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The Problem
•Increasing international travel

•Cheaper international calls

•VOIP

•112.
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The solution

A database of direct  dial numbers into 
other emergency call centres

At least one call centre in each EU 
country nominated to receive other calls

Multilingual capabilities mandated.
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An Example

Call received in London for a patient in 
Spain who has taken an overdose.
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The call was passed to the relevant 
Spanish emergency control

Unfortunately the address given was 
incorrect.
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More problems

Address format differs between countries
No way to verify an address
Questions that you ask may be different 

from ours
Feedback.
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More solutions

A standard template for passing 
emergency calls

An agreed minimum data set to facilitate 
exchange

A way to feedback to origin call centre 
that the call has been dealt with.
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An idea
On receipt of the call:
Confirm which country the incident is in
Confirm what emergency services are required
Ask is it possible for the person in need of help to dial 112 

themselves
• If not confirm why not

Complete the call in the normal way, following local call taking
protocols
• Ensure that you have the correct address for the incident
• If possible take a local contact telephone number for the 

person needing help
• Identify the language spoken by the person needing help.
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Identify from the list the local responsible PSAP
If possible use a call handler who can speak an 

identified language of that PSAP to pass the call 
(consider use of an interpreter)

Identify yourself as an emergency control centre / PSAP 
in the country that you are based

Ask to pass details of an emergency call in their area 
Pass all details that you have (remember that they may 

take details in a different order to you)
Exchange call reference numbers or initials
Give them a number that they can contact you back on
Contact the original caller back and confirm that help 

has been arranged.
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Any Questions

As with most EU projects – for this to 
work we need your input!


