
Email Identities

User authenticated with JWT

JWT payload contains 
email_verified = true

Email in payload is not linked 
against another external_id

external_id found

Existing user contains the same 
verified email address

Conversation logged against the 
user

Existing user contains the same 
unverified email address

The email address becomes 
verified

Conversation logged against the 
user

Existing user contains a 
different email address

JWT email gets added as 
primary and existing email 
becomes a secondary email

Conversation logged against the 
user

Existing user has no email 
address

No other existing user with that 
email address

Verified email address is added 
to the user

Conversation logged against the 
user

Other existing user with that 
email address

Existing user has a verified 
email address

A new user is created with the 
user's name

Email is only shown as part of 
the conversation Conversation logged against the user

Existing user has an unverified 
email address

Email address is removed from 
the other user and a verified 
email address is added to this 
user

Conversation logged against the user

external_id not found

No other existing user with that 
email address

Verified email address and 
external_id added to the user

Conversation logged against the 
user

Other existing user with that 
unverified email address

Unverified email address is 
removed from the other user 
and a new user is created with 
the verified email address and 
external_id

Conversation logged against the 
user

Other existing user with that 
verified email address

We add the external_id to that 
user

Conversation logged against the 
user

Email in payload is linked 
against another external_id Login failure

JWT payload does not contains 
email_verified = true

A new user is created with the 
user's name

Email is only shown as part of 
the conversation

Conversation logged against the 
user

Unauthenticated

Verified email only A new user is created with the 
user's name

Email is only shown as part of 
the conversation

Conversation logged against the 
user

Unverified and verified emails

Unverified users can’t claim 
verified emails

Email address found

Found email is verified A new user is created with the 
user's name

Email is only shown as part of 
the conversation

Conversation logged against the 
user

Found email is unverified Conversation logged against the 
user

Email address not found user created with unverified 
email address

Conversation logged against the 
user

Unverified users can claim 
verified emails

Email address found

Found email is verified Conversation logged against the 
user

Found email is unverified Conversation logged against the 
user

Email address not found user created with unverified 
email address

Conversation logged against the 
user


