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HOW REGULATION F EXACERBATES 
LEGACY OUTBOUND CHALLENGES

The seven-in-seven rule exacerbates legacy 
challenges that have depressed collectors’ 
right-party-contact (RPC) rates for years. 
Once tolerable costs of doing business, 
Regulation F transforms these legacy contact 
challenges into significant threats against 
business solvency:

 Calls errantly blocked and mislabeled as spam

 Incomplete or outdated consumer data

  Lack of insight into consumer communication 
behavior (e.g., preferred channel, preferred 
phone number, ideal call time)

Once Regulation F goes into enforcement, 
traditional outreach strategies will hinder 
collectors’ ability to reach consumers with timely 
and important messages. The simplest solution 
to the seven-in-seven rule—making one call 
attempt per day—would guarantee compliance 
but achieve little else. A one-call-per-day 
approach equates to submission to Regulation F.

Nevertheless, the phone remains one of the 
best ways to communicate when the nature of 
the call is urgent, complex, or sensitive. Discover 
how forward-thinking collectors are preparing to 
comply with Regulation F, uphold profit margins, 
and contact consumers faster than competitors.

Regulation F from the Consumer Financial Protection Bureau (CFPB) 
threatens to upend collectors’ established outbound communications 
models. Collectors may make only seven phone call attempts in a seven-day 
period under the regulation—the so-called “seven-in-seven” rule. 

The simplest solution to the “seven-in-seven” 
rule—making one call attempt per day—would 
guarantee compliance but achieve little else.
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LEGACY CHALLENGES TO EFFECTIVE 
COLLECTIONS OPERATIONS

RPC rates decline when outbound calls are 
errantly blocked or mislabeled as spam

Five percent of all outbound calls are flagged, 
according to Neustar Robocall Mitigation carrier 
deployments. Legitimate callers’ numbers—
especially those spoofed by criminals—may be 
errantly identified as spam by more aggressive 
blocking tools. Each call attempt—including 
those that are blocked or mislabeled—counts 
under Regulation F’s seven-in-seven rule.

Collectors’ chances of reaching consumers 
decrease with incomplete or outdated 
consumer data

Under a one-call-per-day strategy, collection 
agents and systems could waste weeks testing 

one phone number per account per day 
to determine the number most likely to be 
answered. Collectors do not know which one or 
two numbers (among dozens, potentially) in each 
consumer account may be the most active.

Operational efficiency degrades further due 
to constant changes in consumer data, and 
variability in the quality of that data. Every year, 75 
million people change their phone carriers, and 
35 million change their phone numbers. Between 
5 and 15 percent of typical CRM records go out 
of date in a single month. Collectors risk calling 
low- or no-usage phones due to these changes. 
According to Neustar internal analytics, it takes 
over 2,000 dials to phones with no recent call 
activity to secure one “promise to pay,” but fewer 
than 200 dials to high-usage phones for the 
same result. (See figure 1.)

1 Neustar internal analytics.
See the appendix for an explanation about how Neustar scores phone numbers for contactability.

Figure 1: Number of dials required 
to secure one promise to pay1

On average, between  
25 and 35 percent of dials 
go to phones that have 
had no call activity in more 
than 60 days. These low-
quality phones account for 
approximately 1 percent of 
total promises to pay.
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Many contact attempts fail due to lack 
of insight into consumer communication 
behavior

Collectors squander staff resources and suffer 
sub-optimal right-party contact rates when 
consumer records lack insight into when and 
how individual consumers communicate most 
often. For example, one collection organization 

allocated 16.5 percent of daily dialing volume for 
the call window between 8 a.m. and 10 a.m.—a 
period when Neustar data indicated that only 6.2 
percent of daily call volume should be allocated. 
(See figure 2.) Conversely, Neustar data indicated 
that 18 percent of daily call volume should 
occur between 10 a.m. and 12 p.m., when the 
collector made only 8 percent of daily calls. The 
discrepancy resulted in a depressed RPC rate.
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Figure 2: Best vs. Actual Call Times

Neustar Optimal WindowClient Dials

Often, collection organizations sacrifice their RPC rate by taking 
a “quantity-over-quality” approach to consumer outreach, 
overlooking consumers’ ideal contact method and time.
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Collectors that ignore consumers’ individual communication behavior surrender their RPC rate to 
chance and waste resources on inefficient scheduling practices. For example, dialing a consumer 
at 4 p.m. who is most active on her phone at 8 a.m. severely degrades the collector’s chance of 
making contact. (See figure 3.)

Figure 3
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Under the “seven-in-seven” rule, weeks could 
pass while collectors cycle through combinations 
of contact channels and times before finding 
the combination most likely to elicit a response. 
Even when contact occurs, nothing will indicate 
whether the combination was a stroke of luck  
or a precedent to repeat.
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Texts and emails can supplement, but not 
substitute for, phone calls

Permission to communicate via digital 
channels could facilitate a more effective and 
efficient interaction between consumer and 
collector. Consumers respond more, and more 
favorably, to communications sent via their 
preferred channels. Collectors likely would gain 
improvements in operational efficiency from 
the scalable nature of texts and emails.

However, multiple factors keep texts or emails 
from revolutionizing collections efficiency. 
Regulation F requires that these digital 
communications include “reasonable and 
simple” options for consumers to opt out, 
thereby increasing the likelihood that some 
consumers will do so. Similarly, most popular 
mobile carriers and operating systems and email 
service providers allow users to block or filter 
messages from undesired senders. Tech-savvy 
consumers are more likely to exercise these 

capabilities. One major carrier has banned 
collections text messages from its network. 
A second carrier installs software on the 
smartphones it sells that targets debt collection 
messages. More carriers may follow suit.

Additionally, the consent requirement of the 
Telephone Consumer Protection Act (TCPA) 
applies to text messages. Collectors risk 
compliance violations, third-party disclosure, 
and lawsuits by sending texts to phone numbers 
that do not belong to the intended recipient, 
or by contacting consumers at their work email 
without consent.

The easiest path to compliance with the 
seven-in-seven rule—making one call per 
day—is not a true strategy, but rather a 
submission to Regulation F. Collectors that 
take a one-call-per-day approach risk falling 
behind competitors, collapsing profit margins, 
provoking regulatory fines, and increasing 
exposure to lawsuits.
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MAKE EACH CALL, TEXT, AND EMAIL 
COUNT UNDER REGULATION F 
WITH NEUSTAR TRUSTID CONTACT 
CENTER SOLUTIONS

Connect with more consumers more often 
by correcting mistaken call blocking and 
spam-mislabeling

Mitigating call blocking and spam-mislabeling 
benefits all consumers, even those who prefer 
to communicate via text or email. A call that 
passes through carrier- and phone-level filters 
and presents both clearly and correctly on 
caller ID communicates an important message, 
even if consumers choose not to answer the 
call: “The calling organization needs to speak 

with you.” If “digital” consumers see multiple 
attempted calls from the same organization, 
they may be more likely to trust and respond 
to texts or emails from the same organization. 
Likewise, “traditional” consumers may be more 
inclined to answer the next call from the same 
organization if the call’s caller ID appears clearly, 
correctly, and consistently with texts and emails 
sent from the same source. Displaying the 
same company name over multiple channels 
will increase consumers’ trust and inclination to 
answer.

2 Forrester Consulting, The Projected Total Economic Impact™ Of Neustar Trusted Call Solutions

Neustar Trusted Call Solutions 
decrease spam complaints between 
90 percent and 100 percent.2
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Increase operational efficiency and mitigate 
compliance risk by keeping customer 
intelligence up-to-date

Proactive call centers need complete and up-
to-date consumer information on file, especially 
given the increased possibility that consumers will 
move residences or change phone information 
due to financial hardship. Consumer changes 
will not stop, so frequent CRM updates are a 
critical part of business processes. Organizations 
that assess the quality of consumer information 
currently on file and regularly integrate changes in 
consumer data position themselves to anticipate 
challenges, implement a successful omnichannel 
communication strategy, and increase RPC rates, 
while remaining compliant with regulations.

Prior to engaging with Neustar, one collection 
client averaged a 1 percent RPC rate. (See figure 
4.) Neustar assessed each phone number in 
a test file for a contactability score, based on 

three criteria: the phone type, phone-to-name 
verification, and phone usage over the past two 
and twelve months. Phone numbers scored most 
contactable yielded a 2.2 percent RPC rate. 
Thirty percent of the collector’s overall dials went 
to these highly contactable phones and yielded 
69 percent of right-party contacts. Conversely, 
phone numbers scored least contactable yielded 
a 0.15 percent RPC rate. Twenty-five percent 
of collector’s overall dials went to these least-
contactable phones, yielding just 4 percent 
of right-party contacts. This analysis showed 
that de-prioritizing low-quality phone numbers 
would help to speed up consumer contact and 
generate more promises-to-pay before less-
innovative collectors make contact.

Figure 4: For 7x7 dialing:green phones have a 9x greater RPC rate over yellows and reds

See the appendix for an explanation about how Neustar scores phone numbers for contactability.

A portion of a given portfolio will yield most 
of the potential value and the best RPC 
rate. Insight into consumer phone behavior 
intelligence—including best phone number 
to use and best time to call—increases  
RPC rates 33 percent on average.
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Another analysis for a separate collections client yielded similar results. In figure 5, the bars and 
dotted line represent cumulative dial attempts and RPCs, respectively. Nearly 42 percent of the 
collector’s dials went to phone numbers that Neustar scored as highly contactable, and yielded over 
88 percent of the campaign’s right-party contacts overall. The dotted line’s plateau indicates those 
phone numbers—scored as “G” through “K” by Neustar—that did not materially contribute to the 
RPC rate. In fact, calls to phones scored as “J” or “K” led to most wrong-party contact complaints, 
potentially exposing the collector to compliance violations and lawsuits. Once Regulation F goes into 
enforcement, this collector could choose to de-prioritize or stop dialing low-quality phone numbers, 
and instead focus on high-quality numbers for greater efficiency and effectiveness.
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Figure 5: With 7x7 guardrails, don’t waste dials on poor quality phones

Distinguishing high-quality phone numbers from low-quality  
not only helps to optimize dialing campaigns and increase RPC 
rates, but it also helps to identify and avoid phone numbers that 
may lead to wrong-party contact, regulatory violations, and  
class-action lawsuits.

See the appendix for an explanation about how Neustar scores phone numbers for contactability. 09
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Increase RPC rate by reaching out at the 
best day and time, using the best number

Efficient collectors adjust and diversify contact 
attempts according to the periods of the week 
when consumers are most active on their 
phones. For example, if a consumer consistently 
uses his phone on Tuesdays between 10 a.m. 
and 12 p.m., he may be more likely to respond 
to a text sent to his best phone number at 10 
a.m., a follow-up call to the same number at 
10:15 a.m., or a follow-up email to his most 
active personal email address at 10:30 a.m. (See 
figure 6.) To succeed at scale, this approach 
accounts for the wide variance in consumers’ 

daily routines, the presence of multiple 
phone numbers and email addresses in each 
consumer record, and the constant changes to 
consumers’ contact information.

The chart below illustrates the potential 
increase in right-party contact rate by 
prioritizing dialing times according to each 
individual consumer’s optimal call window. 
Calling at the best time may increase the RPC 
rate by 20 percent. This approach can improve 
workforce scheduling, revive the viability of 
some accounts in older portfolios considered 
“exhausted,” and increase efficiency of 
resource allocation for current portfolios.

Figure 6: Example implementation using contactability score and call window
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Having the most up-to-date and complete contact information is 
crucial to making a successful connection. The likelihood of the 
connection increases with insight into the days and times when 
consumers are most likely to answer their phones.
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EFFECTIVELY CONTACTING 
CONSUMERS IN COMPLIANCE  
WITH REGULATION F

Today, Regulation F looms in front of 
collectors as a hurdle. Perhaps instead 
it can be regarded as a stepping-stone 
toward greater efficiency in staffing 
and operations, and toward greater 
effectiveness in helping consumers to 
move past economic hardship. That 
seems to have been the CFPB’s intent. 
Regulation F shifts focus from the quantity 
to the quality of outreach. Forward-
thinking collectors who invest in making 
every call, text, and email count will find 
themselves set up for success in the long 
run. Neustar TRUSTID Contact Center 
Solutions enable outreach over the right 
channel, at the right time, with the right 
presentation, dramatically improving the 
chances of consumers responding the 
first time.

Neustar TRUSTID Contact Center 
Solutions improve contact center 
efficiency and effectiveness by making 
every call, text, and email count.

Phone Behavior Intelligence: Increase 
right-party-contact rates 33 percent by 
knowing whom to contact, which number to 
use, and the best day and time to contact 
them. Ensure contact records are complete 
and accurate.

Trusted Call Solutions: Ensure outbound 
dials display with proper branding and are 
not improperly blocked or mislabeled as 
spam calls.

Contact Compliance Risk: Reduce 
compliance risk while quickly identifying and 
prioritizing the right telephone numbers for 
a given consumer.

SmartDial: Dial each consumer at the times 
of day and days of week they are most 
likely to answer with this easy-to-integrate 
decisioning engine—no analysts or IT 
resources required.

SmartTrace: Improve right-party-contact 
rates by leveraging higher-quality data as an 
alternative to skip trace data.
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APPENDIX: CONTACTABILITY 
SCORES CRITERIA
Neustar analyzes client files to determine the likelihood of a consumer answering a call to a given 
phone number. Phone numbers with higher “contactability scores” are more likely to lead to right-
party contact. Contactability scores are based on the combination and quality of the following 
criteria: phone type, verification, phone usage (2 and 12 months).

Contactability 
Score Phone Type Verification Phone Usage  

(12 Month)
Phone Usage  

(2 Month)

A Wireless Yes Moderate to Heavy Moderate to Heavy

B Wireless No Moderate to Heavy Light to Heavy

C Wireless Yes Moderate to Heavy Light

E Landline Any Moderate to Heavy Light to Heavy

F Wireless Any Any Minimal

G Any Any Moderate to Heavy Any

I Any Any Light Any

J Any Any Minimal Any

K Any Any None Any

Variable Description Insights

Phone Type Wireless or landline Wireless phones have significantly higher 
RPC rates than landline phones

Verification Name/phone, phone/address, phone/
email verification checks

Verified records have much higher  
RPC rates, but unverified records can 
still achieve acceptable rates depending 
on other attributes

Phone Usage  
(12 Months)

Proxy for amount of outbound dialing 
activity seen from a phone number in  
the last 12 months

Higher usage tends to predict higher  
RPC rates

Phone Usage  
(2 Months)

Proxy for amount of outbound dialing 
activity seen from a phone number in  
the last 2 months

Ensure phone usage continues over the 
most recent 2 months (drop-off could 
indicate a disconnect)
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ABOUT NEUSTAR
Neustar is an information services and technology company and a leader in identity resolution providing the data and technology that enables trusted connections 
between companies and people at the moments that matter most. Neustar offers industry-leading solutions in Marketing, Risk, Communications, and Security that 
responsibly connect data on people, devices and locations, continuously corroborated through billions of transactions. Neustar serves more than 8,000 clients 
worldwide, including 60 of the Fortune 100. Learn how your company can benefit from the power of trusted connections here: https://www.home.neustar.

https://www.home.neustar

