
Preview: 5 Key Findings from  
Hiya’s 2023 State of the Call Report

For communicating with

Country / Spam rate*

25.4B 10.5
calls flagged as spam*  
in 2022

spam calls per person per 
month on average 

Methodology

This document is a preview of the key findings from 
Hiya’s 2023 State of the Call report, which will be 
published this spring. The report is based on a third-
party survey conducted in the U.S., Canada, U.K., France, 
Germany, and Spain. Individuals surveyed included:

13,326  
general consumers 

2,209  
business people who use a phone in their occupation  

624  
decision makers at network carriers

Calling data is based on more than 243 billion calls over the Hiya Voice Security 
Network in 2022.

The frequency of spam and fraud calls continues to grow 
— eroding trust across consumers and making it harder for 
businesses to reach their customers.

Voice calls are the preferred method of communication for 
consumers, especially when sharing sensitive information.

Prefer phone

Prefer email

Healthcare

47% 16%

Insurance

38% 27%

Banking/financial institutions

37% 23%

Credit card companies

35% 21%

Home & delivery service

34% 24%
* Spam is defined as unwanted calls, and includes both fraud calls and nuisance calls. 

Spam rates only represent the number of unwanted calls from “non-contacts”; calls 
placed from numbers that are not in an individual’s contact list.
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20.9%

Germany
21.2%

2.1.



The financial impact of 
spam calls includes lost 
money and time.

Trust and security is a major opportunity for carriers to 
improve customer experience.

Businesses are feeling the impact of spam and fraud —  
but what can they do? Identity is the answer.

Average lost by those who 
were scammed in USD

26.7 Minutes
and up to 16 hours
Average time lost to spam and 
fraud calls in the last 12 months. 
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87%
of consumers think 
unidentified numbers  
are sometimes or  
always fraudulent.

72%

51%

of consumers are more 
likely to answer a call if 
they know who is calling

50.63%
Add identity to  
the call so customers 
know who’s calling

43.40%
Ensure calls don’t have a 
spam label

25.68%

27.46%
Increase agent coaching

34%
Yes, always

Review and adjust  
call scripts

16.80%
Review and adjust IVRs

of business people 
surveyed say that identity 
is the most effective way 
to increase answer rates

53%
Yes, sometimes

2%
No, not at all

11%
No, not really
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