

who claimed to have received information about the European emergency number 112 in the past year. 

It should be noted that citizens of  countries that joined the EU after 2004 were much more likely to 

have received such information about the EU-wide number for emergencies than the EU15 citizens: on 

average, 45% of the respondents from countries that joined the EU after 2004  had seen or heard 

something about 112 or about both the European emergency number 112 and other national 

emergency numbers, while only 15% of the EU15 respondents stated the same thing.  

 

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

were the countries with the highest proportions of people who claimed that during the past 12 months 

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

other national emergency numbers.  

 

Respondents in the UK, Slovenia, Ireland, Denmark, Greece, Italy, and Germany, on the contrary, 

were the least likely to say they had received information about 112. Not more than one out of 10 

respondents in these countries had received such information about 112, or about both the European 

emergency number 112 and other national emergency numbers during the last 12 months. 
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%, Base:  all respondents, by country
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Comparison with 2008 results 

 

At the EU level, we did not observe any 

differences between 2008 and 2009 in 

the proportion of respondents who said 

they had received information about 112 

as the European emergency number in 

the past 12 months. In most member 

States, a very small increase or decrease 

was observed in the 2008 and 2009 

results. However, once more, there were 

some exceptions.  

 

In six Member States, the proportion of 

respondents who claimed to have 

received information about the 

European emergency number 112 in the 

past year increased by more than five 

percentage points: Slovakia (up by 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 just one-fifth in 2008 (+16). 

 

In the Czech Republic, on the other hand, the proportion of respondents who said they had received 

information about 112 as the European emergency number in the past 12 months decreased by 10 

percentage points (46% in 2009 compared to 56% in 2008). 

6
0

5
7

5
0

4
8

4
7

4
6

4
3

3
6

3
5

3
0

2
9

2
7

2
6

2
2

2
2

2
2

2
1

2
1

1
9

1
9

1
3

1
0

1
0

9 9 9 8 7

5
7

4
9

4
5

4
1

5
1

5
6

4
7

2
0

3
6

3
0

2
0

1
9

1
9

2
5

2
5

2
2

2
3

2
0

1
6

1
6

9 8 7 6 6 1
0

1
1

6

B
G

R
O

L
T

S
K

E
E

C
Z

P
L

B
E

L
V

L
U

M
T

P
T F
I

E
S

F
R

C
Y

H
U

E
U

2
7

A
T

N
L

S
E

D
E IT E
L

D
K IE S
I

U
K

2009 2008

Q3. During the last 12 months, have you seen or heard any information regarding the European emergency 
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I nformation about the E uropean emergency number 112 ï2008 -2009

 

Only small differences between the various socio-demographic groups 

 

In the main, there were only small differences, between socio-demographic groups, when respondents 

were asked if they had received information about the European emergency number 112 and/or about 

other national emergency numbers.  

 

As in 2008, it was found that men were somewhat more likely to report having received information 

about the European emergency number 112 (23% vs. 20% for women). Within the age segments, we 

I nformation about the E uropean emergency number 
112 and national emergency numbers

Q3. During the last 12 months, have you seen or heard any information 
regarding the European emergency number ñ112ò?  And have you seen or 

heard any information about the national emergency number(s)? 
%, Base:  all respondents, EU27
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saw that the oldest EU citizens (the over 54 year-olds) were the least liable to say they had seen or 

heard information about 112 (19% vs. 22%-24%). 

 

Finally, as in 2008, the manual workers were the ones the more likely to have received information 

about the European emergency number 112 (28% compared to 19%-22% of the other occupational 

groups). Those not working were the ones who were most apt to say they not received information 

about 112 during the last 12 months (19% only received information about 112). 

 
Information about the European emergency number 112 and national emergency numbers  
By socio-demographics  

   

% Yes, 
regarding 112 

(only)  

% Yes, 
regarding 
national 

emergency 
numbers 

(only)  

% Yes, about 
both 

% Yes, 
regarding  

112 

% Yes, 
regarding 
national 

emergency 
numbers  

% No 

 

SEX        

Male 18 10 5 23  15 66 

 Female 15 8 5 20  12 71 

 

AGE        

15 ï 24 18 10 4 22  14 67 

 25 ï 39  19 10 5 24  15 65 

 40 ï 54 17 9 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 8 5 28  13 63 

 Not working  15 8 4 19 12 71 

Q3. During the last 12 months, have you seen or heard any information regarding the European emergency number ñ112ò?  
And have you seen or heard any information about the national emergency number(s)?  
%, Base:  all respondents, by socio-demographics (1-2% DK/NA)  

 

2.3 Information source s about the European emergency number 112  

 

As in the previous wave of this 

trend survey, eight out of 10 

EU citizens (81%), who 

reported having received 

information about the 

European emergency number 

112, said they had been 

informed through the media 

(watching television, listening 

to the radio, reading 

newspapers or searching the 

Internet). 

 

Less than one in 10 

respondents (9%) mentioned 

that they had received 

information through a 

Source of information regarding the European emergency 
number 112

Q3a. Where did you see/hear information regarding the European emergency number ñ112ò?
%, Base:  those who have seen/heard information regarding the European emergency number 112, EU27
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telecommunications operator
3
. Other information sources than the ones proposed in the survey were 

mentioned by 18% of interviewees (up three percentage points compared to 2008).  

 

The media is still by far the most important information source in all EU countries 

 

In all EU countries, different media (television, radio, newspapers and the Internet) were most 

frequently used to receive information about the European emergency number 112. This source was 

mentioned by at least half of the respondents in each country: the ratios were as low as 52% in Greece 

and as high as 96% in Portugal.  

 

We noticed that on average, the proportion of respondents who mentioned the media was generally 

higher in the countries that joined the EU after 2004  than in the EU15 (88% and 75%, respectively vs. 

81% for the EU average). As a confirmation, besides Portugal, on the top of the hierarchy of those 

who most often mentioned the media as their source of information about the European emergency 

number 112 we found Romania and Bulgaria (both 95%), Latvia (89%), and Slovakia (88%); on the 

other hand, less than six out of 10 citizens of Greece (52%), Sweden (55%), Ireland (57%) and Austria 

(59%) had seen or heard information about 112 in this way.  

 

Approximately a quarter of Estonians claimed that they have seen or heard information regarding the 

European emergency number through their telecommunications operators (27%; 18 percentage points 

above the EU average). Nevertheless, in more than half of the Member States, less than one in 10 

respondents reported that they had received information about the EU-wide emergency number by 

using a payphone, by consulting a telephone directory or by reading information about it on 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 source than the media or a 

telecommunications operator ranged from 3% in Portugal to 36% in Austria and Ireland. The ratio of 

citizens selecting such óotherô sources was generally larger in the EU15 countries than in the countries 

that joined the EU after 2004 (22% and 12%, respectively). We saw for example, that apart from 

Austria and Ireland, the proportions of those who learned about the European emergency number 112 

through an alternative source were 35% in the UK and Greece and 32% in Denmark. On the contrary, 

besides Portugal, we saw that only 5% of Romanians, 7% of Bulgarians and 8% of Latvians used such 

a method.  

                                                      
3
 This would be by using a payphone, consulting a telephone directory or by reading information about it on a 

telephone bill. 
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Source of information regarding the European emergency number 112

Q3a. Where did you see/hear information regarding the European emergency number ñ112ò?
%, Base:  those who have seen/heard information regarding the European emergency number 112, by country
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Socio-demographic considerations 

 

Looking at the socio-demographic groupings we saw that younger respondents (the 15-39 year-olds) 

were less likely to mention the media as their information source about the European emergency 

number 112 (77%-78% vs. 81%-85% of the over-39s). Citizens living in urban areas - other than 

metropolitan - (83%), manual workers (87%) and those not working were the ones making most use of 

the media to receive information about 112. 

 

The youngest interviewees (aged 15-24) and manual workers were more likely than their counterparts 

to have heard about the European emergency number 112 through a telecommunications operator, 

(12% and 13% respectively). Slightly fewer citizens from metropolitan areas than from the other urban 

zones mentioned a telecommunications operator as their source of information.  

 

The older the respondent the less likely they were to mention alternative sources of information about 

the EU-wide emergency number. The residents in urban areas and the respondents with disabilities 

were slightly less likely to mention these ñotherò sources. Within the occupational segments we 

noticed that the employees and the self-employed were the ones most likely to have used other sources 

of information about the 112 number. It should be noted that few manual workers used ñotherò sources 

for this purpose (only 11% vs. 23% of employees for example). 

  



 

 

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

   

% Media 
(television, radio, 

newspapers, 
internet)  

% Through your 
telecommunica-
tions operator 
(payphones, 

directories, bills)  

% Other 

 

AGE     

15 ï 24 77 12 24 

 25 - 39  78 9 22 

 40 ï 54 81 10 16 

 55 + 85 7 12 

 

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 European emergency number ñ112ò? 
%, Base: those who have seen/heard information regarding the European emergency number 112, by socio-
demographics (2-4% DK/NA)  
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3. Knowledge of the European emergency number  112 
 

 The general public is still rather unfamiliar with 112 as the European emergency number. 

Only one in four interviewees (24%, up two percentage compared to 2008) could 

spontaneously identify 112 as the number to call for emergency services anywhere in the 

EU. More citizens (45%, up four percentage points) said 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 depends on the respondentôs country (from 3% in Italy to 58% in the Czech 

Republic). The proportion of respondents who mentioned 112 for emergencies within their 

own country ranged from 1% in Greece to 98% in Sweden. 

 It is still the case that having knowledge of 112 as an emergency number to call from oneôs 

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 to examine EU citizensô awareness of the European 

emergency number 112. To examine how aware EU citizens were of the existence of 112, respondents 

were asked, firstly, to identify the telephone number they would call in the event of an emergency in 

their own country (e.g., if someone needed urgent medical assistance or in case they needed to contact 

the police or fire brigade) and, secondly, to specify the telephone number that enabled them to call 

emergency services anywhere in the EU.  

 

Before 112 became the European emergency number to contact all emergency services, it had already 

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 has led 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) national emergency number 

and has been promoted as the number to contact all emergency services (i.e. police, fire and 

ambulance). This is the case in Denmark, Finland, the Netherlands, Portugal, Sweden, and ï 

most recently ï 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 call in order to contact some or all emergency services. In the UK, for example, 

citizens can either call 112 or the national number 999 for an emergency. 
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3.1 Calling the emergency services from oneôs own country  

 

EU citizens were asked about the number they would call in the event of an emergency in their own 

country
4
; 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 trend 

survey (in 2008) we saw an increase of four 

percentage points in the proportion of those 

who mentioned that they would call the 

emergency number 112 in the case of an 

emergency in their own country (45%). Even 

so, the majority of respondents thought of 

national numbers rather than 112 (54%; down 

four percentage points compared to 2008). 

 

It was also found that 7% of the EU citizens 

were not able to provide any emergency 

telephone numbers and one out of 10 

interviewees gave another number, which are 

similar figures as in 2008. 

 

Differences in the reported emergency numbers by country 

 

When looking at the country results for this first question, we again ï as in 2008 ï noticed great 

variations in the numbers 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% in Greece (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 emergency 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: where 112 is the sole/main emergency number 

 

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%). In addition, 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 above-mentioned countries provided an incorrect telephone 

number or were not able to name any emergency telephone numbers, except in Portugal where 7% of 

the Portuguese referred to a wrong telephone number and 8% were not able to give any emergency 

number.  

 

                                                      
4
 In chapter 4, these calls are referred to as ôhypotheticalô and are compared to ôactualô experiences of using 112.  

Telephone number(s) to call in the event of 
emergencies in oneôs own country

Q1. Can you tell me what telephone number you would call in the 
event of an emergency in [COUNTRY]?

%, Base:  all respondents, EU27
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Romania has recently phased out the existing national emergency numbers; since September 2008, 

112 has been the main number to be called for any emergency services (i.e. police, fire and 

ambulance). Reflecting this change, a high majority of Romanians (83% ï compared to 70% in 2008) 

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 from Romania (14%) 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 national emergency 

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 both Spain and 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 Luxembourg (85%). In these countries, 112 has become the only 

number to contact certain emergency 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 respondents (26%) 

specified these alternative national emergency numbers.  

 

In Germany, three-quarters 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 emergencies, the number 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 numbers (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 one in six (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 number 112 in the 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 country-wide since the end 

of September 2008, approximately four out of 10 respondents stated that they would call this number 

in the event of an emergency in their own country (45%). Two-thirds of the Bulgarians still 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%), Austria (10%), Cyprus (10%) and France (11%). Looking at all countries, 

in the UK, France and 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 country (between 

89% and 94%).  

 

Cyprus distinguished itself from other EU countries by the highest proportion of respondents saying 

they did not know any emergency number (47%) ï exactly the same as in 2008. As in Cyprus, many 

Maltese (38%) were not aware of any emergency number. The 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%).  

 
Telephone number(s) to call in the event of emergencies in oneôs own country 
By national situ ation  and country  

 
 

% ñ112ò % National 
number(s)  

% Other 
number(s)  

% DK/NA  

 

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 

 Denmark 94 8 3 2 

 Portugal 85 4 7 8 

 Romania 83 3 2 14 

 GROUP 2: 112 operates alongside other emergency numbers  

 Estonia 89 26 9 4 

 Luxembourg 85 37 7 4 

 Germany 75 39 13 4 

 Slovenia 70 60 7 4 

 Spain 64 16 9 16 

 Slovakia 58 50 7 9 

 Latvia 56 40 11 8 

 Lithuania  54 46 4 8 

 Poland 53 59 3 5 

 Czech Rep. 45 72 4 4 

 Bulgaria 45 66 1 9 

 Malta  38 16 11 38 

 Hungary  29 64 9 17 

 Belgium  27 66 5 9 

 Italy  22 64 21 10 

 Ireland  13 72 23 4 

 France 11 90 3 5 

 Cyprus 10 37 9 47 

 Austria  10 89 4 3 

 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 with the 2008 results 

 

Looking at the EU overall, the proportion of respondents answering that they would call the 

emergency number 112 in the case of an emergency in their own country slightly increased between 

2008 and 2009 (41% vs. 45%, up by four percentage points).  
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This increase was the most noticeable in Bulgaria: in 2008, 17% of Bulgarians thought of calling the 

emergency number 112 in the event of an urgent situation in their country, while in 2009, this figure 

was 45% (up 28 percentage points). The proportion of respondents mentioning that they would call 

112 in case of an emergency in their country also increased by more than 10 percentage points in 

Romania (from 70% in 2008 to 83% in 2009; up by 13 percentage points) and Germany (from 65% to 

75%; +10). 

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

Calling ñ112ò in the event of emergencies in oneôs own countryï2008 -2009

9
8

9
5

9
5

9
4

8
9

8
5

8
5

8
3

7
5

7
0

6
4

5
8

5
6

5
4

5
3

4
5

4
5

4
5

3
8

2
9

2
7

2
2

1
3

1
1

1
0

1
0

4

19
6

9
6

9
5

9
8

8
8

7
9

8
0

7
0

6
5

6
7

5
7

5
1

5
2

5
3

5
8

4
7

4
1

1
7

3
0

2
6

2
2

2
2

1
5

1
0

8 8 4 1

S
E F
I

N
L

D
K

E
E

P
T

L
U

R
O

D
E S
I

E
S

S
K

L
V

L
T

P
L

C
Z

E
U

2
7

B
G

M
T

H
U B
E IT IE F
R

C
Y

A
T

U
K

E
L

2009 2008

Socio-demographic differences 

 

With regard to the numbers that the respondents would call in the event of an emergency in their own 

countries, we saw some variations among socio-demographic 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% of men). 

 

The proportion of respondents who would call 112 decreased with age. While half of the 15 to 24 

years-olds 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 also noted that the respondents aged 25-54 (55%-56%) 

were more likely than the youngest or oldest ones to call other national emergency numbers. The 

oldest EU citizens (over 54 years-of-age) were more likely to give an incorrect telephone number or to 

say they did not 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). Respondents 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 occupational 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, the self-employed 

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

those not working were the ones giving an incorrect number or a ñdonôt knowò response.  

 

Finally, looking at the results for those respondents who reported having a disability, they were 

slightly less to be able to specify an emergency 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 number ï a figure 

unchanged from 2008.  

 
Telephone number(s) to call in the event of emergencies in oneôs own country  
By socio-demographics  

   
% ñ112ò % National 

number(s)  
% Other 

number(s)  
% DK/NA  

 

SEX          

Male 48 54 9 5 

 Female 42 54 10 8 

 

AGE      

15 ï 24 52 53 8 4 

 25 - 39  49 56 8 3 

 40 ï 54 46 55 10 5 

 55 + 38 52 11 11 

 

URBANISATION      

Metropolitan  53 49 10 5 

 Urban 41 55 10 7 

 Rural 45 55 9 7 

 

OCCUPATION      

Self-employed 45 58 9 5 

 Employee 47 57 9 3 

 Manual worker  49 51 8 6 

 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 socio-demographics 

 

As in the previous survey (2008), we will now explore ï in greater depth ï 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 able to specify an 

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 an incorrect telephone 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 emergency numbers and 

having a disability, or not, in more depth by separately looking at each age group in the survey.  

 

In the over-54 age group, we saw that while with regard to 112 or the incorrect numbers provided 

there was not much difference between those with disabilities and those without, the disabled 

respondents were less likely than those without disabilities to say they would call national emergency 

numbers in the event of an emergency in their own country (49% vs. 53% of those without a 

disability). The oldest 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 (the 40-54 year-olds) we found that the respondents with 

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 25-39 were more likely to say they would call the number 112 in 

the event of 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 those with and without 

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 national emergency number (56% vs 53% without disabilities).  

 
Telephone number(s) to call in the event of an emergency ï national context   
By age group and disability  

 

 

 

 % ñ112ò % National  

number(s)  

% Other 

number(s)  

% DK/NA  

AGE  IMPAIRMENT  

 15 ï 24  Any impairment  55 56 1 3 
   No impairment  53 53 8 4 
 25 ï 39  Any impairment  57 52 10 2 
   No impairment  50 56 8 3 
 40 ï 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 European emergency number 112 is 

now available in all Member States. 

However, the general public remains 

rather unfamiliar with this fact as only 

one out of five EU citizens could 

spontaneously identify 112 as the 

number to call for emergency services 

from anywhere in the EU (24%; an 

increase of two percentage points over 

2008).  

 

The majority of respondents (69%) said 

they did not know which number would 

enable them to call emergency services 

anywhere in the EU. Seven percent of respondents gave an incorrect answer to this question (i.e. they 

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. While approximately 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 

Knowledge of 112 as the EU -wide emergency number

Q2. Can you tell me what telephone number enables you to call 
emergency services anywhere in the EU?

%, Base:  all respondents, EU27
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services anywhere in 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 where 112 is the sole/main emergency number (Denmark, Finland, the Netherlands, 

Portugal, Sweden and Romania) than in countries where 112 operates along with other emergency 

numbers (40% vs. 22%). However, we are again able to conclude that knowing 112 as an emergency 

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 

respondents 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 (between 30% and 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 the EU-wide 

emergency number. On the other hand, the 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 have other national emergency numbers in addition to 112, we 

identified similar differences. The biggest were seen in Germany and Slovenia: three-quarters of 

Germans (75%), and seven out of 10 Slovenes (70%) said they would call 112 in the event of an 

emergency in 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 112 was better well-known as the 

European emergency number than as the number to call in case of emergency at home. For example, 

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%, respectively), 29% of French and 28% of Austrian 

respondents were aware that 112 was the EU-wide emergency number.  

 

It is worth noting that although the European emergency number 112 was recently introduced nation-

wide in Bulgaria (September 2008), half (49%) of Bulgarian respondents were already 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 number than 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

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

 

Comparison with the 2008 results 

 

A comparison with the results of the 2008 survey showed that respondents were now slightly 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 in Romania (up by 12 percentage points), Lithuania and Bulgaria (both +11), Sweden 

and Portugal (both +10). 

 

Poland and Estonia were the only countries where fewer respondents correctly answered that 112 was 

the telephone number that enabled them to call emergency services anywhere in the EU. The 

proportion of Polish respondents who were aware that 112 was the EU-wide emergency number 

decreased to 50% in 2009 from 56% in 2008. 

 

In addition to the national promotion campaigns, the press coverage following the launch of legal 

actions against some Member States (such as Bulgaria, Romania or Lithuania) may have contributed 

to the increase in the proportion of respondents answering that 112 was the telephone number to call 

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

Knowledge of 112 as the EU -wide emergency number ï2008 -2009

 

Socio-demographic analysis of knowledge of 112 as the European emergency number 

 

The table on the next page shows that the variations in knowledge of 112 as the European emergency 

number, across socio-demographic groups, are quite similar to those already described in the context 

of knowledge of emergency numbers at the national level. For example:  

 

 Men were more likely to be familiar with 112 as the European emergency number (28% vs. 20% of 

women). More women could not mention the number that enabled them to call emergency services 

across the EU (73% vs. 64% of men). 

 The oldest respondents (55+) were the least likely to know about 112 as the European emergency 

number (17% vs. 25%-31% depending on the age group), and 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. 60%-68% depending on the age group) 

 Respondents in metropolitan areas were 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 non-working citizens were less aware than their 

counterparts that 112 enabled them to call for help in the event of an emergency anywhere in the 

EU (19% compared to 28-30% depending on the group).  

 Finally, respondents with disabilities were less likely to be familiar with 112 as the European 

emergency number (18% vs. 25% for respondents without a disability). 
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Knowledge of 112 as the EU -wide emergency number  
By socio-demographics  

  % ñ112ò % Other number(s) % DK/NA  

 

SEX     

Male 28 8 64 

 Female 20 7 73 

 

AGE     

15 ï 24 29 10 61 

 25 ï 39 31 8 60 

 40 ï 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 socio-demographics 

 

As discussed above, similar to the results regarding the emergency numbers at a national level, we 

found again that the older respondents and those with disabilities were less likely to know the 

European emergency number 112. For this reason, weôve again looked ï in more depth ï at the 

knowledge of 112 as the European emergency number by age groups and disability. 

 

Within the over-54 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 likely to say that they did not know the identity of the EU-wide emergency number 

(81% compared to 76% of those of that age group without disabilities).  

 

The same overall pattern was found within the group of 25-39 year-olds: 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 anywhere in the EU (63% vs. 60%).  

 

We did not find significant differences in the knowledge level about 112 as the European emergency 

number between the disabled and non-disabled respondents within the groups of 15-24 year-olds and 

the 40-54 year-olds. Nevertheless, the youngest respondents with disabilities (aged 15-24) were more 

likely to name an incorrect number as the EU-wide 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  

 

 

 

 % ñ112ò % Other 

number(s)  

% DK/NA  

AGE  IMPAIRMENT  

 15 ï 24  Any impairment  30 15 55 

   No impairment  29 10 61 

 25 ï 39  Any impairment  27 10 63 

   No impairment  32 8 60 

 40 ï 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 as both a national emergency number and as the European emergency number 

 

As in 2008, we now present a chart that looks at the answers related to the number to call emergency 

services anywhere in the EU (Question 2) by their answers on calling emergency services in a national 

context (Question 1).  

 

It distinguishes between three groups of respondents:  

 

 Those who mentioned the number 112 in a national context;  

 Those who said they would call national emergency numbers but not 112; and  

 Those who only gave incorrect answers or who did not know any emergency numbers.  

 

Only 39% (three percentage 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 could be used to 

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 to call from oneôs own country does not 

necessarily mean that respondents were also aware of this number as the European 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 mention 112 or who gave incorrect or ñdonôt knowò answers (39% compared 

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)

Q2. Can you tell me what telephone number enables you to call emergency services 
anywhere in the EU?

Q1. Can you tell me what telephone number you would call in the event of an emergency 
in [COUNTRY]?

%, Base:  all respondents, EU27
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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, 

that people in their country were adequately informed about the existence of the European emergency 

number 112 by their knowledge of 112 as the European emergency number. As in 2008, by 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 in 2008, 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 number 112 and they were more likely to totally 

disagree with the statement. While 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 gave an incorrect 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 emergency number and 35% of 

those who said they did not know such a number totally disagreed that people in their country were 

adequately informed, only 18% of respondents who knew the number totally disagreed.  
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Opinions about 112 ñIn [COUNTRY], people are adequately 
informed about the existence of the European emergency 
number 112ò
by Knowledge of 112 (Q2) 

Q4 b. Please tell me to what extent you agree or disagree with the following statementsé
Q2. Can you tell me what number enables you to call emergency services anywhere in the EU? 

%, Base:  all respondents
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Knowledge of 112 as the European emergency number and the information 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 also by the 

frequency and amount of information provided to citizens about the European emergency number 112 

(Question 3).  

 

For most of the countries, where respondents said they had received information about the European 

emergency number 112 in the past 12 months, we 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 European emergency number. For example: 

 

 Bulgaria (60%), Romania (57%) and Lithuania (50%) were the countries with the highest 

proportions of people who claimed that during the past 12 months they had seen or heard 

information about 112. In these countries, the level of knowledge of 112 as the European 

emergency number was almost twice as high as in the EU overall (49%, 42% and 43%, 

respectively, vs. 24%). 

 

 Respondents in the UK and Greece, on the contrary, were among the least likely to say they 

had received information about 112 (7% and 9%, respectively), and the number 112 was also 

practically unknown to interviewees in these countries (8% and 4%, respectively). 
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Relationship between knowledge of 112 as the EU -wide emergency number and 
the proportion of respondents who received information about the European 
emergency number 112

Correlation coefficient: 
rxy = .70
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4. Experience of calling the European emergency number 112  
 

 

Calls to the European emergency number 112 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 number is called. Member 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 case of emergencies 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 emergency services 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 not guaranteed for mobile calls to 112 in some Member States. 

 

As in 2008, we now look at usage of the European emergency number and compare usersô experiences 

when calling 112 and other national emergency numbers
5
. Firstly, the usage of 112 and other 

emergency 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 used to make 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 emergency call 

 

 

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

 

 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. 

 The last time they needed assistance, more than a half of the respondents called a 

national emergency number (57%), and four in 10 (41%) called 112 for emergencies 

in their own country. Of the calls made to 112 in oneôs own country, 69% were calls 

in countries where 112 operates along with other emergency numbers, and 31% were 

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 of this trend 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 

                                                      
5
 The questions about characteristics of the last emergency calls and aspects of the quality of handling the 

emergency calls were only asked to the 10,305 respondents who had called an emergency number at least once 

in the past five years. Given the small number of respondents who reported that they had (last) called an 

emergency service while visiting another EU country (n=147), caution is 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 112 and a national emergency number) in the past five years, 15% of interviewees had 

only called other national emergency numbers. Almost three-quarters of EU citizens said they had not 

called any emergency number in the past five years (74%), which represents no change from 2008. 

Proportion of EU citizens who c all ed an emergency number 
in the last 5 year s

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, EU27

10

15

1

1

74

0

9

16

1

1

74

1

Yes, only 112

Yes, only national emergency numbers

Yes, both 112 and national emergency 
numbers

Other numbers

No, I have not called any emergency 
number

DK/NA

2009 2008

 
 

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 Lithuania (44%), 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 countries, less than one in five respondents said they used an emergency number 

in the defined timeframe: Ireland (11%), Cyprus (13%), Malta (14%), Hungary (15%), Slovenia 

(16%), as well as Belgium (18%) and Greece (19%).  
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Socio-demographic considerations 

 

The socio-demographic analysis showed 

that respondents in the oldest age groups 

were the ones that were most liable to 

say they had not called an emergency 

number in the past five years (79% vs. 

67%-74% depending on the segment, a 

similar result to 2008), while 

respondents between 25 and 39 years-of-

age were the ones that had most often 

made such a call. Not surprisingly, 

within the age segments, we saw that the 

oldest respondents were the least likely 

to have called 112 (as in 2008), and 

more 25-39 year-olds than all the other 

age groups said they called either the 

European emergency number in the last 

five years (14% vs. 7% of the oldest, 

11% of the youngest and 12% of the 40-

54 year-olds), or a different national 

emergency number (18% vs. 13% of 

both the oldest and youngest 

respondents, 16% of the 40-54 year-

olds).  

 

The EU citizens living in metropolitan 

areas were more likely to have made an 

emergency call over the past five years, 

and they were more likely to have called 

112 (15% vs. 10% in both urban and 

rural zones). 

 

Those respondents not working were the 

most likely to say they had not made a 

call to an emergency number in the past five years (78% compared to 69%-73% depending on the 

other occupational segment), and the least apt to say they had called 112 (9% vs. 13% of employees 

and the self-employed). The employees were more likely than the self-employed, manual workers and 

those not working to have called national emergency numbers (other than 112).  

 

The existence, or not, of a respondentôs disability made hardly any difference to the number of calls 

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 years, were asked 

which number they called during the last emergency situation and if they were visiting another EU 

country at the time. When studying the results, we took into account national differences in the 

availability of emergency numbers (as discussed in Chapter 3).  

 

Overall, the vast majority of interviewees called an emergency number for an emergency situation in 

their own country; very few have called emergency services while in another EU country.   

 

Proportion of citizens who called an emergency 
number in the last 5 years  
By socio-demographics  

   

% No 
emer-

gency call 

% ñ112ò 
(112 + 112 

and 
national 
emer-
gency 

numbers) 

% 
National 

emer-
gency 

numbers 

 

AGE       

15 ï 24 74 11 13 

 25 ï 39  67 14 18 

 40 ï 54 72 12 16 

 55 + 79 7 13 

 

URBANISATION     

Metropolitan  69 15 15 

 Urban 74 10 15 

 Rural 75 10 14 

 

OCCUPATION     

Self-employed 70 13 16 

 Employee 69 13 18 

 Manual worker  73 11 15 

 Not working  78 9 13 

 

IMPAIRMENT     

Any impairment  71 12 16 

 No impairment  74 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 socio-demographics (0-1% other numbers/0-1% 
DK/NA)  
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A majority of respondents (57%; a decrease of four percentage points compared with 2008) said that, 

the last time they needed assistance, they were in their own country and dialled other national 

emergency numbers. Of all emergency calls made in the last five years, four out of 10 were 112 calls 

in oneôs own country (41%; an overall increase of four percentage points over 2008). Although, 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 proportion of those who called 112 

in the event of an emergency situation in their own country
6
. 

 

Looking at the results by taking into account national differences in the availability of emergency 

numbers, we saw that of all emergency calls made in the past five years, 28% were calls to 112 in 

countries with multiple emergency numbers while the respondents were in their own countries (only a 

one percentage point difference compared to 2008), and 13% were calls to 112, under similar 

circumstances, in countries where 112 was the sole/main national emergency number (an increase of 

five percentage points compared to the previous wave of the survey). In other words, of the calls made 

to 112 in a citizenôs own country, 69% were calls in countries where 112 operates along with other 

emergency numbers, and 31% were calls in countries were 112 is the only/main emergency number. 

 

As in 2008, very few respondents have called emergency numbers while abroad
7
 in the last five years. 

Just 1% of all emergency calls were made to the European 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

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

28

13

57

1

0.4

0.7

29

8

61

1

0.6

0.6

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

2009 2008

modified

 
Individual country differences repeat the results 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 last emergency situation in oneôs own country, a large majority of respondents called this number. 

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 significant trend in the first five of these 

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

                                                      
6
 Part of this difference can be attributed to the fact the group of  countries with 112 as main emergency number 

contained one additional country ï Romania ï compared to the situation in 2008. 
7
 The number of respondents who called 112 in other EU country was 110, and the number of those who called a 

national emergency number in other EU country was 37.  
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a significant increase in the proportion of respondents who called the 112 number: from 69% 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 81% in Estonia, 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 emergency number 112 during the most recent emergency event (1%-2%). In 2009, the UK 

and Greece were still seen at the very bottom of the distribution; however, in Bulgaria, significantly 

more respondents in 2009 said they had called this number (13% vs. 1%).  
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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

modified

 

Socio-demographic analysis 

 

When comparing the numbers that respondents in the different socio-demographic groups had last 

called during an emergency, it was noted that there were: 

 

 no major differences in the proportion of respondents (in the various categories) who called an 

emergency number in another EU country,  

 variations in the proportion of respondents who called the emergency number 112 and those 

who opted for other national emergency numbers in the event of an emergency in their own 

country.  

 

To some extent, the observed patterns of differences repeated those found when studying the 

hypothetical situation of calling emergency services (Question 1ï ñnumber to call in case of an 

emergency in your own countryò and Question 2ï ñnumber to call in case of an emergency in another 

EU countryò). 

 

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 emergency number 

showed the opposite tendency. While 44% of the youngest respondents reported they called 112, this 
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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 ratio was just 54% for the 15-24 year-olds. 

 

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 areas) and 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 self-employed 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 (38% vs. 41% for 

respondents without a disability).  

 
Number called during the last emergency situation  
By socio-demographics  

   

% 
National 
numbers 

% ñ112ò % ñ112ò 
(countries 

with 112 
as main 
nmb.)  

% ñ112ò 
(countries 

other 
nmbs.)  

 EU27  57 41 13 28 

 

SEX      

Male 57 41 12 29 

 Female 58 40 14 27 

 

AGE      

15 ï 24 54 44 13 31 

 25 - 39  55 42 13 29 

 40 ï 54 57 41 12 30 

 55 + 62 37 13 23 

 

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 years, by socio-demographics (0-2% 
DK/NA)  
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4.2 Characteristics of the most recent emergency call  

 

 The majority of the most recent emergency calls were made from a fixed-line 

telephone (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 (7%; down one percentage point 

compared to 2008). As 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 (1%), 3% of respondents got a busy tone or got no reply from the 

emergency service, and another 3% reported other problems.  

 Such communication problems were reported more frequently by mobile phone users 

(9%) than by fixed-line 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 language-related problems when 

communicating with the emergency services. This is up 11 percentage points from 

2008.  

 Respondents who made an emergency call with a mobile phone were less likely to 

provide the emergency service with the exact address of the emergency (83% 

compared to 94% for fixed-line telephone users). 

 Respondents who made an emergency call while visiting another EU country were 

less likely to be able to provide an exact address (70% for calls to 112 and 80% for 

calls to other numbers vs. 87% - 90% of those who called the emergency services in 

their own country).  

 Regarding the follow-up given to the call, in a large majority of cases an emergency 

unit arrived on the spot (83%, up two 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 survey, 

the majority of 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). Only 1% of respondents 

used a public payphone, while the proportion 

of respondents who used VoIP was again 

negligible.  

 

Individual country differences  

 

The individual country results showed that 

with six out of 10 respondents having used a 

fixed telephone, France (69%; 16 percentage 

Type of the telephone used to make the 
emergency call

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

53

45

1

0

1

55

42

2

0

1

Fixed telephone

Mobile telephone

Public payphone

Via Internet (VoIP)

DK/NA

2009 2008
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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 services ï as in 2008 ï (76%; 31 percentage points above the EU 

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 Czech Republic said 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 from the countries that joined the EU after 

2004  used fixed-line 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 the countries that joined the EU after 2004  (65% vs. 40% in the EU15). 

69 66 64 62 59 57 56 54 53 52 51 51 50 49 46 42 40 39 38 37
36
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Type of telephone used to call emergency services

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 phone-only households in each country. According to the results of the Special Eurobarometer 

293 ñE-communications household surveyò
8
, the percentage of mobile phone-only households is the 

highest in the Czech Republic (64%) and Finland (61%) but below the EU average in countries such 

as France and Greece (both 16%). We 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 phone-only households in that country was equal to .68 

ï 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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Socio-demographic considerations 

 

The differences in the percentage of respondents 

in the various socio-demographic groups that 

used either a mobile phone or a fixed-line 

telephone, when last calling the emergency 

services, can be explained by the actual 

breakdown of mobile phone usage.  

 

Since we expect that men are more likely than 

women to have a mobile phone which they 

regularly use
9
, they are also more likely to say 

they have called the emergency services using a 

mobile phone (53% vs. 37%). The same 

reasoning applies when comparing younger and 

older respondents
10

. For example, while 

approximately only one in four respondents over 

54 had made their last emergency call with a 

mobile phone (24%), two in three respondents 

aged between 15 and 24 years-of-age had done 

so (67%). 

 

The residents from metropolitan areas used a 

mobile phone more often than their counterparts   

when they last called an emergency number 

(50%).  

 

Non-working respondents were the ones that 

most often mentioned that they last called the 

emergency services from a fixed-line telephone 

(60% compared to, for example, 52% of 

employees). The self-employed and manual 

workers, on the other hand, most often called the 

emergency services with a mobile phone (60% 

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

 

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 factors; we already mentioned that respondents with 

disabilities tend to be older ï and thus less likely to have a mobile phone
11

 ï but it may also be true 

that they leave the house less frequently, and thus are more likely to be able to use a fixed-line 

telephone from their home. 

 

Differences between 112 calls and calls to other national emergency numbers 

 

As in 2008, the most recent calls made to 112 as a result of an emergency situation in oneôs own 

country were most often made by mobile phone: 59% of the respondents who called 112 in countries 

                                                      
9
 Flash 241(Information society as seen by EU citizens) reported that ñA slim majority of men (53%) used their 

mobile phone several times a day compared to 42% of women. Women, on the other hand, tended to use a 

mobile phone less frequently: once a day, once a week or less often.ò 

(http://ec.europa.eu/public_opinion/flash/fl_241_en.pdf).  
10

 The same Flash report (241) reported that ñOnly a quarter of the over 54 year-olds used a mobile phone 

several times a day; this proportion increased to almost three-quarters (73%) of the 15-24 year-olds.ò 
11

 As shown in Flash 241. 

Type of telephone used to call the emergency 
services  
By socio-demographics  

   
% Fixed 

telephone 
% Mobile 
telephone 

 

SEX      

Male 45 53 

 Female 61 37 

 

AGE    

15 ï 24 32 67 

 25 - 39  42 56 

 40 ï 54 54 44 

 55 + 73 24 

 

URBANISATION    

Metropolitan  48 50 

 Urban 56 42 

 Rural 52 46 

 

OCCUPATION    

Self-employed 36 60 

 Employee 52 46 

 Manual worker  39 58 

 Not working  60 38 

 

IMPAIRMENT    

Any impairment  65 33 

 No impairment  51 47 

Q7. What kind of telephone did you use?  
%, Base:  those who called an emergency number in the last 5 years, by 
socio-demographics (0-1% DK/NA)  

http://ec.europa.eu/public_opinion/flash/fl_241_en.pdf
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where this number was the sole/main emergency number used mobile phones (an increase of eight 

percentage points compared to 2008); the same holds true for the 54% who called 112 in countries 

with multiple emergency numbers. On the contrary, when the respondents were in their own country, 

the last calls to alternative national emergency numbers were made primarily from fixed-line 

telephones (60%); only 38% used mobile phones in these cases (compared to 2008, this is an increase 

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 services when they 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 that, as in 2008, respondents used 

public payphones more frequently to call emergency services when they were abroad (9% for the last 

112 calls and 5% for calls to other national emergency numbers). 
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Type of telephone used to call emergency services

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

modified

 

 

4.2.2 Difficulties encountered when trying to make an emergency call  
 

Respondents were asked about 

the difficulties encountered when 

trying to make an emergency 

call. The results were similar to 

those from the previous wave of 

this trend survey.  

 

A minority of respondents 

experienced difficulties in 

establishing or maintaining the 

communication during their last 

call to an emergency service 

(7%; down one percentage point 

compared to 2008). 

 

There was a low proportion of 

Problems encountered when calling the emergency services

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
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problems attributable to the telecommunications operators (1%); 3% of respondents got a busy tone or 

got no reply from the emergency service, and another 3% reported ñotherò problems. It is worth 

mentioning that countries that joined the EU after 2004  respondents reported more frequently that 

they got a busy tone or that the phone rang but nobody answered (7% in the 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 services. As in 2008, Poland was the country where respondents were 

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 emergency services, as well as Greece with 11% of its 

citizens having similar experiences. 
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Socio-demographic considerations  

 

In terms of experiencing communication 

difficulties when establishing or maintaining an 

emergency call, no real differences were 

observed between the various socio-

demographic groups.  

 

The respondents in the oldest age category (over 

54) experienced technical difficulties during 

their last emergency call less often than their 

counterparts (15-54 years-of-age) (4% compared 

to 7%-9% depending on the age segment). 

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% vs. 

6% in the rural zones). 

 

While one out of 10 self-employed 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%). 

 

 

Differences between mobile and fixed phone emergency calls 

 

Communication problems, when last making an 

emergency call, were reported more frequently 

by respondents who used a mobile phone than 

by those who called from a fixed-line 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 respondents 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 emergency numbers 

 

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, there appeared to be an increase 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 one-fifth in 2008; also, 15% of the interviewees who 

called 112 in another EU country reported having problems (an increase of three percentage points 

compared to 2008). However, the number of cases reported are very low, and the differences are not 

significant in the statistical sense. 

 

Diffi culties when making an emergency call  
By socio-demographics  

   
% No 

difficulty  
% Some 
difficulty  

 

AGE      

15 ï 24 91 9 

 25 - 39  91 9 

 40 ï 54 93 7 

 55 + 95 4 

 

URBANISATION    

Metropolitan  91 9 

 Urban 93 7 

 Rural 94 6 

 

OCCUPATION    

Self-employed 90 10 

 Employee 92 8 

 Manual worker  94 6 

 Not working  94 6 

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

Problems encountered when calling the 
emergency services  

Type of Telephone   
% No 

difficulty  
% Some 
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)  
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Considering the emergency calls made in oneôs own country, the respondents who called 112 in 

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 emergency number, 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, fewer respondents who last called 112 in 

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

2008). 

 

93 92 94 93 93 94 91 89
83 88

62
71

7 8 6 7 6 5 8 10
15

12

38 20

10

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

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

EU27 last called a national 
emergency number

last called 112 
(countries with 112 
as main emergency 

numbers)

last called 112 
(countries with 

national emergency 
numbers)

last called 112 in 
another EU country

last called a 
national emergency 
number in another 

EU country

Problems encountered when calling the emergency services

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, by type of call and country group

modified

 

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 language barriers while 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 encountered 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 communicated with 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 16 percentage points compared to 2008). 
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Language barrier s when making an emergency call in 
another EU country

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

29

56

12

4

18

49

28

5

Yes, we had a communication problem 
because of languages

No, we communicated in a language of the 
visited country

No, we communicated in a language 
different from the one/s of the visited 

country

DK/NA

2009 2008

 
 

In the next chart, we compared the percentage of respondents who reported language barriers when 

visiting another EU country in two cases ï i.e. between those who called 112 and those who called 

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 more balanced 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 proportion 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 called other national 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, we saw now 

similar results between the two cases: 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 s when making an emergency call in another EU country

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

Last called the 
European emergency 

number 112

Last called a national 
emergency number

Yes, we had a communication problem 
because of languages

No, we communicated in a language of the 
visited country

No, we communicated in a language 
different from the one/s of the visited 

country

DK/NA

28

57

12

3

12

56
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1

29

53

13

6

28

38
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13
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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) said they gave 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. Finally, 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

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

89

6

3

1

1

86

6

4

2

3

Yes, I gave the exact address

Yes, but I could not give the exact address

No, the operator did not ask for it although 
I could have provided this information 

No, I could not state my location

DK/NA

2009 2008

modified

 
Individual country results 

 

In each country, at least three-quarters of respondents said they provided the emergency operator with 

the exact address of the emergency. The most likely to do so were the Italians (95%; six percentage 

points above the EU average), followed by the Romanians (94%) and Portuguese (93%). The 

Luxembourgers (78%; 11 percentage points below the EU average), 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 

respondents 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 location 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 Lithuania where 7% of 

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 that the emergency operator was able to establish 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 received sufficient 

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 were seen 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, I gave 
the exact 
address 

% Yes, but I 
could not give 

the exact 
address 

% No, the 
operator did not 

ask for it 
although I could 
have provided 

this information  

% No, I could 
not state my 

location 

 

EU27  89 6 3 1 

COUNTRY      

 Italy  95 1 2 2 

 Romania 94 2 3 2 

 Portugal 93 1 4 1 

 Austria  92 4 1 1 

 Latvia 92 3 3 0 

 Spain 91 4 3 1 

 Bulgaria 91 2 4 0 

 Germany 91 7 1 0 

 Hungary  90 3 2 3 

 Slovakia 89 7 3 0 

 France 88 4 6 1 

 Cyprus 87 3 6 0 

 Poland 87 5 5 3 

 Belgium 87 5 3 3 

 Malta  86 4 7 2 

 Estonia 86 4 7 1 

 Greece 86 3 5 3 

 Netherlands 85 6 4 3 

 Czech Rep. 85 7 4 2 

 Denmark 85 5 6 1 

 Finland  84 13 2 1 

 Ireland  83 10 3 2 

 Sweden 82 11 2 2 

 United Kingdom  82 14 2 1 

 Lithuania  82 5 7 3 

 Slovenia 82 12 4 3 

 Luxembourg 78 7 10 2 

Q9. Did you provide information about your location to the emergency operator?  
%, Base:  those who called an emergency number in the last 5 years, by country  (0 -4% DK/NA)  
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Socio-demographic considerations 

 

Slightly more women (90% vs. 87% of men), a higher proportion of older (over 40 years-of-age) than 

younger respondents (the 15-39 year-olds) (90%-91% compared to 86%-87%), and more non-working 

citizens than their counterparts (91% vs. 86%-88% 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 address during their last emergency 

call (84% compared to 90%-91% 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 than non-working citizens 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 and non-working respondents 

were probably more likely to experience an emergency at home, while younger respondents and those 

in the labour force were probably more likely to face an emergency away from home ï at a place 

where they might not know the exact address.  

 
Providing precise information about the location o f the emergency  
By socio-demographics  

   

% Yes, I gave 
the exact 
address 

% Yes, but I 
could not give 

the exact 
address 

% No, the 
operator did 
not ask for it 
although I 
could have 

provided this 
information  

% No, I could 
not state my 

location 

 

SEX      

Male 87 7 3 2 

 Female 90 4 3 1 

 

AGE          

15 ï 24 86 9 3 2 

 25 - 39  87 7 3 2 

 40 ï 54 90 5 2 1 

 55 + 91 2 4 1 

 

URBANISATION      

Metropolitan  84 8 4 2 

 Urban 91 4 3 2 

 Rural 90 6 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 the last 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 with the 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 emergencyôs location but could not give an exact address (11% compared 

to 1% of fixed telephone users).  

 
Providing precise information about the location of the emergency  

Type of Telephone   

% Yes, I gave the 
exact address 

% Yes, but I 
could not give 

the exact 
address 

% No, the 
operator did not 
ask but I could 
have provided 

this information  

% No, I could 
not state my 

location 

% DK/NA  

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 5 years 

 

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.  

 

Respondents 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 emergency situation 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 compared to 2008, 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 in oneôs own country, we saw slight increases in the 

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 sole/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

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

modified

 

 

 
4.2.5 Follow-up to the emergency call 
 

Regarding the follow-up given to the emergency call, in a large majority of cases an emergency 

intervention unit was sent and arrived on the spot (83%). However, as in 2008, an emergency unit was 

reportedly sent but did not arrive in 2% of the cases. A small proportion of callers: 

 received information about what to do (6%) 

 were informed that their call was not an emergency and that no follow-up was necessary (2%) 

 were given other follow-up information (5%).  

Follow -up to the emergency call

Q10. What was the follow -up given to your call ? 
%, Base:  those who called an emergency number in the last 5 years
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An emergency unit arrived on the spot

I received information on the phone about 
what to do/where to go to solve the problem
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Individual country results 

 

In all EU countries, at least two-thirds of the follow-ups to the emergency calls 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 follow-up to their call above the EU 

average, namely: Germany (92%; 9 percentage points 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). 

 

Respondents 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 countries, 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 (five percentage 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 Ireland (both 11%) said that their 

emergency call had follow-up actions other than the ones listed in the survey. 
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Follow -up to the emergency call  
By country  

 

 

% An emergency 
unit arrived on 

the spot 

% I received 
information on 
the phone about 

what to do 

% An emergency 
unit was sent, 

but did not 
arrive 

% I was told the 
situation was 

not an 
emergency 

% Other 

 

EU27  83 6 2 2 5 

COUNTRY       

 Germany 92 2 1 1 4 

 Italy  89 5 2 1 2 

 Austria  89 4 1 1 4 

 
United 

Kingdom  
87 3 3 1 4 

 Slovakia 87 5 2 2 4 

 Romania 83 6 3 3 5 

 Czech Rep. 83 8 2 4 4 

 Belgium 83 4 2 0 11 

 Poland 83 5 3 3 4 

 Cyprus 83 2 4 1 7 

 Malta  82 1 2 2 9 

 Netherlands 82 8 3 2 4 

 Hungary  81 9 1 1 6 

 Denmark 80 4 2 3 7 

 France 80 11 0 2 6 

 Ireland  80 3 2 1 11 

 Slovenia 80 6 2 3 8 

 Bulgaria 79 6 4 3 4 

 Portugal 79 5 2 7 7 

 Finland 79 6 1 4 8 

 Estonia 75 16 2 5 3 

 Luxembourg 73 16 1 2 6 

 Spain 73 8 3 3 12 

 Lithuania  73 18 1 2 3 

 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 years, by country  (0 -4% DK/NA)  
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Socio-demographic considerations 

 

As we saw in 2008, when older and non-

working respondents, and those with 

disabilities made an emergency call, such calls 

were more often followed by the arrival of an 

emergency intervention unit than when 

respondents in the other socio-demographic 

groups made such a call. For example, while 

89% of respondents over 54 said that an 

emergency unit arrived on the spot when they 

last called the emergency services, only 

between 80%-83% of those below 55 years-of-

age did so. Or, while 87% of non-working 

respondents said an emergency unit was sent, 

only 76%-83% of those in active employment 

were helped in such a manner. This trend was 

also true, for a lesser extent, in regard to those 

living in rural areas in contrast with those 

living in urban zones. 

 

However, respondents between 15 and 24 

years-of-age, as well as those in the 40-54 age 

group were more likely than the oldest ones to 

have received information over the phone 

about actions to be taken. The same held true 

for the employees when compared to those not 

working (8% of employees were helped over 

the phone vs. 5% of those not working).  

 

 

Differences between 112 calls and calls to 

other national emergency numbers 

 

Comparing the follow-up to emergency calls, it was clear - as in 2008 - that calls made outside of the 

respondentôs own country (from within another EU Member State) need to be distinguished from calls 

made within the respondentôs own country. One-fifth of respondents (21%) who made an 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). Nevertheless, 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 that their emergency 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 (12%; two percentage points less than in 2008) who called other national 

emergency numbers while in another EU country said that the emergency call was followed by some 

other action than the ones listed in the survey.  

 

Follow -up to the emergency call  
By socio-demographics  

   

% An 
emergency 
unit arrived 
on the spot 

% I received 
information 

on the 
phone about 
what to do  

 

AGE      

15 ï 24 81 8 

 25 - 39  80 6 

 40 ï 54 83 7 

 55 + 89 4 

 

URB ANISATION    

Metropolitan  84 5 

 Urban 82 6 

 Rural 85 6 

 

OCCUPATION    

Self-employed 76 6 

 Employee 81 8 

 Manual worker  83 6 

 Not working  87 5 

 

IMPAIRMENT    

Any impairment  87 5 

 No impairment  83 6 

Q10. What was the follow -up given to your ca ll  
%, Base:  those who called an emergency number in the last 5 years, by 
socio-demographics (2-3% DK/NA)  
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Table 1a. Opinions about 112: It is very useful to have a Europe-wide emergency 
number available everywhere in the European Union ï by country  

QUESTION: Q4_A. Please tell me to what extent you agree or disagree with the following statements: - It is very 

useful to have a Europe-wide emergency number available everywhere in the European Union. 

 

 
 

Total N % Totally 

agree 

% Tend to 

agree 

% Tend to 

disagree 

% Totally 

disagree 

% DK/NA  

 

EU27  40669 80.1 13.8 1.7 2 2.4 

COUNTRY        

 Belgium 1502 90 6.6 0.9 0.4 2.1 

 Bulgaria 1504 82.9 11.7 0.9 0.5 4 

 Czech Rep. 1500 67.8 23.9 3.4 0.8 4.1 

 Denmark 1501 83.7 11.3 1.1 1.2 2.7 

 Germany 1507 84.4 10.1 1.5 2.5 1.6 

 Estonia 1550 73 19.5 2.6 0.9 4 

 Greece 1500 82 11.1 1 3.7 2.2 

 Spain 1503 84.9 11 1.1 1 1.9 

 France 1507 70.9 22.1 1.8 3.4 1.9 

 Ireland  1500 77.3 15 2.7 2.4 2.6 

 Italy  1507 90.5 5.9 0.7 0.4 2.5 

 Cyprus 1503 89.8 6.9 0.9 0.6 1.8 

 Latvia 1529 67 23 2.4 2 5.6 

 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 

 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 

 Portugal 1504 94.4 2.4 0.5 0.7 2 

 Romania 1504 88.2 7.1 0.9 0.7 3.1 

 Slovenia 1502 86.1 10.4 1.6 0.9 1 

 Slovakia 1509 81.8 14 1.5 0.2 2.5 

 Finland  1500 91.4 6.5 0.7 0.7 0.8 

 Sweden 1500 92.6 5 0.5 1.1 0.8 

 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 Europe-wide emergency 
number available everywhere in the European Union ï by segment 

QUESTION: Q4_A. Please tell me to what extent you agree or disagree with the following statements: - It is very 

useful to have a Europe-wide emergency number available everywhere in the European Union. 

 

   

Total N % Totally 

agree 

% Tend 

to agree 

% Tend 

to 

disagree 

% Totally 

disagree 

% 

DK/NA  

 EU27  40669 80.1 13.8 1.7 2 2.4 

 

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 1.5 1.1 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 1.5 1.6 

 Urban 17287 81.6 12.6 1.5 1.8 2.5 

 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 1.5 1.5 1.1 

 Manual worker  3501 80.7 14.7 1 2.2 1.4 

 Not working  20373 78.5 14 2.1 2.1 3.4 

 

IMPAIRMENT        

Any impairment  4079 74.4 14.1 3.1 3.5 5 

 No impairment  36124 80.9 13.8 1.6 1.7 2 

 

GROUP OF EMERGENCY 

NUMBERS  
      

Sole 5558 90.5 5.9 0.8 0.9 1.9 

 More 35111 78.5 15.1 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 phones ï by country  

QUESTION: Q4_C. Please tell me to what extent you agree or disagree 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 

agree 

% Tend to 

agree 

% Tend to 

disagree 

% Totally 

disagree 

% DK/NA  

 

EU27  40669 68.7 19.7 3.8 2 5.8 

COUNTRY        

 Belgium 1502 72.8 12.7 3 1.7 9.8 

 Bulgaria 1504 78.4 13.4 1.1 0.6 6.5 

 Czech Rep. 1500 55.3 30.8 6.2 1 6.8 

 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 1.5 7.8 

 Greece 1500 93 4.3 0.8 0.8 1.2 

 Spain 1503 78.5 16.7 0.9 0.4 3.5 

 France 1507 62.1 27.7 1.9 2.7 5.6 

 Ireland  1500 71 17.8 3.5 2.3 5.4 

 Italy  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 

 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 

 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 

 Portugal 1504 92.5 3 1.3 0.4 2.9 

 Romania 1504 82.7 11.7 1.3 1 3.4 

 Slovenia 1502 70.7 19.4 4.3 1 4.6 

 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 

 United Kingdom  1500 57.9 23.5 5.7 3.5 9.4 




