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Universal Service Directive Reform

Article 26
Emergency services and the single European emergency call number

1. Member States shall ensure that all end-users of the service referred to in paragraph 2, including users of
public pay telephones, are able to call the emergency services free of charge and without having to use
any means of payment, by using the single European emergency call nhumber "112" and any national
emergency call number specified by Member States.

2. Member States, in consultation with national regulatory authorities, emergency services and providers,
shall ensure that undertakings providing end-users with an electronic communications service for
originating national calls to a humber or numbers in a national telephone numbering plan provide access
to emergency services.

3. Member States shall ensure that calls to the single European emergency call number "112" are
appropriately answered and handled in the manner best suited to the national organisation of emergency
systems. Such calls shall be answered and handled at least as expeditiously and effectively as calls to the
national emergency number or numbers, where these continue to be in use.

4, Member States shall ensure that access for disabled end-users to emergency services is equivalent to that
enjoyed by other end-users. Measures taken to ensure that disabled end-users are able to access
emergency services whilst travelling in other Member States shall be based to the greatest extent possible
on European standards or specifications published in accordance with the provisions of Article 17 of
Directive 2002/21/EC (Framework Directive), and they shall not prevent Member States from adopting
additional requirements in order to pursue the objectives set out in this Article.

5. Member States shall ensure that undertakings concerned make caller location information available free of
charge to the authority handling emergency calls as soon as the call reaches that authority. This shall
apply to all calls to the single European emergency call humber "112". Member States may extend this
obligation to cover calls to national emergency numbers. Competent regulatory authorities shall lay down
criteria for the accuracy and reliability of the location information provided.

6. Member States shall ensure that citizens are adequately informed about the existence and use of the
single European emergency call number "112", in particular through initiatives specifically targeting
persons travelling between Member States.

7. In order to ensure the effective access to "112” services in the Member States, the Commission, having
consulted BEREC, may adopt technical implementing measures. However, these technical implementing
measures shall be adopted without prejudice to, and shall have no impact on, the organisation of
emergency services, which remains of the exclusive competence of Member States.

Those measures, designed to amend non-essential elements of this Directive by supplementing it, shall be
adopted in accordance with the regulatory procedure with scrutiny referred to in Article 37(2).
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Recitals concerning the 112

(31)

(32)

(33)

(58)

End-users should be able to call and access the emergency services using any telephone service capable
of originating voice calls through a number or numbers in national telephone numbering plans. Member
States that use national emergency numbers besides "112" may impose on undertakings similar
obligations for access to those national emergency numbers. Emergency authorities should be able to
handle and answer calls to the number "112" at least as expeditiously and effectively as calls to national
emergency numbers. It is important to increase awareness of "112" in order to improve the level of
protection and security of citizens travelling in the European Union. To this end, citizens should be made
fully aware, when travelling in any Member State, in particular through information provided in
international bus terminals, train stations, ports or airports and in telephone directories, payphone
kiosks, subscriber and billing material, that "112" can be used as a single emergency number throughout
the Community. This is primarily the responsibility of the Member States, but the Commission should
continue both to support and to supplement initiatives of the Member States to heighten awareness of
"112" and periodically to evaluate the public's awareness of it. The obligation to provide caller location
information should be strengthened so as to increase the protection of citizens of the European Union. In
particular, undertakings should make caller location information available to emergency services as soon
as the call reaches that service independently of the technology used. In order to respond to
technological developments, including those leading to increasingly precise accuracy of caller location
information, the Commission should be empowered to adopt technical implementing measures to ensure
effective access to “"112" services in the Community for the benefit of citizens of the European Union.
Such measures should be without prejudice to the organisation of emergency services of Member States.

Member States should ensure that undertakings providing end-users with an electronic communications
service designed for originating calls through a number or numbers in a national telephone numbering
plan provide reliable and accurate_access to emergency services taking into account national
specifications and criteria. Network-independent undertakings may not have control over networks and
may not be able to ensure that emergency calls made through their service are routed with the same
reliability as they may not be able to guarantee service availability, given that problems related to
infrastructure are not under their control. For network-independent undertakings, caller location
information may not always be technically feasible. Once internationally-recognised standards ensuring
accurate and reliable routing and connection to the emergency services are in place,
network-independent service providers should also fulfil the obligations related to caller location
information at a level comparable to that required of other undertakings.

Member States should take specific measures to ensure that emergency services, including "112", are
equally accessible to disabled end-users, in particular deaf, hearing-impaired, speech-impaired and deaf-
blind users. This could involve the provision of special terminal devices for hearing-impaired users, text
relay services, or other specific equipment.

In particular, the Commission should be empowered to adopt implementing measures on effective access
to “112” services, as well as amendments to adapt the Annexes to technical progress or changes in
market demand. It should also be empowered to adopt implementing measures concerning information
and notification requirements. Since those measures are of general scope and are designed to amend
non-essential elements of Directives 2002/22/EC (Universal Service Directive) and 2002/58/EC
(Directive on privacy and electronic communications) by supplementing them with new non-essential
elements, they must be adopted in accordance with the regulatory procedure with scrutiny provided for
in Article 5a of Decision 1999/468/EC. Given that the conduct of the regulatory procedure with scrutiny
within the normal time limits could, in certain exceptional situations, impede the timely adoption of
implementing measures, the European Parliament, the Council and the Commission should act speedily
in order to ensure the timely adoption of those measures.
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