D puzzel

iOS 26 and Unknown Callers: How Contact Centers Can Keep
Answer Rates High (Without Siri Auto-Answer)

Bottom line: Newer iOS versions make it easier for consumers to filter unknown
calls (Silence Unknown Callers, carrier labeling, and Live Voicemail). You can't
change your customers’ iPhone settings—and we (Puzzel) do not currently
have a Siri auto-answer capability. But you can materially improve answer
rates by making your calls predictable, recognizable, and clear—before,
during, and after the call.

1) What iOS does with unknown calls

¢ Silence Unknown Callers: When enabled, calls from numbers not in
Contacts/Recents/Siri Suggestions go straight to voicemail. They still
appear in Recents but the phone won't ring.

e Call Screening / Live Voicemail: iOS shows a live transcription of the caller’s
voicemail as it's being recorded; recipients can decide to pick up
mid-message.

e Carrier labels (“Spam/Scam”): Operators and analytics engines look at
patterns (very short calls, aggressive redials, frequent number swapping).
Risky patterns reduce number reputation and contactability.

Implication: More customers let unknown callls roll to voicemail (often reading
the transcript first). Your mission is to make the call look expected and safe,
and ensure your voicemail immediately tells them why they should answer or
call back.

2) A field-tested strategy that works—no Siri required

A) Be consistent and recognizable

e Always present a visible CLI/ANI (never “No Caller ID”).

e Use asmall, stable set of outbound DIDs per service/brand/campaign.

e Keep a consistent, short voicemail opening (agent use a script when
reaching voicemail and leave a message).
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B) Pre-announce when you can

e SMS before the call out/callback: “Hi! We'll call you shortly from
+47 XX XX XX XX. Save us as a contact.”

e Callback Display (Puzzel): Send an SMS with a link that shows their place in
queue and the number you'll call from.

C) Call “politely”
e Avoid dialer behaviors that trigger labels.
e Distribute attempts over time; don't “hammer” the same number.

D) Turn voicemadil into an asset (especially with Live Voicemail)
Make the first sentence carry the entire message: who you are, why you're
calling, and the number you'll try again from.

3) Don’t forget public number information services
When customers receive a call from an unknown number, many will look it up
on free number-lookup services before deciding to answer or call back.

e If your number is unlisted or shows no business name, customers may
assume it's spam.

e If your number is incorrectly flagged on these services, it can damage trust
even if carriers show it as clean.

What to do:

e Register all outbound numbers with major directory services in your target
markets.

e Ensure the listing includes: company name, contact category, optional
hours and website.

e Monitor your listings periodically for accuracy and reputation.

¢ We can handle registration and updates for enterprise customers.

4) Register in Apple Business Connect

e Prepare: Admin Apple ID, legal entity info, and official documentation.
e Go to businessconnect.apple.com and sign in.

e Add your business & locations: address, hours, category, map pin.
 Verify the business (document upload and/or phone verification).
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e Enrich: Add logo, photos, descriptions, and keep everything current.

Multiple numbers & locations: You can attach more than one phone number
per location and manage many locations under one account.

5) The “minimum bundle” for every outbound activity

e Fixed outbound number(s) per service/brand.

e Callback SMS where appropriate.

e Short voicemail script (812 seconds).

 Dialer guardrails for low silent-call rates and sensible retries/spacing.
e Weekly quality pass.

e Apple Business Connect profile verified and kept up to date.

e Public directory listings verified and monitored.

6) FAQ

e Does Apple Business Connect affect whether my call rings? No. It improves
recognition and brand consistency.

e Can we bypass Call Screening/Live Voicemail? No. Use voicemail to your
advantage.

e Does Puzzel offer a Siri agent that answers unknown calls? No.

7) Ready-to-use templates
A) SMS before callback

Hi! This is [BRAND]. You requested a callback — we’'ll call you from +47 XX XX XX XX.

Feel free to save us as a contact so you'll recognize the number.
B) Voicemail [ Live Voicemail (8-12 seconds)

Hi, this is [NAME] from [BRAND] about [short topic, e.g., your order].
I'll try you again shortly from +47 XX XX XX XX, or you can call us back on the same

number. Thanks!
C) Email confirmation for scheduled callback

Subject: We'll call you [date/time] from +47 XX XX XX XX

Hi [First name],
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as agreed, we'll call you on [date] at [time] from +47 XX XX XX XX.
If the time doesn’t work, reply with an alternative.

Best regards, [Brand]

8) Two-week implementation checklist

e Map and “freeze” outbound DIDs per process/brand.
e Enable SMS pre-callback where appropriate.

e Roll out the voicemail script; train agents.

e Tune dialer parameters.

e Set up Callback Display.

o Register/update Apple Business Connect profile.

e Register outbound numbers in public directories.

e Establish weekly KPI routine.
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