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Virtual In-person identity proofing closes the 
gaps for individuals who are challenged 
with online identity proofing due to the 
limitations of authoritative data sources 
or technology requirements:

• Individuals who use an unregistered prepaid phone or 
do not have a telephone to their name

• Individuals who do not have a driver’s license or passport

• Individuals with a limited credit history with credit bureaus

• Individuals who have frozen credits and do not want to do 
a temporary lift

• Individuals who are uncomfortable with technology and 
require additional assistance

Why Virtual In-
Person Identity 
Proofing?
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ID.me Virtual In-Person Identity Proofing User Flow

Users who are unable to complete online self-service identity proofing will see a Call to Action (CTA) on the 
screen that ushers them into the “Virtual In-Person Identity Proofing” flow as depicted on this deck. Users 
will interact with a trained & Certified ID.me Trusted Referee via a Video Call.
The sequence of steps are:

- Step 0: User initiates Virtual In-Person Identity Proofing after two unsuccessful 
online (self-service) identity proofing attempts 

- Step 1: User reviews & confirms personal information automatically pre-populated 
from their online identity proofing attempt. 

- Step 2: User uploads eligible documents and takes selfie. These are pre-requisites 
before entering into the video session with an ID.me Trusted Referee. 

- Step 3a: If appointments slots are available, they’ll proceed to “schedule an 
appointment” 

- Step 3b: If no appointments are available, they’ll proceed to the “Notify Me” screen 
to be notified / contacted by ID.me to schedule an appointment once slots open up.

- Note: An upcoming product enhancement will enable “Live/real-time” transition into a 
video call with a Trusted Referee in addition to scheduled appointments described here. 
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Call to Action (CTA) to enter the 
Trusted Referee workflow
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Presented to user
- After 1st attempt

Presented to user
- After 2nd Attempt
- On all subsequent attempts
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Presented to user
- After 2nd Attempt
- On all subsequent attempts

Select Talk to an Agent
To enter the Trusted Referee flow
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Users may enter into a live video chat with a Trusted Referee via one of 
three ways

- Meet Now
- Schedule an Appointment 
- Notify Me

How to schedule a video-chat
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MEET NOW*

launch Zoom

*User will be presented with this screen only if live appointments are available
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SCHEDULE AN 
APPOINTMENT
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*If no appointments are available, users will be shown the option to be 
notified when a slot becomes available

NOTIFY ME*
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- Users need to upload documents in advance of attending a video chat with a 
Trusted Referee.  At times, users may not be ready to upload all of 
their documents as they may not have them handy. 

- Now, users to “Save and Return” feature that allows them to save their work 
and pick up where they left off 

- Should a user select “Save Session and Exit” they’ll receive an email with a 
link for them to continue when they’re ready to proceed. When they wish to 
return to continue to upload documents, they’ll click the link in their email, sign 
in with their ID.me account credentials and 2FA and will return to the same 
spot that they departed the workflow. 

Save and Return
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Thank You!


