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INTRODUCTION
Outbound communications are 
increasingly being ignored, blocked, 
mislabeled, or wasted. Consumers do not 
trust communications from legitimate, 
unrecognized sources, so they often ignore 
the communications or mislabel them 
as spam. Carriers unintentionally block 
some legitimate communications or label 
them as spam amid the effort to stop 
high-volume illegitimate communications. 
Outbound organizations do not trust that 
they have the most accurate, up-to-date 
consumer information on file, so they may 
overcompensate with excessive outreach, 
or they may constrain outreach for fear of 
violating communications regulations.

When consumers do not receive legitimate 
outbound communications in a timely 
manner, they take on unnecessary risk, 
such as missing urgent messages, losing 
service due to non-payment, or degrading 
their credit rating due to loan delinquency. 
Consequently, outbound organizations 
spend more resources than is optimal to 
execute core functions. 

The legacy challenges to outbound 
communications (described in the next 
section) remain entrenched. Outbound 
organizations that fail to adapt will suffer 
poor operational efficiency and right-
party contact rates, and risk falling behind 
innovative competitors.

Executive Summary
Outbound communications are 
increasingly being ignored, blocked, 
mislabeled, or wasted. When consumers 
do not receive legitimate outbound 
communications in a timely manner,  
they take on unnecessary risk, such as 
missing important appointment reminders, 
losing service due to non-payment, or 
harming their credit rating due to loan 
delinquency. As a result, outbound 
organizations must spend extra resources 
to execute core functions.

Four legacy challenges sap outbound 
organizations’ operational efficiency and 
right-party-contact (RPC) rates: calls are 
blocked or mislabeled as spam; callers 
do not know the best time to reach 
out; callers lack complete, up-to-date 
consumer data; and consumers mistrust 
unrecognized callers. These negative call 
experiences degrade both the top and 
bottom line.

To improve performance and efficiency 
at scale, outbound organizations must 
adapt to changes in caller behavior and 
expectations. The solutions, proven 
in many major call centers, hinge on 
restoring carriers’ and consumers’ trust 
in legitimate outbound calls. Outbound 
communications effectiveness and 
efficiency rests on the ability to reach the 
intended person at the email address or 
phone number they actually use at the 
time they are most likely to answer.
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FACTORS DEGRADING 
EFFICIENCY OF OUTBOUND 
COMMUNICATION
Despite the proliferation of self-service options and 
the increased popularity of digital touchpoints with 
consumers, outbound calling remains an essential 
customer service capability. A commissioned study 
conducted by Forrester Consulting on behalf of 
Neustar (Why Consumers Won’t Take Your Call, 
July 2019) found that the voice channel was the most 
important for meeting customer service goals, with 
63 percent of study participants saying it is “critical”—
almost double that of email. 

Outbound calling remains relevant because it is 
used to initiate and continue high-priority customer 
interactions efficiently. Unfortunately, several legacy 
challenges with outbound communications (see figure 
1) sap operational efficiency and RPC rates: calls are 
blocked or mislabeled as spam; callers do not know 
the best time to reach out; callers lack complete, 
up-to-date consumer data; and consumers distrust 
unrecognized callers.

Figure 1
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Calls and Texts Are Blocked or 
Mislabeled as Spam  
To combat the years-long rise of unwanted robocalls, 
many carriers have implemented free call-blocking 
services and developed applications to block spam. 
Carriers may activate these initiatives by default on 
behalf of their customers. In addition, STIR/SHAKEN 
makes the practice of high-volume calling campaigns 
via automated caller ID spoofing less effective. 
Legitimate callers’ numbers—especially those spoofed 
by criminals—may be errantly identified as spam by 
more aggressive call-blocking tools. 

Inaccurate call blocking and spam mislabeling happen 
when call number reputation and calling behavior are 
mistakenly flagged by call management systems. One 
quarter of outbound calls are flagged, according to 
Neustar Robocall Mitigation carrier deployments. In 
many cases, outbound dialers are not even aware that 
their calls are being blocked or tagged as spam. 

Errant call blocking and spam-mislabeling increasingly 
afflict outbound organizations. In a commissioned 
study conducted by Omdia on behalf of Neustar 
(Rebuilding Trust in Calls, July 2021), “90% of 
respondents said that more than 20% of their 
outbound calls were blocked,” up six percent year-
over-year. Respondents reported a similar increase 
in spam-mislabeling: “82% of respondents said 
that more than 20% of their outbound calls were 
mislabeled as spam,” up five percent year-over-year. 
With the STIR/SHAKEN framework on the cusp of 
enforcement at the time the survey was conducted, 
86 percent of respondents said they were “very” or 
“extremely” concerned that more legitimate outbound 
communications might get caught before 
reaching consumers.

Ironically, this problem could become aggravated by 
increasing outreach to buoy answer rates. Carriers’ 
call-blocking algorithms take note when customers  
tag calls as spam. An increase in communication 
attempts, without first addressing the root cause of 
errant call blocking and spam-mislabeling, may garner 
an equal increase in tagging. When an outbound 
organization’s score with a carrier’s algorithm 
degrades, the number of flagged or filtered outreach 
attempts could increase.

Callers Do Not Know the Best  
Time to Reach Out 
Consumer records lack insight into when and how 
individuals are most likely to communicate, which 
creates a tremendous impediment in outbound 
communication strategies. Some consumers may 
regularly answer calls on Thursday afternoons.  
Others may have a taken a job at odd hours of the  
day, impacting their availability to answer calls  
and texts.

Outbound organizations that ignore consumers’ 
individual communication behavior surrender their 
RPC rate to chance, and often waste resources on 
inefficient scheduling practices. For example, one 
outbound 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 
organization made only eight percent of daily calls. The 
discrepancy resulted in a depressed RPC rate.

Often, outbound organizations sacrifice their RPC rate by taking a “quantity-over-
quality” approach to consumer outreach, overlooking consumers’ ideal contact 

method and time.

Figure 2
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An outbound call center that applies a one-size-
fits-all dialing strategy will only contact the segment 
of consumers that happen to fit the parameter. 
With widespread variance between consumers, 
outbound organizations may incur unnecessary costs 
if scheduling practices do not align with individual 
consumer’s communication behavior. 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 

Without insight into consumer communication behavior, an outbound organization has no 
way of knowing the best time to attempt contact with a consumer. Operational efficiency 

derives from luck and persistence, not strategy. 

Incomplete or Out-of-date 
Consumer Data
Every year, approximately 75 million people change 
their phone carriers and 35 million change their phone 
numbers. On average, elements in 5 to 15 percent of 
typical CRM records go out-of-date in a single month. 
Widespread financial hardship may cause consumer 
contact information to change faster, either from 
consumers moving residences or changing  
phone information. 

Contact information in an account could become 
inaccurate for multiple reasons. Newer accounts may 
have contact information that has not been verified 
or prioritized according to likelihood of facilitating 
contact (“contactability”). One consumer record may 
list multiple phone numbers and email addresses. 
Some may be associated with an employer. One or 
more may no longer belong to the consumer at all 
or, in the case of phone numbers, may have been 

reassigned, presenting a risk to TCPA compliance.  
One may be the consumer’s preferred point of 
contact, while another may be valid but mostly 
ignored. Without knowing which is most active, agents 
or systems will waste outreach effort.

Email addresses tend to be more stable. However, 
consumers collect email addresses over time, so 
knowing the primary email address is important. 
An email sent to a primary address is 14 times 
more likely to be read than one sent to a 
secondary address.

Because of the constant changes in consumer data, 
millions of dollars are wasted every year delivering the 
wrong message to the wrong consumer. Continuous 
changes in consumer identity make it challenging for 
traditional CRM and data management systems to 
keep up, creating gaps and inconsistencies throughout 
consumer records. Outbound organizations 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 for 
a collections organization to secure one “promise to 
pay”—a collections-industry metric that hinges on 
right-party contact rate—but fewer than 200 dials to 
high-usage phones for the same result. (See figure 4.) 
Calling phones with no or minimal usage will degrade 
the RPC rate of any outbound organization.

 
Figure 4 

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 

one percent of total promises to pay. 
 

See the appendix for an explanation about how Neustar scores phone numbers 
for contactability.
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Forrester’s study found that over 60 percent of 
respondents believe resolving “lack of contact data” 
was “critical” or “important” to addressing challenges 
in contacting consumers. Almost half of respondents’ 
firms experienced increased operational costs, and 
43 percent lost productivity due to these challenges. 

Consumer Mistrust of Calls and Texts 
from Unrecognized Numbers
In Forrester’s study, 64 percent of respondents said, 
“customers are not picking up because they cannot 
identify who is calling (the ‘unknown caller’ problem).” 
Respondents believe consumers do not answer calls 
from unrecognized numbers for fear of fraud (50 
percent), call spoofing (48 percent), and robocalls (35 
percent). In 2020, more consumers1  received fraud 
attempts via phone call than any other channel, giving 
consumers even more reason to distrust calls from 
numbers whose caller ID appears in problematic ways:

	§ Blank caller ID

	§ A phone number with no caller name (e.g., 
“UNAVAILABLE”)

	§ An incorrect caller name (e.g., showing as a different 
organization)

	§ An inconsistent caller name brand display (e.g., slight 
variations on the organization name)

	§ Labeled as “Number Unknown” or “SPAM Likely”

Consumers are less likely to trust and answer calls 
displaying these messages on caller ID. Over 80 
percent of Americans say they do not answer calls 
from unknown numbers. 

For years, outbound dialers’ operational efficiency 
and RPC rates have suffered from errant call blocking 
and spam mislabeling, ignorance of consumers’ 
phone behavior and current contact information, 
and consumers’ distrust of calls from unrecognized 
numbers. These challenges have a direct impact on 
revenue. When Omdia asked outbound organizations 
how negative call experiences had impacted revenue 
in the six months prior to the survey, 50 percent of 
respondents stated that negative call experiences 
had led to a 11–20 percent loss in revenue, 25 percent 
cited a 0–10 percent loss in revenue, and another 
22 percent had a 21–30 percent loss in revenue. 
Traditional outreach strategies and technologies 
erode outbound communicators’ ability to perform 
effectively and efficiently, and hamper their ability 
to adjust to emergent circumstances.

Outbound organizations must implement methods 
that improve answer rates and ensure that consumers 
receive important communications in a timely manner. 
Adapting to changes in caller behavior and expectations 
will help to improve performance and efficiency at 
scale. The solutions, proven in many major call centers, 
hinge on restoring carriers’ and consumers’ trust in 
legitimate outbound communications.

1 Federal Trade Commission, Consumer Sentinel Network Data Book 2020

Three-quarters of contact centers attribute 
revenue loss of 11 percent or more to negative 
call experiences such as call blocking and tagging.
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RESTORE TRUST 
IN OUTBOUND 
COMMUNICATIONS
Fortunately, consumers’ frequent use of smartphones 
plays to outbound communicators’ advantage. The 
smartphone has become the nexus of communication, 
as more consumers access digital channels directly 
through their phones. Over 84 percent of U.S. adults 
owned a smartphone as of February 2021. These 
consumers may receive calls, texts, and emails on the 
same device.

This opens an opportunity for outbound 
communicators to optimize their efforts with an 
omnichannel contact strategy that scores and groups 
consumers and phone numbers for contactability, and 
also provides intelligence on the times and days when 
each individual is most likely to answer their phone. A 
phone call aligned with each consumer’s unique phone 
behavior is more likely to be answered. It is even more 
likely to get an answer if it is preceded by an email 
or text alerting the consumer of the impending call. 
Knowing when consumers use their phones allows for 
a more strategic approach. Certain days may warrant 
multiple calls, at the right times and on the right days, 
while other days may only warrant texts 
or emails.

To communicate important and timely messages to 
consumers, outbound organizations should focus 
on establishing their validity, so that consumers can 
trust the communications enough to answer. Some 
organizations are turning to trusted call solutions 
for help. Forrester’s study states, “While teams look 
internally to solve operational issues, many firms 
are turning to technology partners to help get more 
consumers to pick up the phone. Twenty-eight 

percent of survey respondents say [technology] 
vendors are critical to solving these challenges, 
while another 39 percent say they are important.” 
These innovative technologies work to mitigate the 
challenges described above.

Connect with More Consumers More 
Often by Correcting Mistaken Call 
Blocking and Spam-mislabeling
In Forrester’s study, over 70 percent of respondents 
said addressing spam mislabeling and call blocking 
was “critical” or “important” to resolving challenges 
in contacting consumers over the phone channel. To 
prevent inadvertent call blocking and spam mislabeling, 
outbound organizations should ensure that phone 
numbers used for outbound communications are 
included in an authoritative list of registered business 
numbers. Phone numbers used for inbound calling only 
— Do-Not-Originate (DNO) numbers — can be added 
to authoritative block lists. Organizations that mitigate 
mistaken call blocking and spam mislabeling improve 
their RPC rates and operational efficiency.

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 consumers who prefer digital 
communications see multiple attempted calls from the 
same organization, they may be more likely to trust 
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and respond to texts or emails from that organization. 
Likewise, consumers who prefer phone communications 
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 increases consumers’ trust 
and inclination to answer.

Increase Answer Rates by Reaching 
out at the Best Day and Time,  
Using the Best Number
Efficient outbound call centers adjust dialing schedules 
according to the periods of the day and week when 
consumers are most active on their phones. For 
example, if a consumer consistently uses his phone 
Tuesdays between 10 a.m. and 12 p.m., he may be more 
likely to respond to a text sent to his primary 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. 

To succeed at scale, this approach must account for the 
widespread variation between individual consumers’ 
daily routines, the presence of multiple phone numbers 
in each consumer record, and the probability that some 
consumers will change phone plans due to financial 
hardship. This omnichannel approach, combined with 
insights into consumer phone behavior, supports 
optimization of workforce scheduling, reduces resource 
costs, and increases RPC rates.

Figure 5 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 improves workforce scheduling.

Figure 5

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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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 plans. Consumer changes 
will not stop, so frequent CRM updates are a critical 
part of business processes. The goal is to prioritize 
pools of contacts for more effective communication 
strategies. The best email outreach results occur from 
validating and prioritizing email addresses according to 
deliverability, recent activity, and disassociation with 
known business email domains. Organizations that 1) 
assess the quality of consumer information currently 
on file, and 2) 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 outbound 
organization averaged a one percent RPC rate. (See 
figure 6.) 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 organization’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 the organization’s overall dials went to these least-
contactable phones, yielding just four percent of right-
party contacts. This analysis showed that de-prioritizing 
low-quality phone numbers would help to increase 
operational efficiency and the RPC rate.

HIGHLY CONTACTABLE PHONES HAVE A 9X HIGHER RPC RATE OVER LESS-CONTACTABLE PHONES
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Figure 6

Insight into consumer phone behavior intelligence—including best phone number to use and best time to call—increases RPC rates 33 percent on average.

See the appendix for an explanation about how Neustar scores phone  numbers for contactability.
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Improve the Likelihood That Consumers 
Will Answer by Conveying the Call 
Reason via Caller ID
Due to advances in mobile caller ID, dialers can now 
represent themselves more faithfully by displaying 
information as part of the caller ID, such as the 
organization’s full name, logo, and reason for calling. 
Increasing consumer trust in calls drives up answer 
rates, making call center agents more effective. Almost 
90 percent of consumers say they are more likely to 
answer a call when they can be certain of the other 
party’s identity.

By addressing errant call blocking and spam-mislabeling, 
incorporating changes in consumer data proactively, 
and layering communication behavior intelligence into 
outbound strategies, outbound organizations unlock 
multiple benefits. Everyone wins: consumers respond 
more often, and more favorably, to communications 
sent via their preferred channels, and outbound 
communicators increase operational efficiency 
and productivity.

90%
of consumers say they are more 
likely to answer a call if they can 

be certain of who is calling

Increasing consumer 
trust in calls drives up 
answer rates, making 
call center agents more 
effective and customers 
more satisfied. 
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EFFECTIVELY CONNECTING 
WITH CONSUMERS IN A  
LOW-TRUST ENVIRONMENT
In order to deliver important, timely, and urgent 
messages, outbound organizations must establish 
trusted connections with consumers. Forward-
thinking outbound organizations have employed 
Neustar TRUSTID Contact Center Solutions for years 
with compelling results.

Neustar Phone Behavior Intelligence helps outbound 
organizations reach out at the best time of day and 
day of week for each individual consumer. Neustar 
offers predictive phone behavior insights not found 
anywhere else by powering over 90 percent of caller 
ID in the U.S., and by leveraging unique relationships 
with telecom providers. When a consumer’s record 
lists several phone numbers, Neustar scores the 
quality of each number according to the likelihood 
of it being answered. In 2022, Neustar will begin 
delivering similar insights into consumers’ text 
and email behavior. Also, Neustar appends up to 
five additional phone numbers for each consumer 
record, including information such as phone type 
and in-service indicator. This reduces wasted calls 
for outbound dialing organizations by an average 
of 16 percent.

Neustar Trusted Call Solutions help enterprises 
optimize outbound call operations, increase contact 
rates, improve customer experience, and protect 
brand equity via an integrated, comprehensive 
suite of caller ID solutions. To reassure consumers, 
enterprises may customize their caller ID on mobile 
displays with their full name, business location, 
logos, e-business cards, social media links, and 
more, via Neustar Branded Call Display. At the same 

time, Neustar provides the STIR/SHAKEN component 
that verifies that the number, and the data, have 
not been spoofed. When consumers answer their 
phones, organizations can resolve consumers’ 
matters in less time, increasing agent productivity 
and saving operational budget. Organizations that 
use Neustar Branded Call Display report incremental 
revenue gains of as much as 32 percent and 
improved answer rates of over 50 percent.

Using Neustar TRUSTID Contact Center Solutions, 
fewer contact attempts result in the same number 
of successful connections. Outbound organizations 
significantly improve operational efficiency 
and revenue potential. Consumers receive the 
communications they need in a timely manner 
and are more likely to resolve matters on the first 
connection. This approach also satisfies the spirit of 
regulations targeting excessive outreach attempts, 
especially to the incorrect consumers.

When consumers answer communications more 
frequently, outbound organizations perform more 
efficiently and establish a flexible posture for 
adjusting to future circumstances. Such flexibility 
rests on the ability of outbound organizations to 
reach the intended person on the email address or 
phone number they actually use, at the time they 
are most likely to answer. Neustar allows outbound 
organizations to execute that function and operate 
with needed flexibility, restoring trust to  
outbound communications.
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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 accept-
able rates depending on other attributes

Phone Usage  
(12 Months)

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

Ensure phone usage continues over the most 
recent 2 months (drop-off could indicate a 
disconnect)

White PaperNeustar TRUSTID Contact Center Solutions

13



WHY NEUSTAR?

For more information, call 1-855-898-0036 x4, email 
risk@team.neustar, or visit www.outbound.neustar.

LEARN MORE

Neustar provides the data and technology that 
enables trusted connections between companies 
and people at the moments that matter most. With  
11 billion daily updates to customer data, continuously 
corroborated from over 200 authoritative sources, 
Neustar provides the most accurate, up-to-date, 
and complete identity information possible. Neustar 
powers over 90 percent of U.S. caller ID for over  
800 carriers, and delivers the predictive phone 
behavior intelligence outbound dialers need to call 
the right person, at the right number, at the right 
time. From this unique position in the phone network, 
Neustar helps mitigate improper call-blocking and 
spam-mislabeling, and also ensures correct caller 
display, so that customers can trust calls. 

Neustar serves more than 8,000 clients 
worldwide, including 60 of the Fortune 100.

White PaperNeustar TRUSTID Contact Center Solutions

14

mailto:risk%40team.neustar?subject=
http://www.outbound.neustar


ABOUT NEUSTAR
Neustar, a TransUnion company, is a leader in identity resolution providing the data and technology that enable trusted connections between companies and 
people at the moments that matter most. Neustar offers industry-leading solutions in marketing, risk and communications that responsibly connect data on people, 
devices and locations, continuously corroborated through billions of transactions. Learn how your company can benefit from the power of trusted connections.  
www.home.neustar

ABOUT TRANSUNION (NYSE: TRU)
TransUnion is a global information and insights company that makes trust possible in the modern economy. We do this by providing an actionable 
picture of each person so they can be reliably represented in the marketplace. As a result, businesses and consumers can transact with confidence 
and achieve great things. We call this Information for Good®. A leading presence in more than 30 countries across five continents, TransUnion 
provides solutions that help create economic opportunity, great experiences, and personal empowerment for hundreds of millions of people.  
www.transunion.com

©2022 TransUnion LLC. All rights reserved. All logos, trademarks, service marks, registered trademarks, and/or registered service 
marks are owned by TransUnion LLC. All other logos, trademarks, service marks, registered trademarks, and registered service marks 
are the property of their respective owners.

WP-FRC-238292-01.18.2022

https://www.home.neustar

