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1. Executive summary 

Telecoms services for enterprises are an important part of operators’ revenue mix (accounting for around 27% 

of total telecoms revenue1 worldwide in 2020), but growth prospects are likely to remain modest over the next 

few years for most. In developed markets, revenue from legacy services (voice and messaging) is declining or 

flat. New services (such as cloud and IoT) are expected to barely offset this trend and tend to have lower 

margins than the core connectivity business. As a result, operators are facing pressure from shareholders to find 

new areas for revenue growth while maintaining margins. Doing both is difficult. 

Operators are also facing growing pressure from their enterprise customers to help them address the effects of 

the increasing prevalence of fraudulent calling and phone scammers on their activities. Consumers’ reluctance to 

answer calls from unidentified numbers is driving up customer support and operational costs for enterprises and 

reducing their opportunities to upsell and cross-sell new services. 

To address these issues, operators can implement solutions to reduce the number of fraudulent calls (see 

Figure 1). Some (such as STIR/SHAKEN certificates) have been mandated by law in some jurisdictions (for 

example, Canada and the USA). While these solutions will address phone-based scams in the long term, their 

ability to restore consumer confidence is more limited in the short term, especially in countries where consumer 

confidence has been severely undermined already. 

Figure 1: Key solutions that operators can deploy to mitigate fraudulent calling 

Solution Description 

Enterprise caller identity 

resolution 

• Provides validation of enterprise details, associated caller data and call purposes for 

enterprise customers’ telephone numbers. 

Robocall mitigation 

solutions 

• Combines calling pattern analytics, caller authentication and verification to identify the 

unauthorised and suspicious use of phone numbers to prevent calls from originating and 

terminating on networks. 

STIR/SHAKEN certificate 

management and call 

authentication 

• A series of security protocols with strict caller ID authentication standards designed to 

prevent caller ID spoofing. 

Several options exist to help enterprises to regain consumer confidence in answering calls (see Figure 2). 

Operators can capitalise on these as opportunities to monetise part of the investment associated with deploying 

solutions that combat fraudulent calling (especially unavoidable costs related to more stringent regulation). 

Figure 2: Key solutions that operators can offer to enterprises  

Solution Description 

Caller identity 

management 

• Allows a calling party to display their phone number and caller name to the called party’s 

phone when making phone calls. 

Telephone number 

reputation management 

• Helps enterprises avoid inaccurate call blocking and spam mislabelling and improve their 

telephone number reputation. 

 
1  Including mobile and fixed connectivity services for consumers and enterprises, as well as non connectivity-based specialist 

enterprise services (e.g. cloud, security, unified communications). Excludes pay-TV services. 
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Solution Description 

Registration of do-not-

originate telephone 

numbers 

• Allows enterprises to allocate telephone numbers used only for inbound calls to a ‘do-not-

originate’ registry. 

• When operators detect an inbound-only number making an outbound call (usually from 

mis-use by fraudsters), the call is blocked immediately. 

Caller brand management • Provides continuous monitoring of registered caller names and numbers to ensure that a 

similar name is not being used for fraudulent calling. 

Branded calling • Enables an enterprise to display verification of caller identity and rich data content on the 

mobile phone screen of a call recipient – for example logos, images, expanded contact 

information, reason for the call, etc. 

• Opens a trusted line of communication between enterprises and their customers, which 

helps enterprises to increase answer rates and deliver a superior customer experience. 

Branded calling solutions, in particular, as defined in Figure 2 above, are an effective way for enterprises to 

improve contact rates and enhance customer engagement. In a survey conducted by Analysys Mason of 19 

senior executives in operators’ business/enterprise departments in Canada and the USA during February and 

March 2021, operators suggested that branded calling solutions could help their enterprise customers to improve 

first-attempt answer rates by at least 5%, and 40% of respondents believed a boost of at least 10% was possible. 

Actual results from industry trials suggest even more impressive improvements, with 30-60% uplifts in answer 

rates demonstrated during pilots conducted in 2019-2020 in North America. Branded calling solutions can also 

support enterprises in demonstrating a modern, multi-channel approach to customer support, improve overall 

customer satisfaction and retention and reduce operational costs. 

For operators, offering branded calling solutions is an opportunity to generate new revenue. Analysys Mason 

estimates that enterprises will spend almost USD2.0 billion on branded calling solutions in 2025 (see Figure 3). 

Bundling branded calling solutions with existing connectivity services can also help to generate high-ARPU-

contributing customers, supporting operators’ efforts to mitigate ARPU decline, boost enterprise customer 

satisfaction with basic connectivity services and reduce churn. 

Figure 3: Enterprise spend on branded calling solutions by country, North America, 2020–2025 

 
Source: Analysys Mason 
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Operators are ideally positioned to capture a share of this market, because most have established relationships 

with enterprises as their connectivity provider, giving them a defensible position and competitive edge as a 

channel to market. 

Operators will need to be aware of the following three factors that are critical to their ability to maximise the 

benefits of branded calling solutions: 

• Operators need to establish the foundational building blocks for branded calling – in particular, a set of 

robust security protocols to reduce the number of fraudulent calls that consumers receive is a prerequisite to 

any branded calling solution. 

• The benefits of branded calling solutions for consumers and enterprises will be maximised only if a large 

ecosystem of operators adopt and implement the necessary capabilities to handle these – operators will need 

therefore to cooperate with each other to drive that ‘network effect’. 

• Operators will need to ensure technical interoperability and integration between their respective numbering 

inventory systems and databases to ensure that the information records associated with enterprises and 

transmitted to consumers’ smartphones are accurate and up-to-date, as any invalid or outdated record may 

undermine a consumer’s confidence once again. 
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2. Introduction 

Enterprises are an important segment for operators worldwide, accounting for approximately 27% of their total 

telecoms revenue in 2020. However, enterprise revenue is expected to remain mostly flat in the next few years, 

as a result of the ongoing decline in operators’ legacy services (voice, messaging). New growth areas (IoT, 

cloud, security services) may help to counter this decline, but their impact on overall revenue growth has, so far, 

been relatively limited in most cases. In addition, these services tend to provide lower margins than the core 

connectivity business. 

Operators are also facing increasing pressure from their enterprise customers to help them to address the 

negative effects of widespread fraudulent calling on customer support activities. The phone continues to be an 

important channel for communication between enterprises and consumers, but the reluctance of consumers to 

pick up calls from unknown (or hidden) numbers is reducing productivity, driving up operational costs and 

creating missed revenue opportunities. Regulatory action that mandates operators to implement new security 

protocols (such as STIR/SHAKEN in North America) will help to address these issues to some extent in some 

jurisdictions, but will require additional investment from operators and will only generate limited benefits. 

The objectives of this paper are to give operators an overview of the options that are available to help them to 

support their enterprise customers’ desire to engage with consumers more efficiently, while also providing 

operators with monetisation opportunities. The paper offers unique insights about the key benefits for operators 

offering ‘branded calling’ solutions to enterprises and provides recommendations to operators on the factors that 

will maximise those benefits. 

These insights are based on the results of a survey conducted by Analysys Mason of 19 senior executives in 

operators’ business/enterprise departments in Canada and the USA during February and March 2021. The 

survey included 26 questions. The segmentation of operator respondents is provided in Figure 4. 

Figure 4: Segmentation of operator respondents (n = 19) 

 

Source: Analysys Mason 
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3. Operators’ enterprise services are facing multiple 

pressures 

 Enterprise services are important to operators’ revenue, but growth prospects are 

limited 

Operators’ retail revenue from the provision of telecoms and ICT services2 to enterprises reached an estimated 

USD353 billion worldwide in 2020, representing about 27% of their total revenue (see Figure 5). This 

proportion has remained broadly stable over the past 5 years, but it is clear that enterprise services are, and 

continue to be, important for operators in their overall revenue mix. However, growth prospects are limited 

because revenue from data services and new enterprise services (such as IoT, cloud, security) is expected to only 

offset the decline in traditional fixed and mobile communications services (voice, messaging) in the next few 

years.  

Figure 5: Operator retail revenue from enterprises by service type, worldwide, 2017–2025 

 

Source: Analysys Mason 

Revenue from traditional fixed voice services (narrowband and voice over broadband) will decline as 

enterprises continue to migrate their communications systems to hosted voice services and unified 

communications solutions. We estimate that enterprises will retain almost 246 million fixed voice connections 

in 2025, generating USD36.1 billion in revenue (9.2% of total enterprise revenue). Mobile voice and messaging 

revenue has fallen rapidly in recent years as users have increasingly adopted third-party messaging applications 

(for example, WhatsApp), but this trend will somewhat flatten off because enterprises will continue to use 

legacy voice services for convenience. 

 
2  ICT: non-connectivity based specialist enterprise services, including cloud (SaaS, IaaS/PaaS, co-location/hosting), enterprise 

mobility, desktop management, security, and unified communications/hosted voice services  
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Mobile data services revenue will continue to rise as smartphone penetration increases among enterprise users, 

while revenue from fixed broadband and dedicated connections will increase slightly, driven by overall growth 

in the small and medium-sized enterprise segment, enterprise requirements for higher bandwidth services and a 

small increase in broadband penetration among micro enterprises. Combined with a rapid revenue increase from 

new services such as cloud, security and IoT, this will be just enough to offset the decline in traditional telecoms 

services, but insufficient to drive significant long-term revenue growth.  

To counter this decline, operators need to explore new areas. This is highlighted as a priority by survey 

respondents – while protecting market share for core business services appears unsurprisingly as the top priority 

(84% share of respondents) for operators in North America, selling new services to existing enterprise 

customers is important for 63% of respondents and exploring opportunities in new vertical markets is important 

for almost 60% of operators surveyed.  

Figure 6: Primary objectives of operators’ business/ enterprise divisions, North America, 1Q 20213 

 

Source: Analysys Mason 

 Enterprises want to restore consumer trust and are looking for help  

Phone calls are an important channel for consumers and enterprises to communicate, even as enterprises 

increasingly focus on digital transformation. A survey conducted in 2019 by global executive network CMO 

Council suggested that 65% of individuals prefer to communicate with enterprises by phone, ranking second 

among the top five connection and communication channels expected by consumers, including email (86%), 

website (53%), text (52%) and in person (48%). Phone calls are relatively convenient and are likely to allow for 

faster resolution times than other communication methods in many cases, especially for complex issues that are 

better articulated in a conversation than on a web form or via an email. 

Phone calls are also one of the top gateways for fraudsters to scam consumers. Data published by the US 

Federal Trade Commission suggested that the phone channel accounted for over 60% of consumer fraud 

 
3  Question: “What are the most important objectives of your business division in the next few years? [rank the top 3]”; (n = 19). 
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reports4 in 2019 in the USA and the phone was the fraudster’s contact method in almost 0.7 million of these 

cases, up from 0.5 million in 2016 (11.8% CAGR during 2016–2019). Only 5% of those phone-based fraud 

reports were associated with an actual loss of money in 2019, but the median value lost per individual per year 

reached an all-time high – USD1000 in 2019, up from USD700 in 2016, driving growth in the overall value lost 

to phone-based fraud to USD427 million, up from USD270 million in 2016 (+16.5% CAGR).  

Caller ID spoofing is used frequently for scams and involves transmitting to the caller ID display a number that 

is different from the actual originating phone number. By using caller ID spoofing, scammers are able to 

disguise their identity and increase their chances of convincing people to send money or share confidential 

information, for example by pretending to be a friend or family member of the victim and asking for immediate 

financial assistance, or by asking for a fee to facilitate the delivery of a monetary reward, travel prizes or luxury 

goods. Some criminals pretend to be an employee from a service provider (e.g., software/IT company, telecoms 

operator) or a bank and aim to steal financial information by requesting access credentials (e.g., password, PIN 

code) to the victim’s account in order to address a fictitious issue such as a virus or a supposedly unauthorised 

transaction. 

Significant incidence and damage caused by phone scams is seen as a key driver for consumer reluctance to 

answer calls from unidentified caller numbers, including those from legitimate enterprises. In the USA, only 

47% of incoming calls from an unknown number were picked up on a first attempt in 2019, a 5% decline year-

on-year.5 For enterprises, low answer rates increase the number of call attempts that customer support staff need 

to make to get hold of customers, reducing productivity and driving operational costs up – for example, a missed 

delivery or installation appointment due to calls not getting through to customers can result in an additional cost 

of USD150-200 per truck roll. Difficulties in reaching customers can also somewhat limit the number of 

opportunities for upselling or cross-selling new services (although enterprises can use other communication 

channels such as e-mail). Customer satisfaction is likely to be affected as well, especially as a result of missing 

out on important phone calls from legitimate enterprises, for example to solve technical issues or billing 

problems. 

In this context, enterprises have a legitimate expectation that their operators can provide the necessary support to 

ensure secure and reliable communications with consumers. This is further illustrated by survey results; almost 

53% of respondents reported that low consumer answer rates and consumers’ complaints about spam calls were 

the main challenges experienced by their enterprise customers when using their voice services (see Figure 7).  

 
4  Note: among fraud reports where a contact method (e.g., email, phone, post, internet) used by the fraudster was identified by 

the consumer. 

5  Hiya (2019) State of the Call report. 
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Figure 7: Key challenges faced by operators’ enterprise customers when using voice services, North America, 

1Q 20216 

 

Source: Analysys Mason 

 Operators can implement solutions to reduce the number of fraudulent calls 

Operators can use a variety of solutions to reduce the likelihood that calls originating from unknown numbers 

are fraudulent and in turn improve consumer answer rates to calls from legitimate enterprises. Examples of 

solutions include the following. 

• Enterprise caller identity resolution. Operators can carry out enterprise caller identity resolution for 

enterprise customers’ telephone numbers to validate enterprise details, associated caller data and call 

purpose, typically as part of Know Your Customer (KYC) processes.  

• Robocall mitigation solutions. Robocalls use a recorded voice instead of a live person to deliver a 

message. Robocalls are commonly used by telemarketers, but by scammers as well. According to robocall 

blocking software provider Youmail’s Robocall Index7, 45.9 billion robocalls were placed in the USA in 

2020, a 50% increase since 2017. A robocall mitigation solution generally combines calling pattern 

analytics, plus caller authentication and verification to identify the unauthorised and suspicious use of 

phone numbers to prevent calls from originating and terminating on networks. 

• STIR/SHAKEN certificate management and call authentication. STIR/SHAKEN is a series of security 

protocols with strict caller ID authentication standards. It is mainly designed to prevent caller ID spoofing 

and to establish a secure environment for phone calls. In March 2020, the US Congress and the Federal 

Communications Commission (FCC) passed a bill to mandate large operators to implement STIR/SHAKEN 

by June 2021 and smaller operators by June 2022. Many of the largest carriers (e.g., AT&T, T-Mobile, 

 
6  Question: “What are the main challenges faced by your business customers when using your voice services? [rank the top 3]”; 

(n = 19). 

7  Youmail (2020), Robocall Index. Available at: https://robocallindex.com. 

https://robocallindex.com/
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Verizon and Comcast) have deployed STIR/SHAKEN in advance of the June 2021 FCC deadline and 

hundreds of carriers are now authorised to sign calls. In December 2019, the Canadian Radio-television and 

Telecommunications Commission (CRTC) announced that it expects all telecoms service providers to 

introduce a new technology standard called STIR/SHAKEN with an aim to combat fraudulent calls and 

caller ID spoofing. In April 2021, CRTC extended the deadline to implement STIR/SHAKEN to November 

2021. 

These solutions can be useful for increasing the likelihood that calls received by consumers from an unknown 

number are legitimate, but increasing consumer trust to pick up those calls is another lever to be considered by 

operators and enterprises. Operators have access to a variety of options to that effect, which can be used as 

avenues to recover part of the investment associated with the deployment of solutions that combat fraudulent 

calling. The next section provides a discussion of those options and explores in more detail the opportunity for 

operators to generate new revenue by offering branded calling solutions. 
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4. Operators can generate new revenue by helping 

enterprises to regain consumer trust 

 Operators can help enterprises to optimise their call operations  

Several commercial solutions are available for operators to use to support their enterprise customers in 

increasing outbound calling answer rates. 

• Caller identity management. A caller ID service allows a calling party to display their phone number to 

the called party’s phone when making a call. The service can also display the caller’s name. While caller ID 

provides some basic information to the call receiver about who is calling, it does not offer much context 

about the reason for the call, company logo or enterprise location. In addition, as discussed in the previous 

section, caller ID can be subjected to caller ID spoofing, so a consumer can never be certain it is safe to 

pick up the phone even if the number and/or name displayed is recognisable. 

• Phone number reputation management. These solutions can monitor whether a phone number used by an 

enterprise is associated with spam calls. It can help enterprises to avoid inaccurate call blocking and spam 

mis-labelling and improve overall telephone number reputation.  

• Registration of do-not-originate phone numbers. Enterprises can list phone numbers that they only use 

for inbound calls on a ‘do-not-originate’ registry. This helps to combat fraudsters who attempt to use those 

numbers for outbound calling: when operators detect an inbound-only number making an outbound call, the 

call is blocked before reaching the intended victim.  

• Caller brand management. Scammers often use caller ID names that look similar to the names of 

legitimate enterprises. A caller brand management solution can continuously monitor registered caller 

names and numbers to ensure that a similar name is not being used for fraudulent calling.  

• Branded calling. A branded calling solution enables an enterprise to assure customers the call is verified. It 

can also display rich data content on the mobile phone screen of a call recipient – for example logos, 

images, expanded contact information, social media links, reason for the call, call authentication status – as 

well as URLs and call-back numbers in the call history log for completed or missed calls (see Figure 8). By 

delivering personalised calls, the solution can help enterprises to increase outbound call answer rates and 

deliver a superior customer experience. 
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Figure 8: Overview of branded call display 

 
Source: Neustar 

The following sub-section explores the benefits associated specifically with branded calling solutions for 

enterprises, which can be sold by operators to their enterprise customers. 

 Branded calling can help enterprises to increase answer rates and enhance the 

consumer experience 

As discussed in the previous section, almost 53% of first-attempt calls originating from enterprises were not 

being picked up by consumers in 2019. By adding rich call data, branded calling helps to re-assure consumers 

about the authenticity of a call, and, combined with the use of strong call authentication security protocols (e.g., 

STIR/SHAKEN), places enterprises in a good position to increase answer rates and improve operational 

efficiency.  

This aspect is further illustrated by results from our operator survey – all respondents suggested that branded 

calling solutions could help their enterprise customers to improve first-attempt answer rates by at least 5%, and 

more than 40% suggested that it could provide a boost of 10–30% (see Figure 9). Over 10% of respondents 

believed that branded calling has the potential to drive an increase in answer rates by 30–50% and a non-

negligible 6% of respondents believed that branded calling could drive an increase in answer rates beyond 50%.  
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Figure 9: Expected improvement in outbound calling answer rates for enterprises that use branded calling solutions, 

North America, 1Q 20218 

 

Source: Analysys Mason 

While these results reflect operators’ expectations, actual outcomes from industry trials suggest even greater 

improvements – pilots conducted in 2019-2020 by several providers of branded calling solutions across 25 

enterprises from different industries in North America indicated uplifts in answer rates in the range of 30-60%, 

in comparison with a baseline with no use of branded calling. 

Beyond improvements in answer rates, branded calling solutions provide enterprises with an opportunity to 

demonstrate a modern, digital approach to customer support and improve overall customer satisfaction and 

retention. This aspect is well understood by survey respondents – all agree that using branded calling display 

can enhance the relationship between enterprises and consumers, and 70% recognise that it can help enterprises 

to sell new products and services (see Figure 10). Branded call display can offer more opportunities for cross-

selling, as suggested by 70% of respondents. Indirect cost reductions, for example accrued by a reduction in 

missed appointments and service calls, are not seen by operators among the most important benefits of branded 

calling solutions for enterprises – while this is not surprising given that operators have limited familiarity with 

the customer support costing structure of enterprises (which in turn may vary from one vertical sector to 

another), it is worth noting that missed appointments from calls not getting through to customers do drive 

operational costs unnecessarily, and as a result can benefit from the use of branded calling solutions. 

The following sub-section analyses the revenue potential from branded calling solutions and discusses how well 

operators are positioned to take advantage of the associated business opportunity. 

 
8  Question: “To what extent do you expect branded calling solutions to improve consumer answer rates for your business 

customers?”; (n = 19). 



Branded calling solutions – a new revenue-generating opportunity for telecoms operators  |  14 

© Analysys Mason Limited 2021 Operators can generate new revenue by helping enterprises to regain consumer trust 

Figure 10: Other benefits for enterprises that use branded calling solutions, North America, 1Q 20219 

 

Source: Analysys Mason 

 Offering branded calling solutions has several benefits for operators  

For operators, offering branded calling solutions to their enterprise customers is an opportunity to generate new 

revenue streams and monetise investments associated with the deployment of solutions to address fraudulent 

calling and, in some countries, to comply with impending regulation (e.g., STIR/SHAKEN). 

As discussed previously, branded calling solutions carry a strong value proposition for enterprises that want to 

improve their operational efficiency and enhance their customer experience. The increasing imperative to 

provide a trusted multi-channel communication experience is also expected to drive adoption. Operators that 

already offer branded calling solutions are positive about future enterprise adoption, with almost 50% of survey 

respondents confident that 30–50% of their enterprise customer base will adopt these solutions within the next 3 

years, and 15% expect more than 50% of their enterprise customers to adopt them in the same time period (see 

Figure 11). Interestingly, all operators expect more than 10% of their enterprise customers to adopt these 

solutions in the next 3 years, suggesting significant confidence in the potential for branded calling to be widely 

adopted by enterprises.  

 
9  Question: “What other benefits do you expect your business customers may generate from branded calling solutions? [rank 

the top 3]”; (n = 19). 
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Figure 11: Proportion of enterprise customers that may adopt branded calling solutions within 3 years, North America, 

1Q 2021 

 

Source: Analysys Mason 

While caution needs to be exercised when considering how these survey results will play out in real life, there 

are reasons to be optimistic about the revenue potential. Analysys Mason estimates that enterprise spend on 

branded calling solutions will be near USD2.0 billion by 2025 in North America (see Figure 12). 

Figure 12: Enterprise spend on branded calling solutions by country, North America, 2020–2025 

 

Source: Analysys Mason 
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Operators are ideally positioned to capture a share of this market, as most already have established relationships 

with enterprises as their connectivity provider, giving them a defensible position and competitive edge as a 

channel to market. In addition, enterprises may value a model in which they purchase connectivity services and 

connectivity-related valued-added services from the same provider, as it removes any complexity of integrating 

third-party solutions and provides higher quality of service overall.  

Beyond revenue generation, bundling branded calling solutions with existing connectivity services can help to 

generate high-ARPU-contributing customers, supporting operators’ efforts to mitigate ARPU decline from 

traditional fixed voice enterprise services (decline of 16% over the past 3 years). Helping enterprises to address 

issues that have plagued their relationships with consumers can boost customer satisfaction with basic 

connectivity services and reduce churn. High customer satisfaction rates will enable operators to improve their 

ability to compete with their rivals and to potentially sell additional services (such as security, cloud and IoT) to 

established customers. 

These aspects are acknowledged by survey respondents – most (83%) expect branded calling solutions to boost 

their connectivity ARPU; the same proportion believes that offering branded calling solutions can contribute 

positively towards cross-selling efforts, and more than 75% expect that it can make their core connectivity more 

attractive to enterprise customers than that of competing operators (see Figure 13). Survey respondents 

perceived the potential for churn reduction among enterprise customers to be more limited, probably because of 

long customer lock-in periods for enterprise connectivity contracts. Consumer churn reduction comes last, 

probably because consumers may not associate the experience of receiving branded calls directly with their 

operators, but rather with the enterprises that are contacting them. 

Figure 13: Top three indirect benefits of branded calling solutions for operators, North America, 1Q 202110 

 

Source: Analysys Mason 

 
10  Question: “What benefits do you expect to generate as an operator from offering branded calling solutions? [rank the top 3]”; 

(n = 19). 
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5. Conclusions 

This paper has attempted to articulate the options available to operators to support their efforts in pursuing new 

sources of enterprise service revenue while also helping their enterprise customers to improve consumer trust in 

inbound calls. One particular option investigated in this paper was the potential benefits for operators to offer 

branded calling solutions to enterprises. 

Our primary research exercise and analysis suggested that branded calling solutions could provide a significant 

revenue opportunity for operators – Analysys Mason estimates that enterprise spend on branded calling 

solutions will reach near USD2.0 billion in 2025. Operators appear well positioned to provide this type of 

service given their existing relationships with enterprises and their ownership of the communications link. Our 

survey of operators in Canada and the USA suggests that operators are enthusiastic about the benefits of branded 

calling solutions for their enterprise customers, with over 50% expecting an increase in answer rates by at least 

10%. Beyond new revenue streams, operators offering branded calling solutions can expect a boost in customer 

satisfaction, which can support their cross-selling initiatives and increase their competitive edge in the enterprise 

connectivity market.   

Several key success factors will be important for operators to consider to maximise the benefits of branded 

calling solutions: 

• Operators will need to have in place foundational building blocks for branded calling solutions. As 

demonstrated in this paper, displaying enterprise information on a receiver’s smartphone is a key lever to 

increase consumer confidence to pick up a call, but this can only work in the long term if originating calls 

are subjected to reliable authentication methods in the first place. Having in place a set of robust security 

protocols to reduce the number of fraudulent calls that consumers receive is a prerequisite for any branded 

calling solution. 

• Operators will need to cooperate with each other to drive a ‘network effect’. The benefits of branded 

calling solutions for consumers and enterprises will be maximised only if a large ecosystem of operators 

adopt and implement the necessary capabilities to handle these. For example, if a terminating operator does 

not have the tools necessary to retrieve the detailed record associated with the originating party (name, 

picture, reason for call, location), only a reduced subset of that record (e.g., name) may be displayed to the 

consumer, which may not provide further benefits than those offered by existing caller ID features. 

• Operators will need to ensure technical interoperability to remove barriers to adoption. 

Interoperability between operators’ systems will be required at different levels: enterprises switching 

operators will expect to be able to quickly migrate their records to their new operator, whether they are 

porting their existing numbers or getting brand new numbers, which will require operators to ensure that 

their respective numbering inventory systems and databases are fully interoperable and well integrated; 

operators will also need to link their internal systems to a common record database (or several) and ensure 

that the most up-to-date enterprise record can be accessed quickly by the terminating party and transmitted 

to the consumer’s smartphone. This will be crucial as any invalid or outdated record may otherwise 

undermine consumers’ confidence in branded calling solutions.  
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6. About Neustar’s branded calling solutions11 

Neustar is a pioneer in call authentication as co-author of STIR standards, contributor to the SHAKEN 

framework and exclusive operator of the ATIS Robocalling Testbed, where real-world STIR/SHAKEN 

implementations are tested for interoperability with Neustar's reference implementation. Neustar plays a unique 

role as the hub for distributing caller information across the entire calling ecosystem managing caller identities 

for 800+ CSPs and as the trusted steward of identity resolution for 8000+ brands.  

Neustar provides a portfolio of integrated Trusted Call Solutions that provide operators and enterprises with all 

they need to overcome the impacts of robocalls and call scams, protect consumers and their brand, and deliver a 

better call experience.  

Caller Name Services provide quick access to the most reliable and extensive database across the call 

ecosystem for caller name and numbers (CNAM) queries. 

NumeriTrack builds a solid foundation for STIR/SHAKEN with a clear and accurate view of telephone number 

inventory and a way to maintain accuracy to empower a foundation of truth for each telephone number accessed 

through STIR/SHAKEN.  

Certificate Manager provides standards-compliant digital certificates from a nationally approved Certification 

Authority (STI-CA) to sign calls through STIR/SHAKEN protocols.  

Certified Caller enables quick and easy deployment of all components of STIR/SHAKEN to be fully compliant 

and up to date with the latest developments in call authentication.  

Robocall Mitigation utilizes advanced analytics and near real time insights to correctly identify illegal 

robocalls and other call fraud and take the right action in stopping the origination of, or properly tagging and 

blocking, these calls. 

Vetting Services validate enterprise caller identity by verifying the entity, business purpose, intent of calls, and 

ownership of telephone numbers to accurately identify legitimate call originators for enterprises that may not be 

known to the operator.  

Caller Name Optimization enables accurate call display with a way for enterprise customers to designate 

verified business numbers used for outbound calling and manage their caller display across 850+ voice service 

providers and the leading caller ID apps. 

Enterprise Certified Caller allows enterprises to authenticate their caller identity for outbound calls and 

digitally sign calls by integrating STIR/SHAKEN in their enterprise calling networks.  

Branded Call Display enables enterprises to customize mobile call displays with images, logos, expanded 

caller information and identity verification, providing a more trusted, personalized call experience to customers. 

 

 
11  This section of the paper has been prepared and written by Neustar 
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