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Communications Solutions Case Study / Branded Call Display (BCD)

Branded Calling Cures Low 
Answer Rates at Virginia 
Department of Health

The Challenge
The Virginia Department of Health (VDH) is charged with protecting the health of all 
8.6 million Virginia residents. When the pandemic hit, getting in touch with potentially 
infected citizens was critical to reducing the spread of COVID-19. Even when cases 
are not surging, case investigation and contact tracing requires three calls to reach 
the patient or close contact in an effort to interview them, collect demographic 
and clinical information, and provide educational information to limit the spread of 
COVID-19.

“The phone is a vital communications channel to convey information to the public 
about health and safety,” explains Seth Levine, Senior Epidemiologist at the VDH, who 
co-leads their COVID-19 contact tracing efforts. “There’s a robocalling, call spoofing 
and scam epidemic within the global pandemic. If we can’t reach citizens, we can’t 
achieve our mission.”

The VDH faced a fundamental problem: Virginians weren’t answering their important 
COVID-19 investigation calls at a high enough rate. Answer rates were as low as 30 
percent. Case Investigators and Contact Tracers often tried reaching each of their 
contacts multiple times before determining the individual was lost to follow-up. The 
problem is a common one, not limited to Virginia or health departments in other 
states. The same challenge is shared by many government entities trying to reach 
their citizens with time-sensitive information.

“My job is not focused around technology, it’s focused around public health, but I 
could see that technology could help us,” said Levine.

“The nature of what we do is vital, but there are a lot of phone 
scams out there, and people are scared to answer. Despite 
that, we must reach people to lower disease rates and prevent 
serious illness. Neustar gives us a vehicle to do that.”
– Seth Levine, Senior Epidemiologist, Virginia Department of Health
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The Neustar Solution
The VDH had heard about branded calling solutions being used in other states to 
improve answer rates. When Neustar presented our Trusted Call Solutions suite of 
outbound communications and identity resolution solutions, it was like a light bulb 
went on.

After initial discussions in early 2021, the VDH quickly chose to implement both 
Caller Name Optimization and Branded Call Display. Every outbound call would 
appear with the VDH logo and their name. Virginia residents could quickly see who 
was calling, providing a new level of trust. And, with a custom caller ID that said 
‘COVID VA,’ they could interpret the nature of the call, too. Months later, the VDH then 
changed the custom caller ID to “Virginia Department of Health” on outbound calls.

The tailored solution addressed a common problem with VDH case investigation 
and contact tracing. Consumers are wary of robocalls and spoofed numbers and 
therefore are reluctant to answer.

The Outcome
The change in answer rates was immediate – and impressive. After partnering with 
Neustar to deploy branded calls, VDH saw answer rates rise as high as 61.5 percent 
– a lift of 105 percent. Over the first six months, the average answer rate was 54 
percent, a sustainable and significant improvement that benefitted VDH’s outreach 
efforts. Call volume increased during that same period, as VDH responded to a 
resurgence of the COVID-19 Delta variant, with the agency often attempting to reach 
the majority of approximately 4,000 case-patients and close contacts via calls each 
day, during the height of the pandemic in Virginia.

Neustar’s solutions will continue to be an important tool in meeting VDH’s mission 
during the course of the pandemic, to investigate COVID-19 cases and follow-up with 
identified close contacts. 

“We have valuable information to share, but we need recipients to answer the phone 
knowing that it’s really us calling,” concludes Levine. “We have no choice. We must 
reach people on the phone to lower disease rate and potentially serious illness, 
hospitalization and even death.”

Watch the video to learn more.
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CONTACT US

Visit home.neustar/BCD, 
email callerid@team.

neustar, or give us a call
at 1-855-898-0036.
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