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Introduction
The 112 ETS project was proposed by EENA and the Brussels 100/112 Call Centre (CS100/112). The
objective is to demonstrate the feasibility of improving the response to emergency calls in foreign
languages using external interpreters. The first discussions took place in November 2009 and the pilot
project with real calls run from March to June 2010.

Project implementation
Achieving objectives
Mobilising interpreters

Through collaboration with « Renouveau et Démocratie », a trade union of EU officials taht actively
supported the project it was possible to quickly mobilise 66 volunteer interpreters and to cover the
following 11 languages:
German, English, Arabic, Spanish, Greek, Italian, Portuguese, Polish, Romanian,
Slovakian and Czech.
see link http://www.renouveau-democratie.eu/2010/02/multilingual-112-in-brussels-progressachieved/ )
A planning for the duty roster was established for the whole period of the pilot project. This planning
which was managed by a member of the Brussels CS 100/112 took into account the availability of
volunteer interpreters.
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Example for April: language Spanish.
Duty rounds were ensured as far as possible with 1 volunteer interpreter per language and per week
(24h/24h).

Managing calls

The person managing the planning has the direct number of all volunteer interpreters. He organises the
direct transfer of the call from the CS100/112 call centre to the interpreter on duty.

Managing the multilingual communication
We implemented the general process described in the preliminary document. As a reminder:
The process retained for dealing with the multilingual call implies:
1°) Identification of the language spoken by the calling party
2°) Contacting the interpreter
3°) Establishment of a three-way conference and managing the call
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1°) Identification of the language spoken by the calling party
During the pilot project the CS100/112 operators did not use any help with the language
identification.
2°) Contacting the interpreter
For each language supported a unique telephone number was designated in the telephone
directory of the CS100/112 call centre. This call was directly transferred towards the mobile telephone of
the interpreter on duty.
3°) Establishment of a tree-way conference and managing the call.
This was achieved through the use of a common functionality of the AEG system used at the
CS100/112 call centre.

Follow-up of interventions
CS100/112 operators and volunteer interpreters were asked to fill up an evaluation form after each
intervention (see Annex 1).
These forms were used to follow-up the specific interventions and to help evaluate the quality of the help
provided by the interpreter in managing and dispatching help.

Modifications/improvements during the project
In order to increase the number of interventions, the system was made available to other services,
namely: the CS100/112 call centres of Mons, Namur and Liège, as well as the Special Emergency Services
and the Mobile and Resuscitation Emergency Services of the Brussels region were associated during the
period of the pilot project.

Example of poster published in Brussels hospitals
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Results
Number of calls serviced per language
German

# 4
% 12,1

English

Arabic

Spanish

Greek

Italian

Polish

Portuguese

Romanian

Czech
and
Slovak

Total

5
15,2

3
9,1

9
27,3

0
0,0

2
6,1

6
18,2

0
0,0

3
9,1

1
3,0

33
100

On the basis of the number of evaluation forms received one considers that the real interventions were
more than 33.
The CS100/112 call centre of Mons submitted evaluation forms for 2 interventions.
The number of interventions mentioned above, even if it is considered less reliable, shows the marginal
character of «multilingual» calls in comparison with the total number of calls received annually (+ 400.00
calls) in Brussels. However, implementing the recommendation of the European Commission (11/2/2009)
concerning the multilingual character of the single emergency call number is only one aspect one should
take into consideration.
The strictly quantitative criterion of the concerned calls disappears when one hears the recordings of the
interventions. For each call, using an interpreter helped solve a situation blocked simply because the
communication was impossible.
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Number of calls serviced per month during the pilot project

#
%

March
7
21,2

April
17
51,5

May
6
18,2

June
3
9,1

Total
33
100,0

March : 3 weeks - June: 1 week (8 days)
Special attention should be given during holidays with greater numbers of tourists.

Perception by the users
Good

Bad

Good

Technical quality

28/33

Dispach of help

25/33

Language Identification

27/33

Not-replied

5/33

Interpretation

27/33

Bad

The impressions of users (callers, operators, interpreters) are extremely positive and this is felt when
hearing again the recordings of the interventions.
Callers are satisfied (and often astonished) with the quality of the response of the CS100/112.
Interpreters feel useful and valorised for the benefit of people that are often «compatriots».
Operators are happy to be able to use a tool that enables them to fulfil their role as a public service.
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Conclusions and recommendations
Whatever system is chosen to ensure handling of multilingual calls in our CS100/112 call centres it must
take into account several criteria.

Optimization of the system
On the basis of the number of calls replied, it should be better to centralise the management of the
system and make the service available to other CS100/112 call centres that could organise a 3-way
conference call directly with the interpreter. Each CS100/112 call centre could serve as a relay (4-way
conference) with the corresponding structures within their zones (Specialized Emergency Services, Police,
ambulances, medical doctors)
The problem of the target language of the interpreters (FR/NL) should also be solved. There is need for
bilingual operators or double the costs for establishing a FR and a NL system.
It would also be useful to limit the system to a realistic number of languages. In Brussels the following
languages could be sufficient:
German, English, Arabic, Spanish, Greek, Italian, Portuguese, Polish, Romanian, Slovak and Czech,
Russian and Chinese.

Speed of the system
The selected system should ensure contact between the caller and the interpreter in a very short period of
time (no more than one minute), otherwise the caller hangs up. Efficiency is thus penalised because the
call centre has to call back the caller. From this point of view the system established during the pilot
phase in Brussels was very efficient. It is reminded that the operator contacted the interpreter directly
without transiting through a call centre that would launch a search for an interpreter.
This functioning mode necessitates the previous establishment of a duty roster of interpreters to be
managed on a regular basis by a person responsible. The number of languages supported is also predefined in an obligatory way (see list above).
It would also be useful to system could also be used to establish a system of calling the interpreters in
cascade to ensure a response as soon as possible.

Identification of the caller's language
In Brussels, during the pilot phase we made no use of a system for the caller's language identification.
This created fewer difficulties given the fact that the system functioned with a limited number of
languages. Some problems were encountered however when trying to distinguish between Russian and
Polish.
The preliminary document mentioned a piece of software for identifying dialects that could run in the
background of the AEG application. Unfortunately, such pieces of software are not available for emergency
situations.
The experience from the pilot project suggests rather the need for establishing a specific training program
for the operators. This training could aim to ensure language identification through the following methods:
 Prosology (recognition of intonation, the specific melody of languages),
 The characteristic phonology of source languages,
 The use of a thematic dictionary linked to emergency situations.
To this effect contacts have been established with the company WebInterpret.
A system to recognise the «country codes» of the caller's mobile telephone could also be created. Such a
system is used in Bulgaria and enables the operator to know instantly the country of origin of the mobile's
number and to transfer automatically the call to the operator speaking the language defined in the
system.
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Simplified functioning of «country code» identification in Bulgaria

Limits of volunteers and sustainability of the system
Working with volunteer interpreters presents certain limits if the objective is to establish a sustainable
system.
Volunteering was especially appreciated for the whole duration of the project and was certainly a
determining factor as far as the efficiency of handling calls during the pilot phase was concerned.
Most of the interpreters were eager to continue with the project.
A possible way forward could be to go through an association of interpreters as the AIIC (Professional
Conference Interpreters Worldwide) or the STU-ALHU Service of Emergency Interpreters. An other
possibility would be to collaborate with student interpreters.
Participating interpreters would become members of this association. I could be possible to sign a contract
(example of X€ / language and per week on duty). The association would establish the duty roster to be
communicated to the manager of the system at the CS 100/112 call centres.
Until today, no contact has been taken with one or the other association of interpreters.
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Annex 1 - Example of form filled in by a CS100/112 operator

Example of form filled in by an interpreter
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