
Make sure customers aren’t missing 
or inadvertently blocking your 

outbound calls in crucial moments.

Fraud customer 
service matters 

even more during 
a recession 
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An estimated 
5 to 15 percent 
of typical CRM 
records can 
become out-of-
date in a single 
month.

A
s the signs of recession loom larger, so 
does the risk of fraud facing banks and 
their customers. 

“The economic downturn is changing the 
nature and scale of fraud and integrity risks that or-
ganizations face. The speed of change is such that 
opportunities to commit fraud will be prevalent.” PwC 
issued this warning in 2009, but it could have been 
made yesterday. Likewise, a March 2009 article pro-
claiming that “fraud on the Internet reported to U.S. 

authorities increased by 33 percent last year … and is 
surging this year as the recession deepens” may again 
become topical. 

As banking customers are more likely to be targeted 
by fraudsters, it’s vital that banks reach these cus-
tomers with timely alerts. Automated texts and emails 
may suffice in some circumstances, but outbound 
calls remain as relevant as ever. A 2019 study commis-
sioned by Forrester Consulting on behalf of Neustar 
found that the voice channel was the most import-

ant for meeting customer service goals. Of the study 
participants, 63 percent said voice was critical— 
almost double that of email, the second-highest rank-
ing channel. 

And yet, legacy outbound dialing technologies ham-
per banks’ ability to reach their customers with 
important communications. 

HURDLES BETWEEN BANKS AND CUSTOMERS 

Consumer contact information changes rapidly 

Every year, more than a third of Americans change 
their name, home address or phone number, and an 
estimated 5 to 15 percent of typical CRM records can 
become out-of-date in a single month. Consumers 
that own multiple phones with different phone num-
bers compound this challenge; many households keep 
a landline that is largely dormant, and yet many CRMs 
either only have the landline on file or are not sure 
which number to use when dialing. Banks will waste 
time making fraud alerts to wrong numbers if they 
don’t have customers’ primary numbers on file and 
clearly marked.  

Banks call on the wrong day or at the wrong time 

Some customers are more likely to answer their 
phones on Saturday mornings, while others are 
unreachable outside of weekday afternoons. A one-
size-fits-all outbound dialing strategy will only get 
through to the segment of customers that happens to 
fit the parameter. That could increase the number of 
interactions needed to address each fraud alert and 
lead to inefficient scheduling of call center agents. 

Calls blocked or mislabeled as spam 

To deal with the rise in robocalls, many carriers are 
implementing free call-blocking services and develop-
ing applications to combat spam. Unfortunately, these 

tools often errantly block and spam-tag legitimate 
calls, too. As of late January 2020, 5 to 15 percent of 
outbound calls are flagged, according to Neustar’s 
Robocall Mitigation carrier deployments. In many cas-
es, outbound dialers are not aware that their calls are 
being affected. Banks might not know that their fraud 
alerts aren’t being received. 

Customers don’t know who’s calling 

In 2019, Americans saw robocalls and spam calling rise 
more than 20 percent compared to a year earlier—that 
followed a nearly 50 percent increase between 2017 
and 2018. In the Forrester survey last year, 64 percent 
of respondents say that “customers are not picking 
up because they can’t identify who is calling (the “un-
known caller” problem).” That’s an untenable position 
for banks that have an urgent matter to discuss with 
customers. For customers, a bank’s failed attempt 
to deliver a fraud alert is tantamount to receiving no 
fraud alert at all. They may blame their banks for fail-
ing to protect them, take their business elsewhere and 
tell others to do the same on social media.  
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That may force banks to place multiple calls to deliver 
fraud alerts. Also, a customer’s record may list multi-
ple phone numbers, but not indicate the customer’s 
primary number. Banks will get important messages to 
consumers in fewer dials if they have insight into the 
best time to call and the phone number most likely to 
be answered. 

Mitigate risk of mistrust in calls from  
unrecognized numbers 

To prevent call blocking and spam-mislabeling, out-
bound calling numbers can be registered as verified 
across the calling ecosystem of carriers and app 
providers. Displaying an accurate and consistent  
caller name (Caller ID) and number for outbound  
calls ensures that calls are more likely to be trusted 
and answered. 

Surpass consumers’ expectations 

The above solutions aren’t easy to develop and main-
tain in-house. In Forrester’s survey, 67 percent of 
respondents say that technology vendors are criti-
cal or important to solving the challenges described  
earlier. They expected trusted call solutions to  
deliver many benefits, including improved answer 
rates (64 percent) and improved operational efficien-
cies (50 percent). 

Banks can’t control the forces driving the economy, 
but they can manage the way they call their con-
sumers, especially with timely fraud alerts. Investing 
in outbound dialing solutions will position banks to 
contact their consumers at the moments that matter 
most, in bad times and good. 

HOW TO BETTER ENSURE CUSTOMER CONTACT 

Refresh and deepen customer data 

A complete and up-to-date view of consumer data 
supports scaled outreach with vital information. The 
key is to consolidate customer records into a single, 
authoritative source of identity through proactive re-
cord management. The faster changes in consumer 
identifiers are automatically pushed to the CRM, with-
out the latency and errors associated with continuous 
bulk uploads, the better the opportunity to warn con-
sumers of potential fraud. 

Reach out at the best day and time,  
and to the best number 

CRM files normally do not indicate the days and times 
when individuals are most likely to use their phones. 

www.risk.neustar

Neustar Outbound Dialing Solutions 
dramatically increase right-party contact 
rates by providing you with the best contact 
number to use, and the best time of the 
day and day of the week to call based on 
when each individual consumer is most 
likely to answer. And thanks to our unique 
relationship with phone carriers—powering 
over 90% of U.S. caller ID—we also mitigate 
the chances of being improperly blocked, 
spam-mislabeled, or appearing as an 
“unknown” caller.

Customer service starts 
with making sure that 
consumers answer your 
critical and time-sensitive 
outbound calls.

MAKE 
EVERY 
OUTBOUND 
CALL 
COUNT.

Adam Russell is vice president of identity and risk 
solutions at Neustar, a Sterling, Virginia-based 
information services and technology company 
providing identity resolution services. 
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