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A recent survey shows that 88 percent of appointments with 
healthcare providers are scheduled by phone. That makes it a 
critical touchpoint in the patient experience. But that experience 
is less than perfect. 

The deluge of robocalls, call spoofing, and fraud much of it 
centered around contact tracing, vaccines, and stimulus packages 
this past year has only reinforced consumer fear of the phone. 

Add to that the shift to telehealth. While 79 percent of hospitals 
were using telehealth as of last spring, experts predict that will 
rise to 30% of total visits in the future.  

There’s no doubt that the phone must be part of the digital  
omni-channel experience. It’s so important that two-thirds of 
consumers would switch healthcare providers if COVID-19 was 
poorly managed and they could be sure they’d have a better 
experience.

Connect safely with  
Branded Call Display (BCD)
Branded Call Display lets you reassure customers it’s you calling 
by displaying your full name, business location, logos, e-business 
cards, social media links, and more, on the mobile display. At the 
same time, Neustar provides the STIR/SHAKEN component that 
verifies that the number, and the data, have not been spoofed.

Phone Channel Critical 
to Healthcare Omnichannel 
Outreach Success

Indicated the phone as the most 
important communications 
channel for reaching patients

Ranked service delivery as their 
most common type of outbound 
call, followed by call-backs

Reported that outbound call 
volume was significantly or 
slightly higher than a year ago

Said over 10% of calls were 
mis-tagged as spam; one-third 
reported mis-tagging rates of 
over 30%

Indicated revenue loss of at least 
10% as a result of call blocking 
and tagging

Said they definitely or  
probably need a branded  
call display solution

78%

67%

55% 

77% 

55%

88% 

Survey says!
Here’s what healthcare 
organizations said:

Source: Omdia survey, Rebuilding Trust in Calls, 2021

https://www.cnbc.com/2016/04/05/most-stressful-part-of-doctors-visit-the-wait-says-survey.html
https://www.beckershospitalreview.com/telehealth/telehealth-may-see-big-long-term-gains-due-to-covid-19-10-observations.html
https://newsroom.accenture.com/news/two-thirds-of-us-consumers-likely-to-switch-healthcare-providers-if-covid19-is-poorly-managed-accenture-report-reveals.htm
https://newsroom.accenture.com/news/two-thirds-of-us-consumers-likely-to-switch-healthcare-providers-if-covid19-is-poorly-managed-accenture-report-reveals.htm
https://www.home.neustar/resources/whitepapers/health-provider-call-experience
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B C D  BE NE F I T S

Deliver a Personalized Call 
Experience
Providing a branded experience 
demonstrates a modern, digital 
approach, enhances customer 
relationships and restores trust.

Increase Answer Rates
Customers, prospects, and 
partners who know it’s you calling 
are much more likely to pick up 
the phone.

Reduce Costs
Reduce missed appointments 
and service calls by providing 
relevant company information, 
even for employees who bring 
and use their own devices.

Protect Your Brand
Maintain complete control over 
how your brand is presented, 
with the added assurance for the 
consumer that the call has not 
been spoofed.

L E A RN  M ORE
Visit our Trusted Call Center to learn about resources and solutions that can 
help you optimize outbound call operations, increase contact rates, improve 
the customer experience and protect your brand reputation.

A Centralized Platform for Personalizing 
Your Calling Brand
Neustar simplifies and streamlines authenticated branded calls for enterprises by 
integrating with all leading mobile carriers. You’re up and running in three easy steps:

Verify you’re a legitimate business and certify you have the right to use all the 
phone numbers you intend to use to place calls. 

Add rich call data such as brand name and logo, as well as specifying the 
various calling reasons for the phone numbers, using a centralized caller 
identity management portal.

When you place a call, Neustar’s call authentication solution signs the call  
with a STIR/SHAKEN PASSporT. Once the call is verified end-to-end, software 
on the called party’s mobile phone retrieves the enhanced call data for display.

The authentication of the call, assembly of the rich content, and presentation to 
the user takes place in the blink of an eye.

BCD informs consumers with logos, verification status, and call reasons, even 
before they answer, as well as URLs and callback numbers in the call history log  
for completed or missed calls.

About Neustar, a TransUnion Company
Neustar provides a single standards-based interface through which enterprises can 
sign all outbound calls via STIR/SHAKEN and deliver branded call display experiences 
across their carrier and technology partners, without the need to develop separate, 
proprietary, and non-scalable interfaces. Neustar works with carriers, mobile apps, 
and mobile OS providers. Learn more by reading Google’s blog post about Verified 
Calls, and visit our Trusted Call Solutions Center.
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Part of the Trusted 
Call Solution Suite
BCD is just one component 
of Neustar’s TCS suite of 
solutions. Take our outbound 
call assessment.

OUTBOUND CALLSENTERPRISE / BRAND E-BUSINESS CARD POST-CALL ENGAGEMENT

View Website

You Called:

Modern Health
(555) 555-5555

Modern Health
(555) 555-5555

Calling about: Appointment Reminder

8:30 AM

Most recent call

Verified call from:

Modern Health
(555) 555-5555

Calling about: Appointment Reminder

8:30 AM

Most recent call

Verified call from: CALL LOG

2:06 PM Appointment Reminder
11/23/20 Appointment Reminder
11/22/20 Appointment Reminder

HISTORY

VIEW WEBSITE

Set a reminder

Appointment 
Reminder

Modern Health
(555) 555-5555

https://www.trustedcall.neustar/index.html
https://www.home.neustar/communications-solutions
https://blog.google/products/android/say-hello-safer-phone-calls
https://blog.google/products/android/say-hello-safer-phone-calls
https://www.trustedcall.neustar/
https://www.discover.neustar/outbound-call-assessment-tool.html
https://www.discover.neustar/outbound-call-assessment-tool.html

