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Good Morning Lori,

There are three main types of escalation that we typically see.  Example 1 and 2 flow from
ID.me to OED. Example 3 flows from OED to ID.me.

1. When our security team identifies someone as probably fraudulent or suspicious (ID.me
sends to OED via Virtru) - I will send an email to you and whoever you identify as your fraud
lead that will look into the flagged claimant.
2. When our Member Support team fails someone during the Trusted Referee step (ID.me
sends to OED via Virtru) - In this instance the claimant failed the self-service flow online,
they were directed to our Trusted Referee Video Chat, they failed the Trusted Referee video
chat for any number of reasons (expired government issued ID, no secondary documents, etc.)
- I will send an email to you and whoever else you would like. OED will follow up with that
claimant.
3. When OED has a claimant that requires immediate attention (OED sends to ID.me) - this is
seldom used, but if there was an Oregon claimant that was calling the Governor's Office or
complaining to the press. - You will send an email to me and I will forward to our Lead
Customer Service Rep.  

Attached are some examples of these three escalations. At a minimum we need a name and
phone number, but we typically like as much information as possible!

Please respond (when you get a chance) with the names and email addresses that I should send
the escalations to (Example 1 and Example 2). I'm going to send you a test Virtru email as
well so you can see the system we use.

Feel free to give me a call if you have any questions before our meeting this morning!

Thanks,
Dan

-- 
Dan Hildenbrand
Customer Success Manager
(c): (401) 662-8042
dan.hildenbrand@id.me

ID.me | We're hiring!
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				Example 1. Probably Fraudulent (ID.me contacts OED)

				UUID		Email		Channel Verified		Timestamp Verified		Timestamp Suspended		Reason for Suspension

				2826u2s0n1a0		Full Email Listed Out		LOA3		2/27/21 15:10		2/28/21 2010		Multiple PII, Out of country MFA, FL Resident, Etc.

				Example 2. Failed TR Session (ID.me contacts OED)

				Name		DOB		SSN 		Email		Phone #		Account UUID		Reason for Escalating

				Dan Hildenbrand		1/1/00		123-45-6789		Full Email Listed Out		808-867-5309		2826u2s0n1a0		Expired Passport, Would not show face during TR video call, unable to provide documents

				Example 3. Urgent Help Needed on Claimant (OED contacts ID.me (Dan Hildenbrand))

				Name		DOB		SSN 		Email		Phone #		Account UUID		Reason for Escalating

				Jane Doe		Unknown		Didn't provide		Full Email Listed Out		808-867-5309				Claimant says no one is helping them.  Threatening to go to the local newspaper. Only provided their Phone Number.







This message (including any attachments) may contain confidential and privileged information belonging to the
sender, for a specific individual and purpose, and is legally privileged. If you are not the intended recipient, you
should delete this message and any disclosure, copying, forwarding or distribution of this message, or the taking
of any action based on it, by you is strictly prohibited.


