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In one sentence: Omnichannel authentication is a security posture where every surface (for humans:
web, voice, people, frontline; for non-humans: agent, machine, bot, workload) reaches a consistent

assurance level using one proof rail, so attackers cannot bypass strong controls by switching
surfaces.

TL;DR (canonical)

¢ Attackers do not beat your strongest control; they find your weakest channel (helpdesk, phone
recovery, shared workstations, service accounts).

¢ "Omnichannel" means the same primitives, binding rules, and telemetry exist across all eight
surfaces.

e ScramblelD's proof rail is built around SUID/ZID identities and DID/QID challenges (plus WebAuthn
and PoP where appropriate).

¢ A practical rollout starts with voice recovery/KBA replacement, then web step-up, then machines.

Why do channel gaps make authentication programs fail?

Most authentication programs protect web login but leave the voice, people, and frontline surfaces
unguarded for humans, and the agent, machine, bot, and workload surfaces unguarded for

everything else. Attackers exploit these gaps by shifting to the weakest surface, calling support to
bypass strong web MFA, or replaying bearer tokens from API logs.

e Web login is "strong" (SSO + MFA)

The contact center still uses KBA (security questions)

Password resets happen over the phone

In-person checks rely on screenshots or plastic

Service accounts use long-lived secrets

An attacker only needs one weak lane.
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https://www.w3.org/TR/webauthn-2/

What defines strong omnichannel authentication?
1. One identity model across surfaces
o the same join keys (SUID/ZID)
2. Phishing-resistant ceremonies
o origin binding (WebAuthn) and/or session binding (DID/QID)
3. No shared secrets as the primary control
o reduce passwords, OTPs, and client secrets to zero for high-risk actions
4. Explicit user intent
o confirmations should be contextual ("approve login to X with code Y"), not blind pushes
5. Unified telemetry + policy

o risk detected on one surface can trigger step-up or blocks on another

What are the pieces of ScramblelD's proof rail?

ScramblelD reuses a small set of primitives across products:
e SUID: server-side user identity

¢ ZID: enrolled device identity (key-bound)

* DID/QID: dynamic identifier and its signed QR envelope

o WebAuthn: origin-bound browser assertions

¢ JWT client assertions for machines/agents

¢ Unified telemetry (events and outcomes across channels)

Start with definitions:

¢ Dynamic Identifiers (DID/QID)
e ScramblelD Architecture (ldentity Fabric)

e ScramblelD Glossary

How does each surface close a different security gap?

Surface "Weak lane" this closes Go deeper
Web AiTM phishing, session takeover Web Authentication (WebAuthn)
Voice recovery abuse, vishing, KBA Caller Auth

People identity ambiguity, impersonation, screenshot spoofing People Trust Checks
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Surface "Weak lane" this closes Go deeper

Frontline shared workstations, shared PINs, clean rooms Desktop Deployment

Agent static API keys, unscoped Al agent access Al Agent Authentication
Machine leaked client secrets, token replay M2M Without Secrets

Bot standing service accounts, shared unrotated credentials Service Account Replacement
Workload long-lived instance credentials, lateral movement Cloud Workload ldentity

What rollout plan works for enterprise omnichannel auth?

Phase O: Define the "no weak lanes" policy

¢ Inventory where KBA exists (helpdesk, IVR, recovery)
¢ Inventory machine identities and where secrets live

e Declare which actions must be phishing-resistant (recovery, payouts, admin settings)

Phase 1: Fix the highest-loss gap (often voice)

e Replace KBA for one call type or queue

¢ Instrument: time-to-verified, wrong-DID rate, containment

Phase 2: Harden web login and privileged actions

e Enable WebAuthn and/or DID-based cross-device login

e Plan for XFactor step-up chains (in development)

Phase 3: Cover the remaining human surfaces

¢ Frontline coverage for shared workstations and clean rooms

e People Trust Checks for field ops, conference workflows, exec verification

Phase 4: Eliminate non-human shared secrets

e Migrate the four non-human surfaces (agents, machines, bots, workloads) to key-based
assertions

e Add sender constraints where replay is high-risk

What metrics prove omnichannel authentication works?

An omnichannel program is only real if you can measure it across every channel with consistent
event taxonomy. Track these families: adoption/coverage, authentication funnel (start—success),
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security outcomes, and operational efficiency.

Track:

e weak fallback usage (KBA/OTP usage rate)

e successful verifications by channel (success, timeout, denial reasons)

e time-to-verified and p95 completion time
fraud/ATO rate trends for protected flows

device revocation time (minutes)

See the full measurement framework: Metrics + ROI Playbook

What are common misconceptions about omnichannel auth?

e "We already have MFA" - MFA does not imply omnichannel, and does not guarantee phishing
resistance.

¢ "Voice is out of scope" - attackers use the phone to bypass web controls (especially recovery).

e "Passkeys alone solve it" - passkeys help web authentication, but do not fix phone recovery or

machine identity.

Key Takeaway

Omnichannel authentication means using the same cryptographic proof system across every surface,
human (web, voice, people, frontline) and non-human (agent, machine, bot, workload), so attackers
cannot bypass strong controls by switching to a weaker surface. It is fundamentally different from
having separate MFA on each surface, the identity primitives, telemetry, and policy enforcement must
be unified.

FAQ

What is omnichannel authentication?

Omnichannel authentication is a unified security architecture where every surface, web, voice,
people, and frontline for humans plus agent, machine, bot, and workload for non-humans, uses the
same cryptographic identity system to reach consistent assurance levels. Unlike siloed approaches
where each surface has separate authentication, omnichannel ensures attackers cannot bypass
strong controls by switching to a weaker surface.
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What is the difference between omnichannel and multichannel authentication?

Multichannel authentication means you have authentication on multiple surfaces, but they may use
different systems, different assurance levels, and different identity stores. Omnichannel
authentication means all surfaces share the same identity primitives, policy engine, and telemetry,
creating a unified security posture with no weak lanes for attackers to exploit.

Why is omnichannel authenticationimportant?

Attackers exploit the weakest channel. If your web login requires phishing-resistant MFA but your
contact center uses knowledge-based authentication (KBA), attackers will call in instead of attacking
the web. A significant share of account-takeover fraud involves the voice channel, attackers call
support after compromising web credentials.

Is omnichannel the same as MFA?

No. MFA is a generic label that says nothing about channel coverage or phishing resistance.
Omnichannel is about closing cross-channel bypasses and reusing the same identity primitives and
telemetry across all channels. You can have MFA on every channel and still be vulnerable if each
channel uses different systems with different weaknesses.

Do we need toreplace ourldP?

Usually no. ScramblelD commonly federates into existing SAML/OIDC identity providers (Okta,
Microsoft Entra ID, Ping) and you phase in enforcement channel by channel.

What is the biggest "hidden" weakness in most programs?

Account recovery and contact center flows, KBA, agent overrides, and weak callback verification.
These are the paths attackers use when web authentication is strong.

How do we explain this in one procurement sentence?

"We require phishing-resistant authentication across web, voice, and machine identities, with
measurable outcomes and no OTP/KBA fallbacks for high-risk actions."

References (pubilic)

¢ NIST Digital Identity Guidelines (SP 800-63-4):
https://nvipubs.nist.gov/nistpubs/SpecialPublications/NIST.SP.800-63-4.pdf

e CISA phishing-resistant MFA fact sheet: https://www.cisa.gov/sites/default/files/publications/fact-
sheet-implementing-phishing-resistant-mfa-508c.pdf
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Related reading

e Caller Authentication

¢ Phishing-Resistant Web Authentication
e M2M Without Shared Secrets

e Metrics + ROl Playbook
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