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LEGAL DISCLAIMER:  

This document is authored  by EENA staff members with 

contributions from individual members of EENA and 

represents the views of EENA. This document does not 

represent the v iews of individual members of EENA, or 

any other parties.  

This document is published for information  purposes 

only and it does not declare to be a statement or 

interpretation of EU law or the national law of EU 

Member States. This document is entirely wit hout 

prejudice to the views of relevant national statutory 

authorities and their legal functions and powers, 

whether under EU law or the national law of their 

Member State. Accordingly, under no circumstances 

may reliance be placed upon this document by an y 

parties in compliance or otherwise with any applicable 

laws. Neither may reliance be placed upon this 

document in relation to the suitability or functionality of 

any technical specifications, or any other matters 

discussed in it. Legal advice, technical advice and other 

advice as relevant, may be sought as necessary.  
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This document focus es  on the 

problems posed by silent, 

hang - up and abandoned 112 

calls by offe ring  a set of 

recommendations for handling 

these challenging calls.  

Are these real emergencies?  

Call - takers are well trained to 

handle 112 emergenc y  calls . 

However, if calls to 112 a re 

silent, or if the caller hang s up 

or abandons the call, how can 

these professionals know if the 

call is an  emergency?  
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Dealing with silent, hang - up, and 

abandoned 112 calls can be a real 

challenge for emergency services. In 

many cases , such calls may be genuine 

emergency calls made by people with 

hearing or speaking impairments, by 

people who lost consciousness  after they 

initiated the call , or by people who 

cannot speak because they are involved 

in dangerous situations like robberies,  

kidnappings etc.   

Furthermore, hang -up calls may occur in 

cases of network unavailability or in case of 

failure or damage of the device initiating. In 

most of the above situations, calling back is 

not an option for the emergency services, 

because the caller may not be able or willing 

to respond or because calling back is 

impossible.  

Facing the problem of silent, hang -up, and 

abandoned 112 calls requires the extensive 

deployment of technological solutions such as 

caller location, storing phone/IMEI numbers 

of callers, the po ssibility to communicate with 

the emergency services via SMS or total 

conversation solutions and/or other means of 

communication (e.g. instant messaging, 

email, video).  
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1 | INT RODUCTION  

All emergency services are affected by silent, hang - up and abandoned 112 calls. It is 

very difficult for call - takers to decide whether these types of calls are real emergency 

calls or not. The number of these calls is enormous,  and the vast majority are no t 

genuine  emergency calls.   

The objective of this document is to describe possible cases where silent, hang -up and 

abandoned 112 calls correspond to real emergencies, assemble all information about this issue 

and outline some of the best practices from the authorities ô perspective. T his document is linked 

to the ñFalse Emergency Calls ò EENA document, where cases of abuse and misuse of 112 are 

detailed.  

 

 

 

 

 

 

 

 

 

 

 














