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Executive Summary 

 “Since engaging Neustar, we have definitely noticed an increase in right party contacts 

and connections … More people trust us enough to give us payment information over the 

phone because our call is no longer labeled as a ‘spam’ risk, and when a number is 

tagged wrongly, Neustar has avenues to help clear our company numbers fast so 

business can continue. We’ve never had the access and insight to do that on our own.” – 

Manager of business intelligence, financial services 
 
 
 
 

Call centers serve as a bridge between companies 

and consumers. By offering opportunities for 

meaningful connections, call center experiences can 

increase customer loyalty and generate incremental 

revenue.1 

However, increasingly stringent antirobocall 

legislation that resulted from the rise of fraudulent 

calls poses significant challenges to organizations 

that rely on call centers to promote a superior 

customer experience and drive revenue. As 

communication service providers took a more active 

role in tagging phone calls, it became increasingly 

challenging for reputable companies to verify 

themselves and control how their phone numbers 

were displayed to consumers, if they were displayed 

at all. As the legislation gave phone carriers safe 

harbor for “spam” tagging and number blocking, 

organizations that make a high volume of calls to 

consumers have seen a spike in calls wrongfully 

tagged as spam or blocked. In the world where call 

scams have become more prevalent, many 

companies struggle to rebuild consumer trust and 

restore their brand reputation and business in an 

efficient manner.  

Neustar Trusted Call Solutions (TCS)--comprised of 

Caller Name Optimization (CNO), Certified Caller 

(CC), and Branded Call Display (BCD)—serves as a 

comprehensive suite that empowers businesses to 

proactively safeguard their brand reputation and 

reach consumers. With Neustar Vetting Services, 

companies can verify the caller identity as legitimate 

across the call ecosystem. Using Neustar CNO, 

companies can ensure their caller ID information is 

displayed consistently and accurately across 

consumers’ phones and protect against call blocking 

and mislabeling. Neustar CC allows organizations to 

digitally verify their outbound calls and shield 

unwanted inbound robocalls. Finally, BCD enables 

organizations to add further detail to their outbound 

call display by providing customized information, 

such as company logo.  

Neustar commissioned Forrester Consulting to 

conduct a Total Economic Impact™ (TEI) study and 

examine the potential return on investment (ROI) 

enterprises may realize by deploying Trusted Call 

Solutions. The purpose of this study is to provide 

readers with a framework to evaluate the potential 

financial impact of TCS on their organizations.  

To better understand the benefits, costs, and risks 

associated with this investment, Forrester interviewed 

Projected return on 

investment (PROI) 

321% to 411% 

Projected net present 

value (NPV) 

$2.5M to $3.2M 

KEY STATISTICS 

https://www.trustedcall.neustar/
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EXECUTIVE SUMMARY 

five customers with experience using TCS. For the 

purposes of this study, Forrester aggregated the 

experiences of the interviewed customers and 

combined the results into a single composite 

organization. 

Prior to using Neustar TCS, this composite 

organization did not have access to a commercial 

solution for correcting tagged or blocked numbers. As 

antirobocall legislation became stricter, the 

organization experienced a decline in answer rates 

and consumer trust that eroded its brand reputation.  

By investing in Neustar TCS, the organization avoids 

wrongful call blocking and spam mislabeling by 

carriers, which results in improved customer answer 

rates, increased revenue from outbound calls, and 

restored consumer trust. 

 

KEY FINDINGS 

Quantified benefits. Organizations can achieve 

various risk-adjusted present value (PV) quantified 

benefits with Neustar TCS: 

• Recovered revenue attributable to Neustar 

CNO leads to a $2.7- to $3.3-million increase 

in income over three years. Once the 

antirobocall legislation took effect, interviewees 

noted a sharp decline in answer rates due to an 

increase in phone numbers erroneously marked 

as “spam” or blocked. Through Neustar CNO, 

companies can use registered numbers to ensure 

their outbound calls reach consumers 

successfully. By improving answer rates, 

companies can regain 18% to 22% of the 

revenue they had previously lost. 

• Improved answer rates with Neustar BCD 

increases incremental revenue by an 

additional 28% to 32% annually. After 

implementing Neustar BCD at their organizations, 

interviewees noticed a further increase in answer 

rates. With advanced visibility into the caller 

identity, Neustar BCD contributes to additional 

income growth by $502K to $594K over three 

years. 

• Displaying verified, legitimate business 

numbers in outbound calls decreases 

tagging-related customer complaints by 90% 

to 100%. Prior to Neustar, when faced with more 

stringent antirobocall legislation, companies held 

less power over the identity they exhibited on 

consumers’ phones. Interviewed organizations 

received numerous complaints regarding their 

calls displaying as “spam” or not reaching 

consumers altogether. Neustar registers 

organizations’ business phone numbers, 

preventing inaccurate call blocking and 

mislabeling and  decreasing customer 

grievances. This reduces the time customer 

service agents spend addressing complaints, 

saving $13.6K to $15.1K over three years. 

 

Unquantified benefits. Benefits that are not 

quantified for this study include:  

“Neustar covered all the carriers 
versus a single-carrier approach, 
and we like the fact that, if there 
was a problem, they would take 
care of it and intervene on our 
behalf.” 
 
Consultant, research 

“None of our agents or supervisors 
on calls received any complaints 
about our number showing up as 
spam since working with Neustar. 
Also, the conversations we have 
are more productive, as we no 
longer have to spend half the call 
proving who we are.” 
 
Associate VP, financial services 
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EXECUTIVE SUMMARY 

• Improved brand reputation. Neustar facilitates 

interactions with customers through a verified, 

identifiable phone number. Ultimately, this 

improves brand reputation and encourages 

customer loyalty. 

• Streamlined operations. Neustar expedites the 

process of verifying numbers with multiple 

carriers. This simplifies outbound call center 

management, saving organizations operational 

time and money. 

• Stronger agent morale. TCS connects agents 

with their target customer faster by providing 

accurate call displays over phones. This 

improves efficiency for agents, boosting their 

confidence.  

• Keeping up with the industry. Several 

interviewees noted that the phone industry was 

subject to changes that could go unnoticed if they 

did not have dedicated resources to follow the 

latest updates in regulations. Neustar took the 

burden of following the industry closely off their 

shoulders and became a trusted partner that 

provided guidance and advice. 

Costs. Risk-adjusted PV costs include:  

• Neustar TCS services cost. Neustar services 

costs include recurring license fees paid to 

Neustar for CNO and BCD.  

• Neustar TCS onboarding and management 

costs. Implementation costs include dedicated 

resources’ time spent on setup and ongoing 

supervision.  

The customer interviews and financial analysis found 

that a composite organization experiences projected 

benefits of $3.3M to $4.0M over three years versus 

costs of $773.4K, adding up to a projected net 

present value (NPV) of $2.5M to $3.2M and a PROI 

of 321% to 411%. 

 

Recovered revenue attributable 
to Neustar CNO 

 

18% to 22% 
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EXECUTIVE SUMMARY 
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EXECUTIVE SUMMARY 

TEI FRAMEWORK AND METHODOLOGY 

From the information provided in the interviews, 

Forrester constructed a New Technology: Projected 

Total Economic Impact™ (New Tech TEI) framework 

for those organizations considering an investment in 

the Neustar Trusted Call Solutions.  

The objective of the framework is to identify the 

potential cost, benefit, flexibility, and risk factors that 

affect the investment decision. Forrester took a 

multistep approach to evaluate the impact that 

Neustar TCS can have on an organization. 

 

 

DUE DILIGENCE

Interviewed Neustar stakeholders and Forrester 

analysts to gather data relative to the Trusted 

Call Solutions. 

 

EARLY IMPLEMENTATION CUSTOMER 

INTERVIEWS 

Interviewed five decision-makers at 

organizations using TCS to obtain data with 

respect to projected costs, benefits, and risks.  

 

COMPOSITE ORGANIZATION 

Designed a composite organization based on 

characteristics of the interviewed organizations. 

 

FINANCIAL MODEL FRAMEWORK 

Constructed a financial model representative of 

the interviews using the New Tech TEI 

methodology and risk-adjusted the financial 

model based on issues and concerns of the 

interviewed organizations. 

 

CASE STUDY 

Employed four fundamental elements of New 

Tech TEI in modeling the projected investment 

impact: benefits, costs, flexibility, and risks. 

Given the increasing sophistication of ROI 

analyses related to IT investments, Forrester’s 

TEI methodology provides a complete picture of 

the total economic impact of purchase 

decisions. Please see Appendix A for additional 

information on the New Tech TEI methodology. 

DISCLOSURES 

Readers should be aware of the following: 

This study is commissioned by Neustar and delivered by 

Forrester Consulting. It is not meant to be used as a 

competitive analysis. 

Forrester makes no assumptions as to the potential ROI 

that other organizations will receive. Forrester strongly 

advises that readers use their own estimates within the 

framework provided in the report to determine the 

appropriateness of an investment in Trusted Call 

Solutions. 

Neustar reviewed and provided feedback to Forrester, but 

Forrester maintains editorial control over the study and its 

findings and does not accept changes to the study that 

contradict Forrester’s findings or obscure the meaning of 

the study. 

Neustar provided the customer names for the interviews 

but did not participate in the interviews.  
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The Neustar TCS Customer Journey 

Drivers leading to the Neustar investment 
 
 

 

KEY CHALLENGES 

Prior to investing in Neustar TCS, interviewed 

organizations had no commercial solution for 

correcting spam tagged or blocked numbers. Due to 

the nature of their businesses, interviewed 

organizations made outbound calls in high volume. 

Phone carriers incorrectly marked a portion of these 

as spam, while some calls never even reached 

consumers because carriers completely blocked 

them. In this environment, the interviewed companies 

struggled with the following common challenges: 

• A decline in answer rates. When faced with 

stricter external antirobocall legislation, 

organizations lacked a mechanism to efficiently 

mitigate erroneously tagged numbers. As a 

result, they continued to be marked as spam 

when reaching out to consumers and 

experienced a sharp drop in answer rates. 

• Negative impact on company reputation. 

Organizations experienced an increase in 

consumer complaints about “spam” calls. 

Additionally, as contact rates dropped, 

organizations could not reach consumers to 

resolve their business issues, including collecting 

payments or verifying account information. As 

these companies struggled to maintain consumer 

trust, their reputation scores took a hit.  

 

 

 

  

Interviewed Organizations 

Industry Interviewee Number of agents Number of outbound calls  
 

Financial services  Manager of business intelligence 250 agents 200,000 calls per day 250 agents; 200,000 calls per day 

Financial services  VP of collections Unknown  Unknown  Unknown  

Research Consultant  700 agents 100,000 calls per day 700 agents, 100,000 calls per day 

Financial services  Associate VP 45 agents 75,000 calls per day 45 agents; 75,000 calls per day 

Insurance Infrastructure engineer specialist 1,900 agents 2M calls per day 1,900 agents; 2M calls per day 

 

“If we could get improvement in 
terms of our call answer rates, it 
had a significant financial impact to 
us. And it affected not just 
finances, but also workloads, 
staffing, a lot of other angles. If we 
could get our calls to go through as 
clean, then it would have a big 
benefit to our organization and 
client relationship, as a whole.” 
 
Consultant, research 

“With repeated calls, there were lot 
of complaints getting raised 
against specific numbers, and our 
reputation score gets impacted.” 
 
Associate VP, financial services 
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THE NEUSTAR TRUSTED CALL SOLUTIONS CUSTOMER JOURNEY 

INVESTMENT OBJECTIVES 

The interviewed organizations searched for a solution 

that could: 

• Restore answer rates for outbound calls back to 

the pretightened regulation levels. 

• Provide an efficient way to handle multiple 

numbers at once. 

• Deliver an effective way to cover all phone 

carriers that handles their outbound calls.  

• Improve consumer trust. 

After evaluating multiple vendors, the interviewed 

organizations chose Neustar and began deployment. 

 

COMPOSITE ORGANIZATION 

Based on the interviews, Forrester constructed a TEI 

framework, a composite company, and a ROI 

analysis that illustrates the areas financially affected. 

The composite organization is representative of the 

five companies that Forrester interviewed and is used 

to present the aggregate financial analysis in the next 

section. The composite organization has the following 

characteristics:  

Description of composite. The global business-to-

consumer company with $50 million in annual 

revenue from outbound call centers has 3,000 

employees spread across multiple locations. The 

organization has a strong phone presence and 

employs 600 agents to conduct a high volume of calls 

daily. The organization makes most of its revenue 

through outbound calls, and the revenue from 

outbound calls  grows 2% year-over-year (YOY).  

Prior to Neustar TCS, the organization relied on 

phone carriers to correctly label its calls to 

consumers and had no formal solution in place to 

ensure its numbers displayed as needed. As a result 

of tightened industry legislations, the organization 

saw a drop in answer rates and a consequent 

decrease in revenue from outbound calls. It initially 

turned to Neustar CNO to protect against caller ID 

mislabeling and began to expand its Neustar portfolio 

with BCD once it began seeing results.  

 

 

Key assumptions 

• $50M revenue from 
outbound calls 

• 3,000 employees 

• 600 agents 

• 225,000 outbound calls per 
day 

“We wanted a vendor to which we 
could provide our telephone 
numbers and they would get them 
tagged, and registered with the 
mobile carriers.” 
 
Associate VP, financial services 
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Analysis Of Benefits 

Quantified benefit data as applied to the composite 
 
 
 

 

RECOVERED INCOME ATTRIBUTABLE TO 

NEUSTAR CNO 

Evidence and data. In 2018, a Consumer Reports 

nationally representative survey found that 70% of 

consumers had stopped answering their phones if 

they did not recognize the number or if the number 

showed up as anonymous.2 With stricter legislation 

around robocalls, phone carriers started to tag callers 

as spam or block numbers they perceived as 

robocalls more freely. As a result, many previously 

successful numbers could no longer make it through 

to consumers because they were newly tagged as 

spam. 

As a result, the interviewed organizations faced a 

sharp decline in answer rates. And, unable to 

connect with consumers, companies experienced a 

decline in revenue. To ensure outbound calls were 

not erroneously marked as spam or altogether 

blocked, companies turned to Neustar for its Caller 

Name Optimization solution that provided risk-free 

registered numbers. When working with Neustar 

CNO, interviewed organizations could recoup their 

revenue to prelegislation levels. 

• The associate VP at a financial services 

company described the monumental impact a 

minimal decline in answer rates could have on 

revenue: “Our entire business depends on 

answer rates. We make calls in the millions, and 

if we even experience a 1% decline in contact 

rates, that’s 1% of millions, which has a huge 

effect on dollars lost.” 

• Because Neustar CNO reduced the number of 

calls tagged as spam, organizations saw an 

uptick in answer rates and recovered revenue. 

 

Modeling and assumptions. For the composite 

organization, Forrester assumes: 

• The organization experienced a drop in contact 

rates when more call blocking and tagging were 

put in place as a result of federal legislation. Prior 

to using Neustar, the organization reported an 

annual revenue of $40M, increasing by 2% YOY. 

• With Neustar CNO, the organization sees an 

improvement in call answer rates and observes a 

resulting increase in revenue of 18% to 22%. 

• The income margin is equal to 15%. 

This yields a three-year projected PV ranging from 

$2.7M to $3.3M. 

  

Total Projected Benefits 

Projected Benefits Year 1 Year 2 Year 3 Total 
Present  

Value 

Total projected benefits - Low $1,283,712  $1,309,277  $1,335,353  $3,928,342  $3,252,328  

Total projected benefits - Mid $1,421,776  $1,450,096  $1,478,982  $4,350,854  $3,602,132  

Total projected benefits - High $1,560,320  $1,591,405  $1,623,111  $4,774,836  $3,953,151  

 

“Without Neustar, we wouldn’t 
have reached as many people, and 
we definitely couldn’t get them to 
trust us to give us personal 
information to make payments.” 
 
Manager of business intelligence, 
financial services 
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ANALYSIS OF BENEFITS 

INCREMENTAL INCOME FROM INCREASED 

ANSWER RATE WITH NEUSTAR BCD  

Evidence and data. Several interviewed customers 

used Neustar’s Branded Call Display solution in 

addition to CNO and saw incremental value from the 

enhanced caller identity with a customized brand 

display. As a new solution, BCD is currently 

supported by several carriers, and Neustar is working 

to expand its availability in the future.  

• Upon implementing CNO, a research company’s 

response rates and revenue levels returned to 

those seen before the federal legislation was 

enacted, but the firm experienced an additional 

30% increase in answer rates once it deployed 

BCD with a supported carrier. In addition to an 

increased answer rate, a display of the 

organization’s name and logo enhanced 

consumer confidence. 

“Our gut feeling was if our call comes through 

and they see our logo, then of course they would 

pick up. So we tested it, and it really works! 

People really trust it,” said the consultant.  

 

Modeling and assumptions. For the composite 

organization, Forrester assumes: 

• Prior to Neustar, the organization reported an 

annual revenue of $40M, increasing by 2% YOY. 

• With the implementation of Neustar CNO, the 

organization reclaims its revenue to prelegislation 

levels.  

Recovered Income Attributable To Neustar CNO      

Ref. Metric Calculation Year 1 Year 2 Year 3 

A1 
Annual revenue from outbound calls 
without Neustar  

Includes 2% 
increase YoY 

$40,000,000  $40,800,000  $41,616,000  

A2Low 

Recovered revenue attributable to 
Neustar CNO 

  18% 18% 18% 

A2Mid 
 20% 20% 20% 

A2High   22% 22% 22% 

A3Low 

Subtotal: Recovered revenue attributable 
to Neustar CNO 

 $7,200,000  $7,344,000  $7,490,880  

A3Mid A1*A2 $8,000,000  $8,160,000  $8,323,200  

A3High 
 $8,800,000  $8,976,000  $9,155,520  

A4 Income margin   15% 15% 15% 

AtLow 

Recovered income attributable to 
Neustar CNO 

  $1,080,000  $1,101,600  $1,123,632  

AtMid A3*A4 $1,200,000  $1,224,000  $1,248,480  

AtHigh   $1,320,000  $1,346,400  $1,373,328  

Three-year total: $3,305,232 to $4,039,728 Three-year present value: $2,736,433 to $3,344,529 

 

“Contact rates have gone up, and 
we are calling customers less and 
they are answering more quickly. 
Customers feel better about 
answering our calls because they 
can see who’s calling, and they 
pick up the phone.” 
 
VP of collections, financial services 
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ANALYSIS OF BENEFITS 

• The organization generates 10% of its annual 

revenue through a BCD-supported carrier. 

• Improved visibility into the call source with 

Neustar BCD increases call answer rates for a 

select channel, which results in an increase in 

revenue generated through this phone carrier by 

28% to 32%. 

• The operating margin is equal to 15%. 

This yields a three-year projected PV ranging from 

$502.3K to $593.5K 

 

 

 

 

 

 

 

 

  

Incremental Income From Increased Answer Rate With Neustar BCD 

Ref. Metric Calculation Year 1 Year 2 Year 3 

B1 
Annual revenue from outbound calls 
without Neustar  

Includes 2% 
increase YoY 

$40,000,000  $40,800,000  $41,616,000  

B2Low 

Annual revenue from outbound calls with 
Neustar CNO 

 $47,200,000  $48,144,000  $49,106,880  

B2Mid B1+A3 $48,000,000  $48,960,000  $49,939,200  

B2High 
 $48,800,000  $49,776,000  $50,771,520  

B3 
Percent of the organization’s revenue 
generated through a supported provider 

Composite 
organization 

10% 10% 10% 

B4Low 

Incremental revenue increase 
attributable to Neustar BCD 

 28% 28% 28% 

B4Mid 
 30% 30% 30% 

B4High 
 32% 32% 32% 

B5 Operating margin   15% 15% 15% 

BtLow 

Incremental income from increased 
answer rate with Neustar BCD 

  $198,240  $202,205  $206,249  

BtMid B2*B3*B4*B5 $216,000  $220,320  $224,726  

BtHigh   $234,240  $238,925  $243,703  

Three-year total: $606,694 to $716,868 Three-year present value: $502,287 to $593,502 

 

Incremental increase in 
revenue attributable to 
Neustar BCD 

 
28% to 32% 
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ANALYSIS OF BENEFITS 

COST SAVINGS FROM REDUCTION IN 

COMPLAINTS 

Evidence and data. Interviewees reported a 

reduction in consumer complaints related to improper 

caller ID tagging as a result of using Neustar.  

• The interviewee at a financial services 

organization explained: “Before Neustar, we used 

to hear a lot of customers complain. The ones 

that would pick up the phone would comment 

about the spam label and say, ‘Why are you 

calling me from a spam number? Where are you 

calling from?’ When they would realize it was us, 

their feedback would be, ‘If you’re going to call 

me, don’t be labeled as spam because I usually 

don’t pick up.’” 

• The associate VP at another financial services 

company described a similar situation: “We would 

receive 10 complaints every single day against 

phone numbers with the spam tag. It would take 

us hundreds of hours to handle these 

complaints.” 

• Working with Neustar enabled organizations to 

register their numbers with phone providers, and 

the number of customer complaints decreased.  

Modeling and assumptions. For the composite 

organization, Forrester assumes: 

• Prior to using Neustar, the company received 10 

complaints per day regarding its phone numbers 

being marked as spam. It took 5 minutes to 

handle each complaint. 

• Accordingly, it took 304 hours per year to 

address customer complaints. 

• The average fully loaded hourly compensation of 

a customer service agent is $20. 

• The organization sees a decrease in spam 

complaints by 90% to 100% with Neustar. 

This yields a three-year projected PV ranging from 

$13.6K to $15.1K. 

Cost Savings From Reduction In Complaints 

Ref. Metric Calculation Year 1 Year 2 Year 3 

C1 Number of complaints per day   10 10 10 

C2 Time to handle a complaint (minutes)   5 5 5 

C3 
Total time needed to address complaints 
(hours)  

C1*C2*365 
days/60 minutes 
(rounded up) 

304 304 304 

C4 
Average customer service agent fully 
loaded hourly compensation (rounded)  

$41,000/2,080 
hours  

$20  $20  $20  

C5Low 

Reduction in spam complaints with 
Neustar 

 90% 90% 90% 

C5Mid 
 95% 95% 95% 

C5High 
 100% 100% 100% 

CtLow 

Cost savings from reduction in 
complaints 

  $5,472  $5,472  $5,472  

CtMid C3*C4*C5 $5,776  $5,776  $5,776  

CtHigh   $6,080  $6,080  $6,080  

Three-year total: $16,416 to $18,240 Three-year present value: $13,608 to $15,120 

 

“We haven’t received a single — 
not even one — complaint for 
numbers that were registered with 
carriers through Neustar.” 
 
Associate VP, financial services 
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ANALYSIS OF BENEFITS 

 

 

 

UNQUANTIFIED BENEFITS 

Additional benefits that customers experienced but 

were not able to quantify include:  

• Improved brand reputation. When increased 

call blocking-tagging in response to tougher 

consumer protection legislation took effect, the 

interviewed companies suffered immensely from 

being mislabeled. They could not reach their 

customers, and when they did, the calls tended to 

be picked up by mistake. Consumers were 

unnerved by that fact that an organization they 

should be able to trust was identified as spam or 

blocked completely by the telephone companies. 

With Neustar TCS, organizations could connect 

with their customers from an identifiable number, 

rebuilding consumer confidence and brand 

reputation. 

• Streamlined operations. Interviewees found 

that working with Neustar simplified call center 

management and thus saved operational time 

and money. When organizations were incorrectly 

flagged as spam, Neustar acted as the go-

between to hunt for the correct contacts and 

resolve the issue. “We make one request to 

Neustar, and they fix the problem with every 

carrier. We were never able to do that before,” 

said the consultant at a research company.  

• Stronger agent morale. With TCS, call center 

agents could connect with their target consumers 

quickly and did not need to chase consumers. As 

answer rates improved, agents could move 

through their call volume faster, improving their 

job satisfaction: “[Agents] get excited when they 

get to talk to people; it makes the day pass faster 

and motivates them to work harder,” said the VP 

of collections at a financial services company.  

• Keeping up with the industry. Several 

interviewees noted that rules regarding robocall 

tagging were subject to changes that could go 

unnoticed if they did not have dedicated 

resources to follow the latest updates in 

regulations. Neustar took the burden of following 

the industry closely off the organizations’ 

shoulders and became a trusted partner that 

provided guidance and advice. “Now I have 

somebody that really advises us and has a good 

understanding of the marketplace, shares time 

and ideas with us, and that makes the biggest 

difference,” said the consultant at a research 

company. “We have a consultative relationship 

with Neustar.”  

FLEXIBILITY 

The value of flexibility is unique to each customer. 

There are multiple scenarios in which a customer 

might implement Neustar TCS and later realize 

additional uses and business opportunities, including: 

• Increased call center efficiency. Neustar 

helped the interviewed organizations improve 

productivity for outbound call center agents. 

Higher answer rates shortened the time agents 

spent attempting to connect with each consumer 

and empowered agents to work through their call 

volume faster. This increase in efficiency may 

allow companies to add fewer agents overtime. 

“As contact rates go up in our call centers, we are 

going down the path of doing more with fewer 

people,” said the manager of business 

intelligence of a financial services company. 

• Expanding the Neustar portfolio. Of the 

interviewed organizations, those that had solely 

experienced the benefits of CNO thus far 

expressed interest in expanding their Neustar 

relationship to the other products in the TCS 

portfolio—Branded Call Display and Certified 

Caller—as well. The ability to see a further 

revenue uptick through increased authentication 
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ANALYSIS OF BENEFITS 

is an attractive benefit the interviewees hoped to 

explore in the future. 

• Ability to quickly scale. Interviewees noted the 

simplicity of adding new numbers to the various 

carriers that came with using Neustar, which took 

away from the headache of conducting the 

process internally. In addition to reducing internal 

efforts, it allowed organizations to grow business 

faster.  

Flexibility would also be quantified when evaluated as 

part of a specific project (described in more detail in 

Appendix A.) 
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Analysis Of Costs 

Quantified cost data as applied to the composite 
 
 
 

NEUSTAR TCS SERVICES COST 

The composite organization uses both Neustar Caller 

Name Optimization and Neustar Branded Call 

Display. These are fixed monthly recurring license 

fees that are based on the total number of outbound 

calls the organization makes per month. 

The Neustar TCS services cost will vary based on:  

• Outbound call volume.  

• Number of devices enabled by Neustar. 

To account for these risks, Forrester adjusted this 

cost upward by 5%, yielding a three-year, risk-

adjusted total PV (discounted at 10%) of $767,691. 

For more information regarding specific pricing for 

your organization and use case, please contact your 

Neustar representative. 

 

 

 

  

Total Costs 

Ref. Cost Initial Year 1 Year 2 Year 3 Total 
Present 

Value 

Dtr 
Neustar TCS services 
cost 

$0  $308,700  $308,700  $308,700  $926,100  $767,691  

Etr 
Neustar TCS 
onboarding and 
management cost 

$3,280  $984  $984  $984  $6,232  $5,727  

 Total costs  
(risk adjusted) 

$3,280  $309,684  $309,684  $309,684  $932,332  $773,418  

 

Neustar TCS Services Cost          

Ref. Metric Calculation Initial Year 1 Year 2 Year 3 

D1 Monthly call volume     4,500,000 4,500,000 4,500,000 

D2 CNO license fee     $12,500  $12,500  $12,500  

D3 BCD license fee     $144,000  $144,000  $144,000  

Dt Neustar TCS services cost 
D2*12 
months+D3 

  $294,000  $294,000  $294,000  

  Risk adjustment ↑5%         

Dtr Neustar TCS services cost (risk-adjusted)   $0  $308,700  $308,700  $308,700  

Three-year total: $926,100 Three-year present value: $767,691 
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ANALYSIS OF COSTS 

NEUSTAR TCS ONBOARDING AND 

MANAGEMENT COST 

Interviewees described the implementation process 

and ongoing management as simple and a relatively 

minimal time investment:  

• “I provided Neustar with some of our numbers, 

and they performed a ‘health check’ on those 

numbers as a courtesy to us and then showed us 

the dashboard,” said the consultant at a research 

company. 

• Interviewed organizations valued the opportunity 

to work directly with Neustar as a single trusted 

partner instead of interacting with multiple 

carriers. One interviewee explained, “Neustar 

covered all the carriers, and we like that it made 

getting started faster. If there was a problem, 

Neustar would take care of it and intervene on 

our behalf. They also do the ongoing monitoring. 

Everything is managed through the portal, which 

makes it super easy.” 

 

 

For the composite organization, Forrester assumes 

that: 

• An operations director/VP spends the equivalent 

of a week to set up and transfer phone numbers 

to Neustar for authentication. 

• After initial rollout, the operations director/VP 

spends, on average, 1 hour monthly connecting 

with a Neustar representative to discuss the 

phone numbers’ performance and ongoing 

industry trends. 

• The average hourly fully burdened rate for an 

operations director/VP is $82. 

The interviewees provided consistent estimates, so 

Forrester did not risk-adjust this cost. 

 

  

Neustar TCS Onboarding And Management Cost 

Ref. Metric Calculation Initial Year 1 Year 2 Year 3 

E1 
Time required to set up with Neustar 
(hours)  

  40       

E2 
Ongoing collaboration with Neustar 
(hours) 

1 hour monthly   12 12 12 

E3 
Operations director/VP hourly burdened 
rate (rounded) 

$170,000/2,080 
hours 

$82  $82  $82  $82  

Et 
Neustar TCS onboarding and 
management cost 

(E1+E2)*E3 $3,280  $984  $984  $984  

  Risk adjustment 0%         

Etr 
Neustar CNO onboarding and 
management cost (risk-adjusted) 

  $3,280  $984  $984  $984  

Three-year total: $6,232 Three-year present value: $5,727 

 

“The portal is pretty self-
explanatory. We were introduced to 
the dashboard, got access to it, 
and just played around with it. It 
took less than 30 minutes to 
understand.” 
 
VP of collections, financial services 
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Financial Summary 

 

CONSOLIDATED THREE-YEAR RISK-ADJUSTED METRICS 

 

  
 
 
 
 

High-impact 
NPV, $3.2M, 

PROI of 411%

Mid-impact 
NPV, $2.8M, 

PROI of 366%

Low-impact 
NPV, $2.5M, 

PROI of 321%

-$500K

$0K

$500K

$1.0M

$1.5M

$2.0M

$2.5M

$3.0M

$3.5M

Initial Year 1 Year 2 Year 3

Three-Year Projected Financial Analysis for the Composite 
Organization

These risk-adjusted PROI 
and projected NPV values 
are determined by applying 
risk-adjustment factors to 
the unadjusted results in 
each Benefit and Cost 
section. 

 

The financial results calculated in the 

Benefits and Costs sections can be 

used to determine the PROI and 

projected NPV for the composite 

organization’s investment. Forrester 

assumes a yearly discount rate of 10% 

for this analysis. 

 

Cash Flow Analysis (Risk-Adjusted Estimates) 

  Initial Year 1 Year 2 Year 3 Total 
Present 

Value 

Total costs ($3,280) ($309,684) ($309,684) ($309,684) ($932,332) ($773,418) 

Total benefits 
(low) 

$0  $1,283,712  $1,309,277  $1,335,353  $3,928,342  $3,252,328  

Total benefits 
(mid) 

$0  $1,421,776  $1,450,0996 $1,478,982  $4,350,854  $3,602,132  

Total benefits 
(high) 

$0  $1,560,3230 $1,591,4085 $1,623,111 $4,774,836  $3,953,151  

Net benefits 
(low) 

($3,280) $974,038 $999,593  $1,025,669  $2,996,010  $2,478,910  

Net benefits 
(mid) 

($3,280) $1,112,092 $1,140,412 $1,169,298 $3,418,522  $2,828,714  

Net benefits 
(high) 

($3,280) $1,250,636 $1,281,721  $1,313,427  $3,842,504  $3,179,733  

PROI (low)      321% 

PROI (mid)      366% 

PROI (high)          411% 
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Appendix A: New Technology: 
Projected Total Economic Impact 

New Technology: Projected Total Economic Impact 

(New Tech TEI) is a methodology developed by 

Forrester Research that enhances a company’s 

technology decision-making processes and assists 

vendors in communicating the value of their products 

and services to clients. The New Tech TEI 

methodology helps companies demonstrate and 

justify the projected tangible value of IT initiatives to 

senior management and key business stakeholders. 

TOTAL ECONOMIC IMPACT APPROACH 

Projected Benefits represent the projected value to 

be delivered to the business by the product. The New 

Tech TEI methodology places equal weight on the 

measure of projected benefits and the measure of 

projected costs, allowing for a full examination of the 

effect of the technology on the entire organization.  

Projected Costs consider all expenses necessary to 

deliver the proposed value of the product. The 

projected cost category within New Tech TEI 

captures incremental ongoing costs over the existing 

environment that are associated with the solution.  

Flexibility represents the strategic value that can be 

obtained for some future additional investment 

building on top of the initial investment already made. 

Having the ability to capture that benefit has a PV 

that can be estimated.  

Risks measure the uncertainty of benefit and cost 

estimates given: 1) the likelihood that estimates will 

meet original projections and 2) the likelihood that 

estimates will be tracked over time. TEI risk factors 

are based on “triangular distribution.”  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

PRESENT VALUE (PV) 

The present or current value of 

(discounted) cost and benefit estimates 

given at an interest rate (the discount 

rate). The PV of costs and benefits feed 

into the total NPV of cash flows.  

 

NET PRESENT VALUE (NPV) 

The present or current value of 

(discounted) future net cash flows given 

an interest rate (the discount rate). A 

positive project NPV normally indicates 

that the investment should be made, 

unless other projects have higher NPVs.  

 

RETURN ON INVESTMENT (ROI) 

A project’s expected return in 

percentage terms. ROI is calculated by 

dividing net benefits (benefits less costs) 

by costs.  

 

DISCOUNT RATE 

The interest rate used in cash flow 

analysis to take into account the  

time value of money. Organizations 

typically use discount rates between  

8% and 16%.  

 

PAYBACK PERIOD 

The breakeven point for an investment. 

This is the point in time at which net 

benefits (benefits minus costs) equal 

initial investment or cost. 

The initial investment column contains costs incurred at “time 

0” or at the beginning of Year 1 that are not discounted. All 

other cash flows are discounted using the discount rate at the 

end of the year. PV calculations are calculated for each total 

cost and benefit estimate. NPV calculations in the summary 

tables are the sum of the initial investment and the 

discounted cash flows in each year. Sums and present value 

calculations of the Total Benefits, Total Costs, and Cash Flow 

tables may not exactly add up, as some rounding may occur. 
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Appendix B: Endnotes 

 
1 Source: “Reinvent Your Call Center Culture To Create Amazing Customer Experiences,” Forrester Research, Inc., 
February 2, 2011. 
2 Source: Tim Harper, “Why Robocalls Are Even Worse Than You Thought,” Consumer Reports, May 15, 2019 
(https://www.consumerreports.org/robocalls/why-robocalls-are-even-worse-than-you-thought/). 
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