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Neustar Foreword 

For over 20 years, Neustar’s unique capabilities have made us the leader in the field of responsible 
identity resolution. We enable trusted connections between companies and people at the moments 
that matter most.  

In support of that mission, Neustar has long championed the fight to combat robocalls and call 
spoofing. We are helping define, evolve, and ensure interoperability of the industry standards for 
STIR/SHAKEN – the blueprint behind call authentication.  Carriers are now responsible for enforcing 
regulations like STIR/SHAKEN to reduce robocalls, but what is the fallout for businesses who rely on 
legitimate robocalls to reach their customers?   

To better understand the state of the enterprise, call authentication readiness, and the importance 
of phone calls today, Neustar engaged Omdia to conduct a survey of 100 leading U.S. companies 
across twelve industries. The study focuses on how businesses rely on phone calls to drive critical 
customer conversations, and the impact on answer rates, customer engagement, brand, and 
revenues.  

This report uncovers new information and insights into the enterprise call experience that will help 
you answer questions like: How does your business stack up to others?  Are you ready for the 
regulatory changes ahead? How can phone calls be used more effectively to engage with customers?   

Read on to learn about the importance and the challenges of the vital phone channel, and how new 
branded call solutions can be leveraged to promote your business and build better one-on-one 
relationships with customers.   

 

 

-Jonjie Sena, Vice President Product Marketing, Neustar 

 

https://omdia.tech.informa.com/
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Executive summary 

Negative call experiences hit enterprise revenue 
The massive problem of illegal robocalls – and the response of US regulators, service providers, and 
enterprises to control them – is impacting enterprises that make legitimate robocalls as well as US 
consumers. While legislators and regulators are understandably focused first and foremost on 
ensuring service providers implement call management systems to protect consumers from bad 
actors, the side-effects of blocking legitimate calls or mislabeling them as spam is having a negative 
impact on enterprises. 

Omdia’s research, which is based on a new survey of 100 large US enterprises operating in multiple 
industries, includes the following key findings: 

• Scams and illegal robocallers are a huge problem for US consumers and enterprises 

• Legislators, regulators, service providers, and suppliers are all working to tackle the problem 

• STIR/SHAKEN, which improves the authentication and validation of calls for service providers 
and consumers, is a big step forward in battling bad actors 

• However, STIR/SHAKEN and other systems that stop robocalls can also block or mislabel 
legitimate calls accidentally 

• This is a significant problem because the majority of enterprises surveyed say that phone calls 
are the most important channel for reaching customers, ahead of mobile apps, email, and social 
media – but customers are afraid to answer the phone 

• Branded calling is one option for improving the customer call experience by providing more 
context around the call, along with verification that the call is legitimate – helping to restore 
trust in the phone. 

One of the most striking findings of the research is the level of financial impact that negative call 
experiences are having on US enterprises. When asked how negative call experiences have impacted 
revenue in the last six months, 50% of survey respondents stated that they have led to a 11–20% 
loss in revenue, 25% cited a 0–10% loss in revenue, and another 22% had a 21–30% loss in revenue 
(see Figure 1).  
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Figure 1: What percentage of revenue loss has your company experienced in the last six months as 
a result of negative call experiences such as call blocking or tagging? 

 

Source: Omdia 

This level of financial impact that negative call experiences are having on US enterprises as revealed 
in the survey is not widely known and suggests that although the impact of robocalls on US 
consumers is significant, their impact on US enterprises may be even greater. 

It is also important to note that although this research was conducted during the COVID-19 
pandemic, it focuses on the longer-term trends in US outbound calling rather than shorter-term 
changes due to the pandemic. For example, although the volume of robocalls in the US increased 
dramatically from 2016 to 2019, it did decline significantly in 2020 due to the pandemic, which led to 
job losses and closures of call centers making robocalls. However, robocall volumes have bounced 
back sharply in the first three months of 2021 and are on pace to equal or exceed volumes in 2019. 
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Tackling robocalls 

How many robocalls do you receive every month? Keep in mind that robocalls are dialed 
automatically, typically with a computer, but once the call is answered the computer can route it to 
a person.  

If your experience is close to the average in the US, the answer is you received around 14 robocalls 
in the past month, according to the YouMail Robocall Index. This is based on YouMail’s estimate that 
there were 4.6 billion robocalls in the US in February 2021, which works out as 6.1 million robocalls 
per hour or 1,700 per second. And, if you assume for the sake of argument that those 4.6 billion calls 
were spread evenly across the 332 million people in the US, that works out as close to 14 robocalls 
made to every person in the US in February. 

Legislators and regulators are responding 
The rise of unwanted robocalls, and their impact on US consumers and enterprises, has not gone 
unnoticed by US legislators and regulators. In December 2019, after a rare bipartisan effort by the 
US Congress, the Pallone-Thune Telephone Robocall Abuse Criminal Enforcement and Deterrence 
(TRACED) Act was signed into law. It increased penalties for robocallers that break the law, gave 
regulators more power to go after offenders, and required service providers to implement a new 
and improved framework for call authentication called Secure Telephone Identity Revisited and 
Signature-based Handling of Asserted information using toKENs (STIR/SHAKEN).  

The framework provides a new level of call security by enabling carriers originating a call to 
authenticate and digitally “sign” the caller ID as legitimate, which other carriers handling the call can 
then validate before letting the call reach consumers. The TRACED Act also stipulates that carriers 
cannot charge for the new authentication service but at the same time protects them from liability 
for reasonable mistakes made by the new service, including accidental blocking of legitimate calls. 
FCC rules enacting the TRACED Act require service providers to implement STIR/SHAKEN by June 30, 
2021. 

Service providers are doing their part 
The US telecom industry is playing its part in addressing the problem with a host of tools and 
techniques that have kept billions of unwanted robocalls from reaching US consumers. Service 
providers are also rolling out STIR/SHAKEN, which aims to improve on the existing caller ID system – 
something that scammers undermine by fraudulently spoofing other caller IDs, often those of 
trusted companies or with the same area code as the number being called.  

However, while the new STIR/SHAKEN framework should make life harder for robocallers, and thus 
better for consumers, there are also signs that an unintended side-effect could be blocking 
legitimate robocalls. This has led US service providers and enterprises to evaluate how to respond to 
the impact of the new STIR/SHAKEN environment. 
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New insight from US survey 

Primary research identifies the scale of the 
problem 
To learn more about the status and outlook for the legitimate robocall industry in the US, 
particularly in the run-up to the full implementation of STIR/SHAKEN by the end of June 2021, 
Neustar commissioned Omdia to conduct an online survey of 100 US companies that make large 
volumes of robocalls. Omdia carried out the survey in January and February 2021. Companies 
surveyed were relatively large, with 1,000 or more employees, and operate in twelve different 
industries, led by insurance, hospitality and travel, and retail (see Figure 2). The sample size of 100 
large US companies provides a 95% confidence level that the results of the survey are representative 
of the population of that size company in the US, with a 10% margin of error. 

Figure 2: What type of company do you work for? 

 

Source: Omdia 
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To ensure the findings accurately represent the likely actions of the companies surveyed, survey 
participants were restricted to decision-makers, with 57% of respondents being directors, 28% vice-
presidents, 11% C-level executives, and 4% the top executives in their organization. The survey was 
also designed and fielded to reach a representative cross-section of departments across the 
companies surveyed, with customer service accounting for 15% of respondents, customer 
experience another 15%, and sales and distribution 13% (see Figure 3). 

Figure 3: Which part of your company do you work in? 

 

Source: Omdia 

The companies participating in the survey use robocalls, also known as automated outbound calls, 
for a variety of reasons, led by service notifications, which are done by 66% of survey respondents, 
followed by callbacks at 57%, reminders (54%) and fraud alerts (50%) (see Figure 4).  
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Figure 4: What are the main types of outbound calls that your company makes (select multiple)? 

 

Source: Omdia 

Do phone calls still matter for companies? 
One aim of the survey was to find out how important it is for companies to reach customers by 
phone, given the rise of social media and other ways to connect with customers. The clear result is 
that phone calls remain the most important way to reach customers, with 54% of respondents 
ranking it the most important channel for communicating with customers, and another 29% ranking 
it very important. Mobile apps are next with 37% of respondents ranking it most important, followed 
by email at 36%, and social media (32%) (see Figure 5). 
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Although the number of survey respondents in each industry is small enough for the results to be 
more illustrative than representative, it is nevertheless interesting that calls are an even more 
important channel in some industries, including hospitality and travel, where 80% of respondents 
see the phone call as the most important channel for communicating with customers, and another 
10% see it as very important. Even in manufacturing, where the proportion of respondents rating 
calls as the most important channel is relatively low at 33%, another 67% rate it as very important.  

Figure 5: How do you rate the importance of these channels for communicating with customers? 

 

Source: Omdia 

Calls are being blocked or mislabeled as spam 
US telecom carriers have been battling illegal robocalls and scams for years, and there is always a 
risk that systems designed to identify or block bad calls could do the same for legitimate calls – 
including robocalls – by mistake. When survey respondents were asked what percentage of their 
company’s outbound calls were blocked six months ago versus a year ago, 90% of respondents said 
that more than 20% of their outbound calls were blocked six months ago, up six percent from 84% 
who said that more than 20% of their outbound calls were blocked a year ago.  

Calls identified as suspicious are not just blocked, however. Those deemed lower risk can be labeled 
as “spam” or “suspected spam,” so people receiving the calls can make more informed decisions 
about whether to take them, let them go to voicemail, or reject them, among other options. In 
response to a question on the percentage of their company’s outbound calls mislabeled as spam six 
months ago versus a year ago, 82% of respondents said that more than 20% of their outbound calls 
were mislabeled as spam six months ago, compared to 77% who said that more than 20% of their 
outbound calls were mislabeled as spam a year ago. 
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Major impacts on enterprises 

Given that companies say that a significant percentage of their outbound calls are being mistakenly 
blocked or labeled as spam, an important follow-up question is the impact this is having on those 
companies. Survey respondents were asked to rank on a scale of 1–10 the impact of legitimate calls 
being blocked or mislabeled as spam for five suspected results – loss of sales/revenue, reduced 
answer, increased costs, increased call volumes, and reduced customer satisfaction. The majority of 
respondents ranked the impact of all five results as 7–10, with 10 being the most extreme impact 
(see Figure 6). 

Figure 6: What is the impact of your company’s calls being blocked or flagged as spam? 

 

Source: Omdia 

To gain more insight into arguably the most important impact – loss of revenue – respondents were 
asked the percentage of revenue loss their company had experienced in the last 12 months as a 
result of call blocking or tagging, and more recently in the last six months. The results are striking in 
that the vast majority of respondents report significant loss of revenue over the last six to 12 months 
due to call blocking or tagging. In addition, the impact is greater over the last six months, with 50% 
of respondents saying revenue declined 11–20% over that period, 25% reporting a decline of 0–10%, 
and 22% saying revenue declined 21–30% (see Figure 7). 
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Figure 7: What percentage of revenue loss has your company experienced as a result of negative 
call experiences such as call blocking/tagging? 

 

Source: Omdia.  

This is arguably the most striking and important finding of the research, given both the level of 
negative financial impact that companies are reporting due to negative call experiences such as call 
blocking or tagging, and the fact that the level of revenue losses is increasing over time.  

Results at the industry level are even more striking in some cases, although it’s important to keep in 
mind they are more illustrative than representative due to the small sample sizes. In media and 
entertainment, 67% of respondents reported a revenue loss of 21–30% in the last six months due to 
negative call experiences, with another 33% reporting losses of 11–20%. In manufacturing, 83% of 
respondents reported revenue losses of 11–20% over the last six months, with the remaining 17% 
reporting a smaller loss of 0–10%. 

Given that US carriers have either implemented or are in the process of implementing STIR/SHAKEN, 
the survey also asked companies if they’re concerned that more of their legitimate calls could be 
blocked in the future. The level of concern among enterprises is high, with the vast majority of 
respondents – 86% – saying they are very or extremely concerned that the problem could get worse 
in future (see Figure 8). 
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Figure 8: How concerned are you that more of your company’s outbound calls could be blocked in 
the future, as phone companies increasingly block suspect/unverified calls using call 
authentication systems such as STIR/SHAKEN? 

 

Source: Omdia 

Given this finding, the next section explores how enterprises can address and resolve their concerns 
about more of their outbound calls being blocked in the future. 
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Improving the customer call 
experience 

Omdia’s survey shows that US enterprises making legitimate automated calls already face the 
problem of those calls being blocked or mislabeled as spam, and are concerned that it could get 
worse with more widespread adoption of STIR/SHAKEN. The question then becomes what can 
enterprises do about it? 

First, enterprises need to avoid viewing the call experiences of their customers in isolation. Instead, 
they have to see them as one part of a unified omnichannel customer experience. One example is 
fraud alerts from credit card companies that can be sent via calls, text, or emails, and the fact that 
consumers can act on them with a simple response via the channel of their choice. To deliver this, 
enterprises need consistency across the omnichannel customer experience, with integrated voice 
and digital channels. 

When enterprises taking part in the survey were asked about the importance of aligning their 
customers’ call experience with their overall omnichannel journey, the results were clear, with 77% 
of respondents seeing it as extremely or very important, and another 19% finding it somewhat 
important (see Figure 9). 
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Figure 9: How important is it that your customers’ call experience is aligned with their overall 
omnichannel journey, including digital experiences? 

 

Source: Omdia 

Enterprises are also well aware that their brands are on the line every time they call a customer. 
When asked how important the call experience of customers is to their company’s overall brand 
perception, 35% of respondents see it as extremely important, 42% very important, and another 
20% somewhat important (see Figure 10). 
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Figure 10: How important do you deem your customers’ call experience to your company's overall 
brand perception? 

 

Source: Omdia 

The implementation of STIR/SHAKEN should help to improve customer call experiences, as should 
the call protection applications and services launched by service providers. This includes branded 
calling, which goes beyond caller ID to include on the mobile display things like logos, name, and 
location, along with verification that the call has not been spoofed, giving consumers confidence 
that the call is coming from a trusted source. When asked about the value of branded call display, 
33% of respondents stated they definitely need it and 39% probably need it (see Figure 11). 
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Figure 11: One option to improve the call experience and answer rates would be to implement a 
branded call display. Do you see this as something your company would find valuable? 

 

Source: Omdia 

Although branded call display is not the only way enterprises can improve the call experience, the 
high level of interest among survey respondents shows that US enterprises understand the broader 
value of rebuilding customer trust in calls. 
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Appendix 

 

Methodology 

The basis of this research is an online survey that Omdia conducted in January and February 2021 of 100 large enterprises 

(defined as having 1,000 or more employees) based in the US that make large volumes of robocalls. Omdia also conducted 

additional primary and secondary research to produce this white paper, which was commissioned by Neustar but produced 

independently by Omdia.  

Author 

    

Mike Roberts 

Principal Consultant, Omdia 

customersuccess@omdia.com 
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Get in touch  Omdia consulting 

www.omdia.com 

customersuccess@omdia.com 

 

 

 

 

 

 Omdia is a market-leading data, research, and consulting business 

focused on helping digital service providers, technology companies, and 

enterprise decision-makers thrive in the connected digital economy. 

Through our global base of analysts, we offer expert analysis and strategic 

insight across the IT, telecoms, and media industries. 

We create business advantage for our customers by providing actionable 

insight to support business planning, product development, and go-to-

market initiatives. 

Our unique combination of authoritative data, market analysis, and 

vertical industry expertise is designed to empower decision-making, 

helping our clients profit from new technologies and capitalize on 

evolving business models. 

Omdia is part of Informa Tech, a B2B information services business 

serving the technology, media, and telecoms sector. The Informa group is 

listed on the London Stock Exchange.  

We hope that this analysis will help you make informed and imaginative 

business decisions. If you have further requirements, Omdia’s consulting 

team may be able to help your company identify future trends 

and opportunities. 

 

About Neustar 

Neustar has operated in the field of responsible identity resolution for 

over 20 years. The company aims to combat robocalls and call spoofing 

and is helping define, evolve, and ensure interoperability of the industry 

standards for STIR/SHAKEN—the blueprint behind call authentication. 

 

 

http://www.omdia.com/
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