From: Dan Hildenbrand

To: FRIESEN Lori L * OED; VILLANI David * OED; GAZIANO Daniel J * OED; PRAKKE Jessica V * OED; ROSALES
Melanni * OED

Cc: Mere Work; Ryan Schwartzberg

Subject: New ID.me Federal Partner

Date: Thursday, June 10, 2021 3:11:28 PM

Attachments: OED ID.me IRS Memo.pdf

Good Afternoon,

| am excited to let you know that the IRS has recently selected ID.me to provide
identity proofing for it's Advanced Child Tax Credit (ACTC) program, beginning on
June 20th. We expect this new partnership to bring a number of benefits to our state
partners, to include significant cost savings: individuals who verify at the IRS (or any
federal partner), and then go to a state workforce agency have subscriptions that are
50% the price of an issuance subscription. This new partnership allows ID.me to
substantially increase our investment across both the support and security teams to
better serve all of our partners.

Importantly, we will be restricting the IRS daily volume into video chat to
ensure that any surges in IRS volume will not degrade service delivery to our
current state partners.

Attached to this email is a memo that provides additional detail on this new
partnership. | will plan to discuss this more in our next meeting, but please let me
know if you have any questions in the meantime.

Best,
Dan

Dan Hildenbrand
Customer Success Manager
dan.hildenbrand@id.me

ID.me | We're hiring!
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MEMORANDUM

TO: Oregon Employment Department

FROM: Dan Hildenbrand, Customer Success Manager, ID.me
SUBJECT: New ID.me Federal Partner

DATE: June 10th, 2021

Starting June 20, 2021, ID.me will provide the Internal Revenue Service (IRS) with identity proofing for its
Advanced Child Tax Credit (ACTC) program. Millions of Americans who wish to check their eligibility or
decline this credit will be verified to NIST 800-63-3 IAL2 + Liveness and AAL2 for secure login.

Increasing Video Chat Capacity

As Figure 1 shows, our State partners have highly volatile demand for identity verification services. It is
also unclear how long the current unemployment benefits surge will last -- making it difficult to plan for
medium and long-term staffing for video chat. The IRS will provide ID.me with a predictable and
consistent level of verifications for the long-term, which allows us to grow our support team faster. The
IRS is also prepaying ID.me over $85M, enabling ID.me to work with onshore call centers to grow faster.

Day/Time (Eastern)

Figure 1: ID.me Trusted Referee state verification volumes fluctuate without predictability
As ID.me’s network grows, our state partners benefit in three ways:

e Access: more users will arrive preverified at state workforce agency programs. Additionally,
individuals who verified at the state workforce agency will be able to access the IRS with their
ID.me login without needing to go through account setup and/or identity verification.

e Price: Individuals who verify at a federal agency and then go to a state workforce agency have
annual subscriptions that are 50% the price of an issuance subscription.

e Security: ID.me is able to hire more security and investigations staff to augment our already
robust capabilities to ensure identity verification integrity for our state partners.

Importantly, ID.me will also restrict the IRS daily volume into Trusted Referee video chat to ensure
that any surges in IRS volume will not degrade service delivery to our state partners. We are
implementing throttling controls so if demand for video chat verification exceeds the IRS’ daily
quota, then we will send those individuals to an email waiting list. IRS demand will not exceed
capacity gains.
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In tandem, ID.me is working on aggressive hiring plans to increase our team size by 300% while also
introducing new features that will increase productivity by 30% for each video chat agent:

Resource Investments
e 1,000 additional Member Support Representatives (MSRs) will be available. ID.me has hired over
300 member support staff over the last 45 days, and 500 additional resources will be available by
the end of June. We will continue to increase our hiring pace.
e Onshore call center partner resources will take on additional load while providing flexible capacity.
o Onshore resources have been selected based on specific criteria:
m  Secure management of PII at scale
m Track record with regulated industries e.g. banks, healthcare, etc.
o All onshore facilities and personnel have gone through the same rigorous training and
certification that our employee MSRs complete.
m  MSRs are US-based
m  MSRs are required to keep their mobile phones in a locker
m Locations are “paperless”
e Dedicated document review team will decrease video chat session time by 30% or more.

New Capabilities to Streamline the User Experience
e |D.me is partnering with Sterling to offer a network of over 500+ retail locations for in-person
proofing as a relief valve for online verification. We will work with our partners to ensure the UX is
acceptable and to add locations as needed.
e Selfie verification with liveness is a relatively new technology. Starting this month, we will allow
self-serve selfie verification through a desktop camera, expanding access to those without
smartphones.

We value our relationship with our State partners and will continue to build new capabilities to meet your
needs. | welcome your feedback.

Sincerely,
Blake Hall
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