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Agenda

• BEREC’s strategic priorities

• BEREC’s work to date

➢ Benchmark of Services offered in Member States

➢ Quality of Service

• Country Cases (UK & Ireland)
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Exploring new ways to boost consumer empowerment

➢ BEREC’s Strategic Priority outlines our role in promoting the interests of EU 
citizens and protecting the interests of vulnerable end-user groups. 

➢ It includes a role for BEREC to study demand side aspects of the market, to 
monitor market evolutions and, to respond to ensure end-users’ continued 
ability to use the services of their choice, at appropriate levels of price and 
quality. 

➢ Today I will provide an update in respect to text relay services from information 
provided by National Regulatory Authorities (NRAs) that provides a status 
update of the provision of text relay services for disabled end-users across 
Europe.
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BEREC Work Completed To Date

➢ 2011 Feb BEREC published a report on Electronic Communications 

Services: Ensuring equivalence in access and choice for disabled end-

users  ref BoR (10) 47 Rev 1

➢ 2013 Oct BEREC held a public Workshop discussing what has been 

done so far to improve accessibility for disabled citizens and what are 

the main challenges faced by disabled users accessing electronic 

communication services

➢ 2015 BEREC held a further public workshop and in December 

produced a report BoR (15) 201 that set out the current state of 

provision of ECS & Insights into the needs of disabled end users

➢ 2018 March BEREC produced a further update ‘Reports on best 

practices for ensuring Equivalence for Disabled End Users’ BoR (18) 

30 the highlights of which I now present 4
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Text Relay service 
BoR (18) 30

➢ Relay services represent a communication 
facility for the deaf, hard of hearing or 
speech impaired people in order to help 
them to have a real time conversation via 
their telephony services, mostly 
intermediated by a communications 
assistant. 

➢ Regarding the implementation of such 
services, in total 16 out of 28 NRAs 
mentioned that at least one solution is in 
place. 

➢ Service provided by 

➢ USP: CH, CY, DK, HR, NL, NO, SK,

➢ All SPs: BE, DE, FR, UK,

➢ Some SPs: FI, IE, PL, PT, SE
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Text Relay service 
BoR (18) 30

➢ Quality of Service – 10 of the 16 countries with text/video relay services have set some 
quality of service requirements 
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Country Case Studies

– UK

– Ireland
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Country Case Study -

UK

8

https://www.ofcom.org.uk/__data/assets/pdf_file/0015/10923
/text-relay.pdf

https://www.ofcom.org.uk/__data/assets/pdf_file/0015/10923/text-relay.pdf
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Source https://www.relayuk.bt.com/about-relay-uk.html



Relay UK -Performance Measures

Measures: service performance

All measures are averaged over a calendar month and 

include:

• 90% of standard relay calls answered within 15 seconds 

(PCA15)

• 95% of emergency relay calls answered within 5 seconds 

(PCA5)

• less than 3% of standard relay calls abandoned

• less than 2% of emergency calls abandoned

We publish data after the end of each quarter.

Measures: supplier management 

performance

Measures are averaged over a calendar month:

• More than 94% of calls correctly handled (relay assistants are 

monitored at least quarterly for speed of transcription, accuracy, 

and process conformance).

• More than 40 words per minute (wpm) in conversation voice-to-

text transcription speed (when the Relay UK user is able to 

receive 40wpm or faster).

• More than 98% voice-to-text transcription accuracy.

• Less than 1 complaint per 1000 calls.

Source https://www.relayuk.bt.com/about-relay-uk.html



NGT User Experience Survey 2018

11https://www.relayuk.bt.com/assets/documents/ngt-customer-satisfaction-survey-report-2018.pdf



Customer Satisfaction Survey 2018
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NGT User Experience Survey 2018

https://www.relayuk.bt.com/assets/documents/ngt-customer-satisfaction-survey-report-2018.pdf



Country Case Study -

Ireland
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• https://www.itrs.ie/

https://www.itrs.ie/
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Text Relay Service in Ireland



Thank You
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Questions?
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Text Relay service 
BoR (18) 30

Funding – services are generally provided free of charge with the costs being covered 
• either by providers and/or USP
• public funds 
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EECC 

• Art 84 Affordable adequate broadband internet access and voice 
communications to all consumers.

• Art 85: Affordability measures for low-income or special social needs 
consumers: if retail prices are not affordable: support or tariff options.

• Art 85: availability and affordability of related terminal equipment, specific 
equipment and specific services for consumers with disabilities, 
including where necessary total conversation and relay services.

• Art 102 Information requirements for contracts: in an accessible format for 
end-users with disabilities; to include information on the extent to which the 
products and services are designed for end-users with disabilities.

• Art 103 Transparency: information to be published in an accessible 
format for end-users with disabilities.
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EECC 

• Art 104 Quality of service: information on the quality, including on 
measures taken to ensure equivalence in access. 

• Art 109: Emergency communications: access for end-users with 
disabilities to emergency services through emergency communications 
available and equivalent in accordance with … the Accessibility Act.

• Art 111: Equivalent access and choice for end-users with disabilities: 
requirements to be met by providers of electronic communications 
services.

• Art 114: Must carry obligations: may be imposed by MSs 
(requirements) on providers of ECN or ECS used for the transmission of 
radio and TV broadcast … in particular services to enable appropriate 
access for end-users with disabilities.
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