E-0846/07 22 February 2007

WRITTEN QUESTION by Piia-Noora Kauppi (PPIDE) to the Commission

Subject: Quality standards of emergency call cagaeswer(s)

In Finland, there are standards for maximum respdimse in case of emergency. Can the
Commission guarantee that Finnish citizens trawglto other Member States are entitled to
the same level of standards?

According to Article 26 of Directive 2002/22/EC(&h universal service, emergency calls to
112 have to be ‘appropriately answered and handMtiat is the Commission doing to
ensure a proper quality of service?

In Finland calls to 112 are answered in severajdages. What is the Commission doing to
ensure that citizens from Finland travelling abr@adl calling 112 are answered with the
same high quality of service?

(1) OJ L 108, 24.4.2002, p. 51.
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Answer given by Mrs Reding on behalf of the Comioiss

The Commission is actively involved in issues ediatto the development of the 112
emergency number in Europe and provides regulailddtreports on implementation. In its
consultations with the Member States, the Commussstrongly encourages them to
strengthen their efforts to provide the best pdssilsolutions for emergency
telecommunications and provides opportunities tvesknow-how and best practice.

However, the EC Treaty limits the Commission's p@ae this connection, and it is clear that

emergency services and civil protection remainrdsponsibility of the Member States. As

stated in Article 26 of the Universal Service Direg(1), EC law does place an obligation on
Member States to ensure that all end-users of gulavailable telephone services are able to
call the emergency services free of charge, bygutiie single European emergency call
number 112. It also requires that such calls amragpiately answered and handled in a
manner best suited to the national organisation eofergency systems, within the

technological possibilities of the network.



While the Commission supports voluntary nationalbsuges setting high quality standards
for 112 calls handling and answering, it has nataathl powers beyond ensuring appropriate
implementation of the directive.

The Commission considers that the level and qualitgervice provided in each Member
State by national emergency numbers is an impokdenthmark for the 112 number in that
state. In March 2005(2), the Commission stressatl‘(h.) the end-user should be able to
rely on the 112 number in the same way as it might on a national emergency number.
This means that, in practice, a person calling 44@uld get a similar level of service (in
terms of quality of the response, and in particthartime taken to process such a call) to the
one obtained when dialling another national emergetumber.” This approach, backed with
potential enforcement actions of the Commissiooyses appropriate and non-discriminatory
treatment for emergency calls to 112 within a gikember State. However, as the current
legal basis for 112 does not provide for a pan-pean standardisation, this approach cannot
serve as a guarantee that high standards respeaciad Member State will also apply for 112
calls in other Member States, for example in rehatio the response time at the emergency
services to which the Honourable Member refers.

To ensure a proper quality of service in accordamitk the approach outlined above, the
Commission makes full use of its powers of scrytimeluding scrutiny of the national
legislation of all Member States, and makes a Betaissessment of all complaints received
from national authorities, undertakings and privatividuals. The Commission also consults
Member States in the relevant advisory committeesthis case the communications
Committee, and in the Expert Group establishedntprove dialogue on 112 issues. This
Expert Group on Emergency Access is dedicatedealévelopment of common approaches
for reaching and communicating with emergency raspaentres, and is currently examining
functional requirements for 112 at European level.

(1) Directive 2002/22/EC of the Parliament andhef Council of 7 March 2002 on universal
service and users' rights relating to electronienminications networks and services
(Universal Service Directive), OJ L 108, 24.4.2002.

(2) Communications Committee Working Document COCIBN7.



