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What is an emergency call service?

If you are witness to an emergency, or are involved
in an emergency situation, you may need to contact
the police, fire or ambulance service. The
emergency call service is an operator-assisted
service that connects you to an emergency service
organisation in a life-threatening or time-critical
situation. All you have to do is dial ‘000’ and you
will be connected from any phone—your home or
work phone, a payphone or a mobile phone.

Will I be charged for the call?

No. Calls to the emergency call service are free
from any kind of phone.

What happens when I dial ‘000’?

Telstra provides the emergency call service. When
you dial the emergency service number,Telstra
connects you to the nearest and most appropriate
emergency service organisation as quickly as
possible.

What can I do if I need to contact ‘000’
but have a speech or hearing
impairment?

People with a hearing or speech impairment can call
the text-based emergency call service by dialling
‘106’. The 106 service is provided by the National
Relay Service provider, the Australian Communication
Exchange (ACE). This service is for the exclusive use
of text-based telecommunications users (such as TTY
and PC/modem users, but NOT mobile text
messaging). It enables people with hearing or speech
impairment to call the National Relay Emergency Call
Service directly to ask for assistance from an
emergency service organisation in an urgent
situation. The operator will then relay the call to the
appropriate emergency service organisation—police,
fire or ambulance.

What number should I dial from my
GSM mobile phone?

If you have a GSM digital mobile phone you can be
connected to the emergency call service by dialling
‘000’ as with other phones. But, because GSM is an
international standard you can also be connected to
the same emergency call service by dialling ‘112’.
‘112’ can be dialled:

• from anywhere in the world where there is
GSM digital coverage. The call will
automatically be transferred to that country’s
emergency number;

• in any area covered by GSM (for example,
when you are out of your phone company’s
coverage area but in another phone
company’s coverage area, your call will be
carried on that other network); and

• without having to unlock your keypad or key
in a security-protection PIN.

If you do call the emergency call service from your
mobile phone, you must give the operator as much
information as you can about your location.

What about with other types of mobile
phone services?

CDMA is the other type of mobile phone service
available in Australia. If you are calling the
emergency call service from a CDMA phone in
Australia, you can dial ‘000’ or ‘112’ as well.
However, the '112' service on the CDMA network
does not have some of the advanced capabilities
that are available on the GSM network, such as
roaming onto other networks or making a call with
the keypad locked.



When should I call the emergency call
service?

You should only call the emergency call service
when the situation is life-threatening or time-critical.
If the problem needs the attention of an emergency
service but isn’t urgent, you should find the
appropriate local numbers from the phone book or
by calling directory assistance.

It’s a good idea to make a note of numbers that
you might need to call in a serious, but not urgent,
situation. For example, you might want to make a
note of the number of your local hospital and the
poisons information line and keep these numbers
near your phone.

What are the main rules that I should
follow when I do call the emergency call
service?

When you dial the emergency call service the most
important thing to remember is to stay calm, stay
on the line and clearly answer the operator’s
questions. It’s easy to panic in an emergency, but
the calmer and clearer you speak, the faster the
operator will be able to get someone to help you.
Stay on the line until the operator connects you to
the emergency service so you can give details about
the emergency.

What if I am unable to speak to the
operator?

A Caller No Response (CNR) initiative designed to
help genuine callers to the 000 emergency service
receive a faster response has been introduced.
All calls where the caller does not respond to the
operator’s question: “Emergency. Police? Fire?
Ambulance?” are directed to an interactive voice
response (IVR) unit. The caller will be asked this
question three times. All callers directed to the IVR
unit are asked to press 55 if they cannot speak and
require emergency assistance.

Those who press 55 are connected quickly to the
police by the emergency call service operator. As a
safety mechanism, the police will attempt to call back
all such callers who press 55. If appropriate, the
police may also dispatch a patrol car to the caller’s
address. If a caller does not press 55 after three
requests from the operator, the call is disconnected.

The CNR process limits the number of non-genuine
calls that would otherwise be forwarded to police
and divert police resources from responding to
genuine emergencies.

What does the Australian
Communications Authority have to do
with emergency services?

The Australian Communications Authority (ACA)
regulates and monitors the provision of the
emergency call service. By law, the ACA makes
sure that the operator and the telephone company
are meeting their responsibilities and obligations.

More information

For more information about the emergency call
service, look on the ACA website www.aca.gov.au
under Consumer Information, Emergency Call
Service or contact the ACA’s Licensing and
National Interests Team:

Telephone: (03) 9963 6800
Facsimile: (03) 9963 6979
Email: lnit@aca.gov.au 

The ACA also has consumer and industry fact
sheets on a range of other topics available from
ACA regional offices and the ACA website.

Please note: This document is intended as a guide
only and is considered correct at the time of printing.
For this reason the information contained herein
should not be relied on as legal advice or regarded as
a substitute for legal advice in individual cases.


