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Phone calls are a key communications 
channel for government agencies to reach 
citizens, but they aren’t without their 
difficulties. In 2021 alone, the Federal Trade 
Commission (FTC) received 3.4 million 
complaints about robocalls and illegal 
scams. These calls have caused the public 
to be rightfully hesitant to pick up incoming 
calls from unfamiliar numbers. The result, 
however, is that in trying to avoid possible 
spam calls, countless legitimate calls from 
government agencies have gone 
unanswered by constituents. 

“People don’t pick up the phone when they 
don’t know who’s calling, it happens 88% of 
the time,” said Jonjie Sena, vice president of 
product marketing at Neustar, a TransUnion 
company, that aims to provide responsible 
identity resolution. “The challenge for 
government is that agencies are calling 
some of the country’s most at-risk citizens 
for important health or service needs. These 
people need to answer that call for that 
service and support.”
 

Mistrust in phone calls is impacting players 
across the ecosystem including 
Communications Service Providers (CSPs), 
enterprises and consumers. What’s more, 
tools and protocols meant to authenticate 
calls, such as STIR/SHAKEN technology and 
robocall analytics programs, can also 
mistakenly mark legitimate calls as spam, 
or even be blocked. But, for U.S. citizens, 
it’s created a crisis: agencies are often 
unable to deliver critical, sometimes 
lifesaving services and information to 
those who need it.

So, how can agencies revive their phone 
outreach strategies and what technologies 
can they implement to help citizens feel safe 
answering their calls?
 
Sena explained that to effectively bridge 
the gap in phone communication between 
agencies and consumers, trust in phone 
calls must be rebuilt. That will be a big step 
toward providing equitable access to 
services to all citizens. 

Phone Remains Vital Tool for Agencies to 
Provide Equitable Services

https://www.ftc.gov/news-events/news/press-releases/2021/11/ftc-releases-2021-do-not-call-registry-data-book-reports-registrations-consumer-complaints-both
https://www.home.neustar/
https://www.home.neustar/stir-shaken-resource-hub
https://www.home.neustar/stir-shaken-resource-hub
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Americans Are the 
Government’s Customers 

It seems websites are more important 
than ever for consumers as many of us are 
choosing to access services remotely 
rather than in person. However, Sena noted 
that this isn’t a solution for everyone — 
23% of citizens still lack internet at home 
and 7% don’t use the internet at all.  As a 
result, phone is critical to ensuring agencies 
can reach and serve all Americans equitably. 

“Americans are the government’s customers 
and deserve the best access to care and 
services,” he said. “Most Americans have 
phones, you can reach them via mobile 
phones regardless of income, location, 
language―making the phone an equalizer in 
access and equity.” 

Because phones are vital to the way 
Americans run their lives, Sena stated 
that the government needs solutions and 
technologies that both inform consumers 
with context about who’s calling and ensure 
calls are not spoofed. 

“These solutions must meet government 
standards like NIST 800.63.3. for identity 

verification, digital identity risk and inbound 
call authentication,” he explained. 

The recent Executive Order on Transforming 
Federal Customer Experience and Service 
Delivery to Rebuild Trust in Government 
has also called for agencies to establish a 
constituent-first mentality to rebuild public 
trust. This means building systems and 
operations that are “driven fundamentally 
by the voice of the customer through 
human-centered design methodologies; 
empirical customer research; an 
understanding of behavioral science and 
user testing, especially for digital services; 
and other mechanisms of engagement.” 

Sena and his team developed Branded Call 
Display (BCD) to address this challenge.  

Let Citizens Know 
Who’s Calling 
 
Branded Call Display is an integrated 
solution that allows agencies to add 
context to the mobile display when they call, 
including logo, location, reason for the call 
and more―empowering citizens with the 
information they need to decide if they want 
to answer. 

When asked what percentage of their outbound calls were being mistakenly marked as spam or blocked, 
here’s what respondents in our survey said. Source: The Enterprise Call Experience: Government

https://www.pewresearch.org/internet/fact-sheet/internet-broadband/
https://www.whitehouse.gov/briefing-room/presidential-actions/2021/12/13/executive-order-on-transforming-federal-customer-experience-and-service-delivery-to-rebuild-trust-in-government/
https://www.home.neustar/trusted-call-solutions/branded-call-display
https://www.home.neustar/trusted-call-solutions/branded-call-display
https://www.home.neustar/resources/whitepapers/government-agency-call-experience
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When asked how concerned agencies were that their outbound calls 
could be blocked in the future, as phone companies increasingly block 
suspect or unverified calls by default using call authentication systems 
such as STIR/SHAKEN, 100% of respondents in our survey said they 
were concerned. Source: The Enterprise Call Experience: Government
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“It’s technology meeting the needs of 
Americans at the times that matter most,” 
Sena said. “By leveraging BCD, government 
agencies are also protected from call 
spoofing and account takeover through the 
use of STIR/SHAKEN call authentication.” 

When calls are tagged correctly, Sena 
explained, fewer calls get marked as spam 
or blocked, helping government agencies 
increase answer rates and efficiencies, 
reduce costs and protect their reputation 
by preventing spoofers from using the 
agency’s name. 
 
“Consumers expect the government to 
provide a modern, digital experience that 
saves them time and frustration,” Sena 
said. “When calls are consistent across 
the omnichannel experience, government 
agencies resolve conflicts faster, and 
provide a better consumer experience.” 

In Uncertain Times, Phone 
Outreach Is Key 

In increasingly unpredictable times, most 
Americans prefer to receive personal 
information over the phone, Sena noted, 

especially for highly sensitive matters, like 
benefits, health and finances.

“Consumers need to know that when a 
government agency is calling them about 
important health matters, in response to a 
crisis, or regarding an appeal for benefits, 
they need to be able to trust the call,” he said. 

So far, Sena and his team have already 
assisted a number of organizations improve 
their outreach. Perhaps most notably, they 
worked with the Virginia Department of 
Health (VDH) when the COVID-19 pandemic 
began to help reach potentially infected 
constituents and reduce the virus’ spread. 

“Even when cases are not surging, methods 
like case investigation and contact tracing 

“Consumers expect the government to provide a modern, digital 
experience that saves them time and frustration. When calls are 
consistent across the omnichannel experience, government agencies 
resolve conflicts faster, and provide a better consumer experience.” 
Jonjie Sena, vice president of product marketing, Neustar

https://www.home.neustar/resources/whitepapers/government-agency-call-experience
https://www.home.neustar/resources/videos/virginia-department-of-health-improves-low-answer-rates
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require three calls in order to reach 
the patient to interview them, collect 
demographic and clinical information and 
provide educational information to limit the 
spread of the virus,” he noted. 

When the VDH implemented BCD, they saw 
a rapid change in answer rates from 30% 
to 61.5% during a 5-month period, which 
enabled them to reach citizens efficiently, 
collect important information about the 
spread of COVID-19 in the state, and share 
educational resources.

Projects like these cement Sena’s belief that 
Neustar, which currently has established 
relationships with over 850 telephone 
carriers and reaches over 250 million mobile 
devices, will make a true impact in rebuilding 
trust between agencies and citizens.  

“Government agencies must be nimble to 
deliver critical services across the nation, 
services that often save lives,” he said. “BCD 
can ensure efficient outreach which underpins 
delivery of these public services allowing 
agencies to increase efficiencies, deliver 
critical services and achieve their mission.” 

“Consumers need to know that when a government agency is 
calling them about important health matters, in response to a crisis, or 
regarding an appeal for benefits, they need to be able to trust the call.” 
Jonjie Sena, vice president of product marketing, Neustar

Branded Call Display (BCD)
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Vice President of Product Marketing  
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Marketing, responsible for driving the 
go-to-market strategy for Contact Center 
and Communications Solutions at Neustar, 
Inc, a TransUnion company. In recent years, 
Jonjie and his team have focused on helping 
businesses overcome the impacts of the 
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Want to learn more about how Neustar and BCD 
can help you better, click below. 

Learn More

https://www.home.neustar/trusted-call-solutions/branded-call-display/bcd-for-government-agencies

