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This is a Committee working document which does not necessarily reflect the official position of the Commission. No inferences should be drawn from this document as to the precise form or content of future measures to be submitted by the Commission. The Commission accepts no responsibility or liability whatsoever with regard to any information or data referred to in this document.

Introduction

This sixth questionnaire hereby proposed is mainly based on the previous one (document COCOM11-08 Final) used for the fifth data-gathering exercise, the results of which were presented in COCOM Report COCOM12-01 FINAL and its Annex. Further to the discussion at the 47th COCOM meeting on the 26 April 2012, this draft questionnaire contains several changes compared to the previous questionnaire concerning the definitions of the caller location methods and a clarification of question I.2.

Furthermore, in the present draft questionnaire, a set of Key performance indicators are included in order to gather measured and comparable data on the performance of 112 systems in Member States in line with the requirements of the Regulatory Framework. This set of indicators was discussed within the COCOM subgroup "Expert Group on Emergency Access" on 7 June 2012. The Questionnaire was presented to the COCOM on 28 June for comments which had to be submitted till 11 July 2012.

In order to provide the most recent data for the Key Performance Indicators, as well as for the questions in the Questionnaire, the reporting period is set for 1 July 2011 till 1 July 2012.
The ‘comments’ at the end of each part of the questionnaire, which provide further explanations, were updated to respond to the suggestions made by COCOM delegations.
The replies to the fifth questionnaire showed that the number of Member States able to carry out the requested performance measurements regarding call handling and the provision of caller location information slightly increased. The Commission services expect that measurement capabilities will progressively improve in all Member States in order to provide measured data on the Key performance indicators. However, in the questionnaire, when performance measurements are not available, responses based on estimates will continue to be accepted. Moreover, to reduce administrative burden, Member States are encouraged to use as much as possible the relevant 112 implementation data already gathered nationally for statistical and other purposes. 
Member States are also encouraged to involve independent bodies in measuring the performance of their 112 systems and to publish the information on the implementation of 112, for example by posting on the websites of the national regulatory authorities.

Next steps
As established, the information received in response to this questionnaire will be used to update the Commission 112 website (http://ec.europa.eu/112) and in communication activities on the occasion of the next ‘European 112 Day’ on 11 February 2013. In order to be able to use verified data on that day, a draft Report with analysis and overview of the Member States’ replies should be presented and discussed at the last COCOM meeting this year, in December. Member States should accordingly submit their replies to the final questionnaire by 3 November 2012 at the latest.
KEY PERFORMANCE INDICATORS for 112

Period of Measurement: 1 July 2011 – 1 July 2012
	
	Key Performance Indicator
	Measurement
	Definition
	Place of measurement

	1
	Number of calls to 112
	Number of 112 calls in absolute number and as % of total emergency calls if other emergency numbers are in use.

% of false calls to the total number of emergency calls

% of false calls to 112
	Formula: sum of 112 calls (and any other national emergency number) received.

Absolute number of false calls and percentage of false calls of the total number of calls to 112.

False calls are calls which are not followed up with intervention or assistance from the PSAP (Public Safety Answering Point) or the emergency services. Calls that report an emergency event which has already triggered intervention or assistance from the part of the PSAP, therefore not triggering separate intervention or assistance, will not be considered false calls. Abandoned calls, as defined in KPI no. 4 are excluded from the category of false calls.
	PSAP

	2
	Availability of alternative means of communication to emergency services for disabled end-users
	Report alternative means of access

Number of communication through alternative means of access


	Alternative means of access should be reported by categories of disability defined at national level.

Formula: sum of communication by alternative means of access

Alternative means of access is a non-voice access, or voice access assisted by other type of non-voice service in order to permit the effective conveyance of a request for emergency relief. Examples: real-time text, sms, video streaming, relay services.
	PSAP

	3
	Answer time
	Average answer time in seconds: __ sec.
% of calls answered within 10 seconds

Average of the longest 10% of answer times


	The time period between the moment the 112 call is presented to the stage 1 PSAP switch and the moment the call is being answered by a PSAP human operator.

If applicable, the automated message or automatic standoff should be reported presenting the reasons for applying such.

If national reporting is based on aggregated regional values, these regional values should be weighted on the basis of the number of calls received regionally.
	PSAP

	4
	Call abandon rate
	% of the total calls presented to the PSAP switches 
	Abandoned calls: calls that are presented to the PSAP switches but terminate prior to an answer by a human operator

Formula: sum of calls that terminate prior to answer by the PSAP operator / sum of calls received by the PSAP switch x 100
	PSAP

	5
	Lack of availability of caller location
	% of total calls when automatic or non-automatic request is unsuccessful
	Percentage of calls for which the location information could not be determined automatically or on request in both "push" and "pull" systems
	PSAP

	6
	Time needed for receiving the caller location to the 112 operator
	Average time in __ seconds

The average of 10% of the longest times to receive the location
The average of 10% of the quickest times to receive the location
	The time between answering the call by the PSAP operator and receiving the caller location to the operator when requested or needed. Only calls where the caller location was delivered should be counted.
	PSAP

	7
	Availability of EU roaming call to 112 and caller location by mobile network operators
	1) availability / no availability / mobile network operator
2) Percentage of roaming emergency calls/ network operator for which caller location is available


	Availability of EU roaming call to 112 in the network of an operator.

Availability of location information and its provision, automatically or upon request, to the PSAP

Formula: sum of 112 international roaming calls received where caller location is available / sum of international roaming calls to 112 received x 100
	Network operators and PSAPs

	8
	Awareness raising
	Awareness of the EU-wide usability of the single European Emergency Number 112 (% of population)

Percentage of citizens who received information on 112 as the European emergency number during the last 12 months

Growth of awareness in the last 3 years

Comparison with the adequate increase of awareness rate in the last 3 years (in percentage poins) (</>)
	The adequate growth of awareness will be calculated according to the following formula:

Aga= (Amax - An-3)/10 where

n – reporting year

Amax – awareness rate of the best performing Member state in year n

Aga – adequate increase of awareness level (percentage points (p.p.))

An-3 – national awareness level 3 years before the reporting year

Example:

Highest awareness rate in year n = 60% (in 2011)

Awareness in year n = 30%

Awareness in year n-3 = 20%

Increase of awareness in the last 3 years=10 p.p.

Aga = (60 - 20)/10 = 4%

Increase of awareness (10 p.p.) > Adequate increase of awareness level (4p.p)


	Eurobarometer survey


QUESTIONNAIRE ON 112 FOR THE SIXTH COCOM

DATA-GATHERING EXERCISE

PART I. Availability

	1. Are VoIP service providers which do not offer the service for originating national calls to numbers in the national numbering plan required to inform their users where they do not provide access to 112?

	2. In the event that domestic mobile subscribers are out of coverage of their home network, can they call 112 by using another available domestic mobile network? Please specify if this is only available for customers of some mobile operators or subject to certain conditions.

	3. Is it possible to call 112 from mobile handsets without SIM cards? 

	4. Please indicate the national emergency numbers used in your country alongside 112, distinguishing those that are actively promoted from those that are no longer promoted but are maintained in service, for example in order to provide additional safety for users who may know only the previous emergency number(s). 
Please specify the ratio between the calls to 112 and calls to the other national emergency numbers.

	5. Is it possible to have access to 112 by means other than voice communications? If so, please specify by what means as well as the conditions required to have such access, in particular for persons with disabilities.  

	6. What measures are in place to ensure that disabled end-users enjoy equivalent access to 112? What specific measures are in place and what standards or technical specifications are used to ensure that travelling disabled end-users from other Member States, can access 112? 


Comments:

Question 1. This question only deals with the situation of VoIP providers, which do not provide an electronic communications service for originating national calls to a number or numbers in the national numbering plan and do not provide access to 112 – such as VoIP providers which provide private or a community-restricted electronic communications service.
Question 2. Member States are invited to indicate if this facility is only available for customers of some mobile operators. In the present context, this question refers to the possibility to make a 112 call through another national mobile network when out of range of their own network. 

Question 3. Member States are invited to update the situation as regards access to 112 from mobile handsets, in particular given that some Member States reported changes in their policies in their replies to the previous questionnaire.

Question 4. Clear distinction should be made between numbers which are advertised as national emergency numbers (by any means – including by mentioning them on websites) and previous emergency numbers that are no longer advertised as emergency numbers but are maintained in service, for example in order to provide additional safety for users who may know only the previous emergency number(s).

Question 5. This question reflects the requirements of Article 26(4) of the amended Universal Service Directive on equal access to emergency services by disabled users, which implies the use of alternative access technologies to 112 other than voice calls, possibly based on specific technical standards and related to specific terminal equipment in coherence with specific disability.
Question 6.  The amended Universal Service Directive reinforces in its Article 26(4) the obligations on Member States to ensure that disabled end-users enjoy equivalent access to 112, and in particular whilst disabled end-users are travelling in other Member States, based to the greatest extent possible on European standards and additional specifications. Member States are invited to provide information on their measures, which ensure that disabled end-users enjoy tailored solutions for equal access to 112 taking into account aspects such as speed, mobility, reliability, coverage or language handling. 
PART II. Call handling

	1. Ratio of unsuccessful calls to the total number of 112 call attempts 


	1.1 Measured unsuccessful call ratio. 
Recommended measurement method: ETSI EG 202 057-2/3 
	Percentage of unsuccessful calls: __ %




	1.2 Description of the measurements (time period, PSAPs and number/percentage of calls covered)
	

	1.3 Estimated unsuccessful call ratio 
(if measurements not available)
	Percentage of unsuccessful calls: __ %



	2. Call set-up time for calls to 112 
 

	2.1 Measured call set-up time. 
Recommended measurement method: ETSI EG 202 057-2
	Average call set-up time in seconds: ___ sec.

Time in which the fastest 95% of calls are set up: ___ sec.

	2.2 Description of the measurements (time period, PSAPs and number/percentage of calls covered)
	

	2.3 Estimated call set-up time 
(if measurements not available)
	Average call set-up time in seconds: ___ sec.

Time in which the fastest 95% of calls are set up: ___ sec.

	3. Response time for calls to 112 


	3.1 Measured response time. Recommended measurement method: ETSI EG 202 057-1 
	Average response time in seconds: __ sec.

Percentage of calls answered within 20 seconds: ___%

	3.2 Description of the measurements (time period, PSAPs and number/percentage of calls covered)
	

	3.3 Estimated call response time  
(if measurements not available)
	Average response time in seconds: __ sec.

Percentage of calls answered within 20 seconds: ___%


	4. EU languages other than your country’s official language (or languages), in which 112 calls can be handled and answered, indicating if the different methods concern all or some of the PSAPs. 


	Language(s)
	All PSAPs or a number of PSAPs (such as in the relevant border areas)

	 4.1 directly by PSAPs (i.e. PSAPs have call handlers permanently on duty with the relevant language skills) 
	
	

	4.2 by transferring 112 calls to another PSAP where call handlers on duty have the relevant language skills (i.e. arrangements are in place enabling 112 call handlers to know the available language skills of operators working in other PSAPs and to transfer the call, if necessary)
	
	

	4.3 by having recourse to an interpretation service
	
	

	4.4 by other means (please specify)
	
	


	5. What is the (estimated) share of hoax/false calls to 112? If available, please provide data by type of network/equipment concerned – fixed network, mobile network, mobile handsets without SIM cards, etc.
? What is the response given to this type of calls (such as call filters, black lists, automatic warning calls to offending users, penal sanctions, etc.)?


General comment:

Data based on actual performance measurements should be preferred since they are more reliable. As in the case of the previous questionnaire, ‘estimated’ results are only requested in case that ‘measured’ results are not available. In case of providing estimates, Member States are invited to present them in the same format as measured results, which will improve their comparability. In particular, specific average figures should be provided instead of min./max. values, which were indicated in the replies by some Member States to the previous questionnaires.

If all 112 calls are not covered during the relevant measurement period, the measurement should be based on a representative sample in terms of operators (fixed and mobile) and PSAPs covered and the parameters of the measurement should be indicated in the replies. The Annex to the fourth COCOM 112 Report (COCOM10-38 FINAL) provides information on the measurement periods previously indicated by the Member States concerned, which range from, for example, several months and all 112 PSAPs covered to just one PSAP and a certain date every month. It is therefore considered more practical to leave this matter to the Member States to decide depending on the national circumstances. However, the technical aspects of obtaining relevant / comparable data concerning calls to 112 across Member States could be further discussed in EGEA, upon concrete proposals from the delegations interested in this issue.  

As in the fifth questionnaire, Member States are invited to continue providing separate data by call type but, when possible, also the average figure (this can be based on an estimated relative weight of each call type) in order to improve the comparability of the responses. 

The ratio of unsuccessful calls and call set-up times are considered to be important aspects for calls to emergency services, as poor results may reflect improper handling of emergency calls. 

Comments on questions:

Question 3. The relevant ETSI standard provides for two alternative measurement methods regarding call response time – (a) average response time and (b) percentage of calls answered within 20 seconds. In order to improve comparability of the results among countries, especially in view of the fact that not all Member States are yet in a position to provide information according to method (b), the same as the fourth questionnaire, the present one also requests information according to both methods, i.e. percentage of calls answered within 20 seconds and average response time. 

If a pre-recorded information message is automatically provided to callers to 112, as appears to be the case in some countries, the Member States concerned are invited to indicate the duration of the message and to deduct it from their reported call response time.

Question 5. This question is retained in the fifth questionnaire in particular with a view to find out the situation regarding hoax/false calls from SIM-less mobile handsets. As a high number of hoax calls may significantly impact on the functioning of 112, it is important to know the situation in each Member State as well as the various solutions put in place to deal with this issue. 

PART III. Caller location

	1. Method used for the provision of caller location information
 (please fill in the appropriate boxes, indicating if the answer concerns all or some of the operators / PSAPs)

	Method
	Fixed calls
	Mobile calls

	1.1 ‘Push’ – caller location information is provided to PSAPs handling 112 calls automatically with every 112 call and is readily available for the 112 call handler as soon as the call is answered
	
	

	1.2. 'Automatic Pull’ – caller location information is not sent with every 112 call, but is retrieved by the PSAP system upon receipt of a call, and is presented to the call handler in real time, with no manual intervention required
	
	

	1.3 'Non-automatic Pull’ – caller location information is not sent with every 112 call, but can be obtained by the call handler upon specific request, using either a dedicated system or other means
	
	


	2. If ‘pull’ method is used, time needed
 to provide caller location upon request 

	
	Fixed caller location
	Mobile caller location

	2.1 Measured time 


	Average time in seconds:
___ sec.

Percentage of location requests answered within one minute: __ %
	Average time in seconds:
___ sec.

Percentage of location requests answered within one minute: __ %

	2.2 Time period of measurement, operators, PSAPs and the number of caller location requests covered 
	
	

	2.3 Estimated time 

(if measurements not available)


	Average time in seconds:
___ sec.

Percentage of location requests answered within one minute: __ %
	Average time in seconds:
___ sec.

Percentage of location requests answered within one minute: __ %

	3.
Requirements on caller location as laid down by the NRA

	3.1 What requirements on accuracy are currently in force? (Please provide  reference to the applicable specification)
	
	

	3.2 What requirements on reliability are currently in force? (Please provide reference to the applicable specification)
	
	


	4. Fixed caller location  

	4.1. Is fixed caller location information obtained from a centralised location information database, from the relevant operator originating the call or by other means (please indicate)?
	

	4.2. If a centralised database is used, is it comprehensive (i.e. does it include subscribers of all fixed PATS operators)?
	

	4.3. If a centralised database is used, how often do the fixed operators update it with new information on their subscribers?
	

	4.4. Is it possible to obtain caller location information for fixed subscribers whose data are not included in directory services? 
	

	4.5. Is it possible to obtain caller location information for fixed subscribers that have prevented calling line identification?
	

	4.6. Is caller location provided by all VoIP operators providing the service for originating national calls to numbers in the national numbering plan? In case of nomadic VoIP systems, does the available location information refer to the registered subscriber address and/or to the actual caller location? 
	

	4.7. Are VoIP operators required to inform their users in case they do not provide caller location information for 112 calls?
	

	4.8 Is it possible to obtain caller location information for all fixed subscribers who use means of access to 112 other than voice communications? (Please specify the alternative means of access and their accuracy)
	


	5. Mobile caller location 

	5.1 Type of mobile caller location information: 

- Cell ID/Sector ID;

-  Other solution (please describe the technology and its accuracy). 
	

	5.2. Is it possible for emergency services to additionally obtain the address of the mobile subscriber (where the subscriber address has been registered)? 
	

	5.3. Is mobile caller location provided in the case of 112 calls made by visiting users of intra-EU roaming services? (please shortly describe the solution used)
	

	5.4. Is the determination of mobile caller location of visiting users of intra-EU roaming services subject to an interoperability agreement with the home provider to provide location information in each case of access to 112? 
If yes, is the provision of such location information based on specific technical standards or specifications? Are there any interoperability issues? 
If no, how do the operators concerned ensure the provision of caller location information for visiting users of intra-EU roaming services?

(Please briefly describe the interaction between the visited and home provider and indicate any relevant standards used. Please, indicate any interoperability issues)
	

	5.5. Is mobile caller location provided when domestic mobile users call 112 using another available domestic mobile network?
 (please shortly describe the solution used)
	

	5.6. Is mobile caller location provided in the case of 112 calls from SIM-less handsets (if such calls are possible)?
	

	5.7 Is it possible to obtain caller location information for mobile subscribers using means of access to 112 other than voice communications? (Please specify the alternative means of access and their accuracy)
	


Comments:

Questions 1.2 and 1.3.  Upon proposal of one delegation and in order to better evaluate the capability of prompt provision of caller location information in line with the revised EU telecom rules, the type of 'pull' method used needs to be specified.
Question 2.  As in the case of ‘Call handling’, the ‘estimated’ time for providing caller location upon request should only be indicated in the case where ‘measured’ time is not available. Results based on actual measurements should be preferred since they are more reliable. If the measurement does not cover all caller location requests during the relevant measurement period, it should be based on a representative sample. If all caller location information requests are not covered during the relevant measurement period, the measurement should be based on a representative sample in terms of operators and PSAPs covered and the parameters of the measurement should be indicated in the replies.   

In case of providing estimates, Member States are invited to present them in the same format as measured results, which will improve their comparability. In particular, a specific average figure should be provided instead of min./max. values, which were submitted by some Member States in their replies to the previous questionnaires. 

Question 3. The amended Universal Service Directive imposes the obligation on NRAs to define criteria for the accuracy and reliability of the caller's location information to be delivered to the PSAP. This question reflects this new provision and aims at collecting information on the criteria/requirements specified by NRAs in line with their obligation.
Question 4. In view of the divergent approaches in the Member States, the questions concerning the source of fixed caller location information, the comprehensiveness of any centralised caller location information databases and their keeping up-to-date have been also maintained in this questionnaire (questions 4.1.-4.3.). 

In their replies to the previous questionnaire, a few Member States still reported on the impossibility or certain limitations in obtaining caller location information for fixed subscribers whose data are not included in directory services or who have prevented calling line identification. The relevant questions 4.4.- 4.5. have therefore also been retained from the last questionnaire.  

As regards availability of caller location for customers of VoIP operators (question 3.6.), the additional point regarding the availability of the actual location in case of nomadic VoIP systems is preserved in the current one, although no positive answer was received, in order to enable identifying future developments. The ‘registered’ address refers to the address registered with the operator at the time of subscription, while the availability of the ‘actual’ location means the ability to establish in real time the current location of the user of nomadic VoIP system who is calling 112. 
Question 4.8. Particular attention is given to the provision of caller location information for means of fixed access typically used by disabled end-users, possibly based on specific terminal equipment.
Question 5. As regards mobile caller location solution (question 5.1.), according to the answers received to the previous questionnaires, the ‘standard’ technology used in the Member States appears to be Cell ID/Sector ID, but some Member States use more accurate solutions. The Member States are therefore invited to update on any other mobile caller location technologies deployed that provides more accurate results. 

Question 5.2. As pointed out in the previous questionnaire, it only relates to those mobile users who have actually registered their address.

The replies to the previous questionnaire, revealed that caller location is still not available in all the Member States for users of intra-EU and/or 'national emergency roaming' (questions 5.3 and 5.4.).  

Question 5.3. The question aims to collect information on the current status of the provision of mobile caller location in the case of 112 calls made by visiting users of intra-EU roaming services and solution(s) used.

Question 5.4. In order to obtain a comprehensive status of the implementation of mobile caller location, the Italian delegation suggested collecting further information about the agreements in place and the adopted technical solutions for users of intra-EU roaming services. According to information available to the Commission, the determination of the caller's location for roaming users of mobile services may depend on the  deployment of certain standardised interworking solutions between the home and visited operator such as based on SMS or location service signalling (LCS). Member States are invited to indicate the methods and standards used and to pinpoint any issues resulting from potential interoperability gaps or lack of commercial agreements between operators.
Question 5.7. Particular attention is given to the provision of caller location information for means of mobile access typically used by disabled end-users, possibly through specific terminal equipment.
PART IV. Provision of information

	1. Please indicate whether the following means are used in your country to provide information about 112

	Awareness raising measures
	Yes/No; description

	A. Measures taken by the authorities/ NGOs etc.

	1.1. Dedicated programmes/ campaigns in mass media 
	

	1.2. Display on posters, leaflets, websites etc. 
	

	1.3. Information targeting children and young people, in particular in kindergartens / schools
	

	1.4. Display on vehicles of emergency services
	

	1.5. Other
	

	B. Measures taken by telecoms operators 

	1.6. Publication on operator’s websites, invoices etc 
	

	1.7. Inclusion of 112 in SIM address books 
	

	1.8. Display in telephone directories
	

	1.9. Display in pay telephone booths
	

	1.10. Other
	

	C. Specific measures taken by the authorities/NGOs and telecom operators to inform about the existence and use of 112 addressing travellers (foreign tourists and nationals travelling abroad)


	1.11 Do all operators send SMS with information on 112 to their mobile subscribers roaming in any other Member State?
	

	1.12 Other measures targeting travellers
	


	2. Do these promotional activities address the need to inform citizens about 112 as the European emergency number, which is available throughout the EU for calling emergency services? Please describe briefly.

	3. Are there any promotional activities planned in your country on the occasion of the next ‘European 112 Day’ on 11 February 2013 (such as open days in emergency centres, information campaigns, institutional events, etc.)? If yes, please describe.


Comments

Question 1.11 and 1.12. The question was split to clearly distinguish between the obligation of home providers to inform their customers about 112 pursuant to the amended Roaming Regulation (Regulation (EC) No 544/2009 of 18 June 2009)
, and other measures targeting persons travelling between Member States in the view of the new wording of Article 26. 

Question 2. As in the previous questionnaire, the aim of this question is to invite Member States to indicate how the ‘EU-wide’ aspect of 112 is promoted, having regard to the fact that any citizen could potentially travel to another EU country and the specific obligation under Article 26(6) to inform citizens about 112 as the European emergency number. In addition, as several Member States have already done in the previous exercise, it would be useful to mention these measures and their relevance to persons travelling abroad.

Part V – General questions

1. Please indicate the names and contact information of the competent national authorities in the area of 112, to which citizens can address questions or complaints regarding the implementation of 112, in particular regarding availability of 112 on telephone networks, 112 call handling and answering by PSAPs and the provision of information on 112.

2. Please provide references (links if available) to national legislative and regulatory acts, which lay down the obligations of electronic communications and network providers regarding 112, and to national 112 websites if available.
Comments

Question 1. In order to enable the Commission to better respond to citizens who write to it sharing their experience and concerns regarding the use of 112, Member States were invited in the previous questionnaire to indicate the contact details of the national authority or authorities responsible for the implementation of 112. If this information is available on a website, it is sufficient to provide its reference, in particular if there are several competent authorities. This information about the competent national authority(ies) is published on the Commission 112 website (http://ec.europa.eu/112), under the specific country profiles.

Question 2. This information will be used to further enrich the country profiles on the Commission 112 website and will serve both for exchanging experiences between the Member States and for informing citizens. Therefore it would be important to receive this information from all delegations.

For both these questions, if no change occurred from the last exercise and thus the information sent in reply to the fourth questionnaire holds valid, an express mention in this respect would suffice.
� ‘Unsuccessful call’ means a call attempt, properly dialled following dial tone, where neither called party busy tone, nor ringing tone, nor answer signal, is recognised at the access of the calling user within 30 seconds for fixed origination calls or 40 seconds for mobile origination calls from the instant when that last digit of the destination subscriber number is received by the network. 


� ‘Call set-up time’ means the period starting when the address information required for setting up the call is received by the network and finishing when the called party busy tone or ringing tone or answer signal is received by the calling user. 


� ‘Response time’ means the duration from the moment when the address information required for setting up the call is received by the network (e.g. recognised on the calling user's access line) to the moment when the PSAP human operator answers the calling user.  


� If information available, please indicate also the relevant categories of hoax/false calls (e.g. inadvertent calls, intended calls that are not related to an emergency, deliberate time wasting calls) 


� Article 26(5) of the Universal Service Directive as amended by the � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:32009L0136:EN:NOT" \t "_self" �"Citizens' Rights" Directive� [Directive 2009/136/EC, OJ L 337, 18.12.2009] requires the competent regulatory authorities to lay down criteria for the accuracy and reliability of the caller location information provided. 


� ‘Caller location information’ means data indicating the geographic position of a user's mobile terminal in a public mobile network and data indicating the physical address of the termination point in a public fixed network.


� The period starting when the PSAP human operator requests the caller location information and finishing when the caller location information is received.  


� Referred to as (national emergency roaming) in some Member States.


� 	Article 26(6) of the Universal Service Directive as amended by the � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:32009L0136:EN:NOT" \t "_self" �"Citizens' Rights" Directive� [Directive 2009/136/EC, OJ L 337, 18.12.2009] reinforces the requirement that Member States shall ensure that citizens are adequately informed about the existence and use of 112, providing that this should be done in particular through initiatives specifically targeting persons traveling between Member States.  


� 	‘1. […] each home provider shall, except when the customer has notified his home provider that he does not require this service, provide the customer, automatically by means of a Message Service, without undue delay and free of charge, when he enters a Member State other than that of his home network, with basic personalised pricing information […]. This basic personalised pricing information […] shall also include […] information on the possibility of accessing emergency services by dialling the European emergency number 112 free of charge.’ – Article 6.
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