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Front Line Support Guide for CLEAR1

What is CLEAR1?

CLEART1 is the secure identity platform built for enterprises, offering customizable, multilayered
verification solutions. Leveraging real-time signals from biometric matching, device integrity,
document authenticity, and source corroboration, CLEAR1 instantly confirms an individual's identity.
CLEAR1 seamlessly integrates with enterprise technology via low-code and out-of-the-box
integrations, and serves numerous industries, including travel and hospitality, rental services,
workforce authentication, and digital agreements.

Read more about the CLEAR1 product on our website here = https://identity.clearme.com/

After verifying your identity with CLEAR1, you can use your selfie to unlock:

Using the CLEAR line at participating event venues

Renting equipment at Home Depot

Skipping the checkout lane at Avis

Certifying that you-are-you on LinkedIn

Applying for apartments with Get100

Accessing your MyChart health records at hospital systems

Standing out from the crowd when applying for Greenhouse jobs (Q3 2025)
Confirming the person behind-the-signature at Docusign (Q3 2025)

What will users be doing in CLEAR1?

Users are following a standard sequence of verification steps using a browser on their phone. Users
may start the verification process on a laptop/desktop to complete the initial steps, and then scan a
QR code or send themselves a link via text message to complete the Government ID and Selfie steps
using a browser on their phone. Users are not using a standalone native-application from App Store
or Google Play.

Users will be prompted to complete the following steps (see the verification flow details for step by
step instructions):

Enter mobile phone number

Accept Member Terms

Enter email address - Return users do not need to complete this step

Enter your code

Take a Selfie (GDPR)

Enter a Government ID - Return users do not need to complete this step
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Users may hit errors on each of the individual verification steps, and may not be able to complete the
verification. In this guide, we have listed common questions about CLEAR1 and also common errors
that end users will see, which include screenshots of the error messages and instructions for how to
help the customer complete their verification.

Importantly, users are NOT told whether they pass or fail within the CLEAR experience, and if they
failed, what the specific reason was. But end users may be able to infer their verification result
based on the experiences after completing the CLEAR1 flow (e.g. not being able to complete a
subsequent process, not seeing a badge, not being able to rent equipment, etc).

Front Line Support teams and CLEAR MemberCare should take precautions that avoid telling any
users why they pass or fail verifications so that bad actors are not able to gain an advantage and
fraudulently get to a success. Instead, Front Line Support teams and CLEAR MemberCare should
focus on coaching users to complete the verification using the tips and tricks outlined below.

If users have questions about their results from a completed verification or aim to contest the result,
they should be directed to reach out to the specific partner’s support team.
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Step-by-Step Experience within CLEAR1

Step of the
Verification

Enter mobile phone
number / Get
Started

What the End User
Sees

“[Partner] asks that
you verify your
identity with
CLEAR"

[Partner] asks that you verify
your identity with CLEAR

Enter your phone number to get a one-time
verification code.

=4 v Phone Numbe

Get Started
rd mes . We
e Le

@ Engish (US) v

aA & clearme.com <

< U] M (]

Description of Step

Users must enter a mobile phone number that
is able to receive SMS messages. Entering an
invalid phone number, such as a landline, will

result in an error on the OTP step.
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Continue “Continue End users agree to have their Pll collected for
Verification / verification” verification. If they click Don't agree, they will

Accept & Continue — not be able to continue.

Continue verification X

CLEAR will collect and share your personal
data, verification results, and the following
information with [Partner]:

2, Basic Information
Full name, mobile number, ema, date
of birth, and selfie

Government ID Information
Issuer and ID Type

@ Verification Results

CLEAR s trusted by millions of people.
Q We will not share your personal data
without your consent.

{Partners} privacy policy will apply 1o personal information
\ tner),

Accept & Continue

Decline
aA & clearme.com e
< (U] m

Enter email address | “Enter your email” | This can be any valid email address, but must
| Accept & .-=1| be unique to that user and not used/shared by
Continue any other CLEAR user.

Enter your email

We'll use this to create your free account
for faster experiences with CLEAR and to
provide information on your data rights
and how to withdraw consent.

fullname@email.com|

Iconfirm that | have read and agree (o the
CLEAR's Member Terms, which gover my use
of CLEAR services.

Accept & Continue

Decline
@ English (US) v CLEAR Privacy Policy
AA & clearme.com e
< M m [}

S — ¥
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Enter your code “Enter your code” Upon entering this step, the user will receive
an OTP.
Enter your code Enter this code in the boxes and, if entered

It was just sent to +1 (212) 665-5443,

correctly, the user will progress to next step.

Resend Code

Take a Selfie "Take a selfie” After clicking continue, take a selfie and wait
(GDPR) / Accept & | (GDPR) for auto-capture.
Continue r-- |

Please take off any glasses or hats, unless
your government ID contains them. Also have
sufficient lighting and a straight forward
angle.

Take a selfie

Your selfie is like your password. We'll use
this to unlock your profile.

N Remove any glasses and hats

To verify your identity, CLEAR uses facial recognition
tech

Accept & Continue

Decline
@ English (US)~ CLEAR Privacy Policy
aA @ clearme.com ]
< h m
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Take a Selfie (Non
GDPR) / Continue

"Take a selfie”
(Non GDPR)

2:41 all T -

CLEAR

Take a selfie
Your selfie is like your password. We'l use
this to unlock your profile.

B Remove any glasses and hats

Al & clearme.com ¢

m D

<

h —— ol

After clicking continue, take a selfie and wait
for auto-capture.

Please take off any glasses or hats, unless
your government ID contains them. Also have
sufficient lighting and a straight forward
angle.

Enter a
Government ID /
Continue

"Choose an ID to
scan”

2:41 -l T -*
CLEAR
Choose anID to scan
We'll use the info on your ID and match its
photo to your selfie to verify your identity.
Country
= United States of America A
D Type
Select v
@ Engish (US) v CLEAR Privacy Policy
AA & clearme.com ¢
< d m O

(Only applicable for new CLEART members,
existing CLEAR1T members that have an
expired government ID, and existing CLEAR1
members whose government ID is not
accepted for this partner’s use case)

Choose your corresponding country and an
official Government ID from there to upload.
Allow for auto-capture when taking the photo.

Taking the picture against a dark or black
background will allow for the greatest chance
of success.
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Thank you “Thank you for After uploading a valid government ID, the
using CLEAR" user will encounter a “Thank You" page.
Please note that even if the verification fails,
the end user will still encounter this message.

For instance, if their selfie does not match
their ID or their ID is fraudulent, they will still
encounter this message.

Thank you for using CLEAR

Your information has been submitted to
PARTNER. They'l contact you if anything else is
needed.
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Common Questions from CLEAR1 Users

Type of Error

General - Device and
Hardware Requirements

Description or Error
Message

"What type of phone do |
need to complete CLEAR
verifications”

Hardware requirements:
Smart phone with a working
front-facing camera to take a selfie

Operating Systems Requirements:
iPhones running iOS 18.4 and
higher

Android phones running Android OS
15 and higher

Browser Requirements:
Google Chrome 135 and higher
Safari 18.4 and higher

Edge 134 and higher

General - Broken Phone
Camera

“My phone camera/lens is
broken and | am unable to
take a selfie”

Identity verification through CLEAR1
requires a working personal mobile
phone with a front-facing camera
for the selfie.

If you are unable to complete the
verification using an impaired
device, please contact the business
partner’s support team to identify
an alternative verification option.

General - Phone Version
Out of Date

“My phone doesn't have
enough memory to
upgrade to the required
operating system version /
browser version”

Identity verification through CLEAR1
requires a working browser on a
mobile phone with a front-facing
camera for the selfie.

If you are unable to complete the
verification using an old operation
system or old browser, please
contact the business partner's
support team to identify an
alternative verification option

General - Enrollment

“Should | use my work or
personal phone?”

For a smooth experience across
CLEAR's network of hundreds of
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partners, we highly recommend
that you use your personal phone
number when enrolling with CLEAR.

General - Enrollment

“Should | use my work or
personal email?”

For a smooth experience across
CLEAR's network of hundreds of
partners, we highly recommend
that you use your personal email
address when enrolling with CLEAR.

General - Text/ OTP

“I didn't receive a text to
verify my phone number”

“I didn't receive a
one-time-passcode (OTP)
to verify my phone
number”

Ensure you are in an area with
appropriate cell service and/or Wifi
Do not use a Voice Over IP phone
number (VolP) or landline phone
number

Provide the cell phone number
associated with your device

Check your message settings to
ensure that short code 22395 (used
for 2FA delivery) is not being
blocked

General - Camera Trouble

“CLEAR is not able to open
my camera to take a selfie”

Make sure to allow Camera access
within your device settings. Follow
the on-screen prompts in CLEAR's
experience for guidance

Try restarting the experience

Try restarting your phone

General - Government ID
Trouble

“CLEAR Is not accepting
the photo of my
government ID"

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Make sure your ID is valid and
unexpired
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General - Selfie Trouble

“CLEAR is not accepting
the photo of my selfie”

Make sure you are in an area with
good lighting

Remove any eyeglasses or hats
Tuck any loose hair away

Make sure there is nothing
obstructing your full face

Find a solid background for your
selfie

Clean camera lens

General - Stuck in Flow

"My verification is
incomplete and stuck on a
page /isdead/isina
terminal state”

Try closing the browser tab and
clearing the browser cache, then
try again. The user experience may
vary based on previous failure
points.

For the best experience, we
recommend using Google Chrome,
Safari, or Edge.
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Common Errors from CLEAR1 Users

Type of Error Description or Error

Message

UX Error - User is unable | "Unable to process
to successfully OTP verification”

O

Unable to process verification

Sorry, but we are unable to verify at this
time.

& English (US) v

End user was not able to complete
the OTP step of the CLEAR
experience.

Possible reasons include:

User may have accidentally entered
a different OTP than what was sent
to them

User does not have control over the
device that the OTP is being sent to
User may have attempted too many
verifications within a short amount
of time, so phone number is
blocked by the OTP provider

Phone is an unsupported region
Phone is an unsupported type

Possible remedies may include:
Request a new link from the CLEAR
partner

Ensure the verifying phone is the
same as the device the user
controls

Remind users to not use landlines
Suggest user try with a (+1) phone
number (if possible)

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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UX Error - User has “Too many OTP attempts”
requested too many OTPs

o)

Too many OTP attempts!

Please exit and try again.

® Engish (US) v

End user requested too many OTP.

Possible reasons include:

User does not have control over the
device that the OTP is being sent to
Phone is an unsupported region
Phone is an unsupported type

Possible remedies may include:
Request a new link from the CLEAR
partner

Ensure the verifying phone is the
same as the device the user
controls

Remind users to not use landlines
Suggest user try with a (+1) phone
number (if possible)

UX Error - User is using a | "We found an account but
phone number/email that | could not confirm your
matches a previous information”

CLEAR+ user

[

We found an account but
could not confirm your
information

Please check that you've entered a correct
phone number and email

Contact Support

& English (US) ~

This user’s provided information is
associated with an existing CLEAR
account, but we were not able to
authenticate them.

CLEAR has their phone number on
file but it is linked to a different
email account. Or CLEAR found an
old inactive account with the same
phone number. If the user is able to
confirm their name and the old
phone number associated with their
account, then we recommend the
following:

Reach out to CLEAR+ MemberCare
to have them update their phone
number on their C+ or C+ trial
account

Reach out to the C1 support team
and request an account reset.

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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UX Error - Camera
Permission

"Camera access is
disabled”

Camera access is disabled

Please update your browser's or device's
camera permissions and try again

CLEAR needs to be explicitly
allowed access to the phone's
camera in order to take the selfie

Reopen the CLEAR link, and when
prompted for camera access, select
"Allow" on the on-screen prompt so
that you can take the selfie

If that doesn't work try restarting
your phone to ensure the browser
has full permission to use the
camera

UX Error - Camera
Permission (i0S)

“The "Continue” button is
stuck, and my camera is
not opening from the

H n
CLEAR website
Cancel 2 fied.clearme.com W
Take a selfie
Your selfie is like your password. We'll use
this to unlock your profile.
6= Make sure your face is well-lit
) Center your face and hold still
B\ Remove any glasses and hats
@® English (US) v
< o

CLEAR needs to be explicitly
allowed access to the phone's
camera in order to take the selfie

If the top right of the browser
shows a red crossed-out camera
icon, then the browser was not
given that permission

Open the “Settings"” app

Search for of navigate to “Chrome”
Turn On the “Camera” access
switch

If that does not work, try to:

Restart the session, and when
CLEAR prompts for camera access,
select "Allow" on the on-screen
prompt so that you can take the
selfie

Restart your phone to ensure the
browser has full permission to use
the camera
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UX Error - Camera
Permission (Safari iOS)

Safari - “Camera access is
disabled”

Camera access is disabled

1. Tap the AA icon on the address bar
2. Tap “Website Settings
3. Tap “Camera” and then “Allow”

Try Again

AA # clearme.com

CLEAR needs to be explicitly
allowed access to the phone's
camera in order to take the selfie
Tap the AA icon on the address bar
Tap “Website Settings”

Tap “Camera” and then “Allow"

If that does not work, try to:

Restart the session, and when
CLEAR prompts for camera access,
select "Allow" on the on-screen
prompt so that you can take the
selfie

Restart your phone to ensure the
browser has full permission to use
the camera

UX Error - Camera
Permission (Chrome iOS)

Safari - “Camera access is
disabled”

@ clearme.com

Camera access is disabled

To continue, you must allow your browser to
access your camera.

* Open the “Settings” app.
* Search or scroll to “Chrome”.

* Tumn On the “Camera” access switch.

Try Again

CLEAR needs to be explicitly
allowed access to the phone's
camera in order to take the selfie
Open the “Settings” app

Search to “"Chrome”

Turn On the “Camera” access
switch

If that does not work, try to:

Restart the session, and when
CLEAR prompts for camera access,
select "Allow" on the on-screen
prompt so that you can take the
selfie

Restart your phone to ensure the
browser has full permission to use
the camera

UX Error - Camera
Permission (Chrome)

Chrome - “Camera access
is disabled”

CLEAR needs to be explicitly
allowed access to the phone's
camera in order to take the selfie
Tap the "More"” icon (3 dots) on the
address bar

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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Tap “Settings” and then “Site

Settings”
¢ —— Tap “Camera”
% cLean Turn on the “Camera"” access
switch
(N
Camera accessis disabled If that does not work, try to:

To continue, you must alow your browses

Restart the session, and when
CLEAR prompts for camera access,
select "Allow" on the on-screen
prompt so that you can take the
selfie

Restart your phone to ensure the
browser has full permission to use

2. Tap "Setbngs”, then “Site Settings*

scoess switch

the camera
UX Error - Selfie “Let's try taking your photo | Make sure you are in an area with
again” good lighting

Hold the phone at eye level or just

slightly above it to ensure the same

profile as the Gov ID portrait
Remove any eyeglasses or hats

again | naveurehete Tuck any loose hair away

Fobom s oo Make sure there is nothing

T — obstructing your full face

;tom e Find a solid background for your

R — selfie

Find a solid background for your

Gov ID Capture

Clean camera lens

# clearme.com

UX Error - Selfie “We weren't able to detect
your face” Make sure you are holding your
camera parallel with the ground
Make sure your face in the center
of the image

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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We weren't able to detect
your face

Your face may not have been centered in
the frame. Please try again.

Retake Selfie

Make sure you are in an area with
good lighting

Remove any eyeglasses or hats
Tuck any loose hair away

Make sure there is nothing
obstructing your full face

Find a solid background for your
selfie

Clean camera lens

UX Error - Selfie / "You've reached the
“Something went wrong” | maximum selfie attempts”

£% CLEAR

1A

Something went wrong

Too many attempts.

@ Engish (US) v

Request a new link from the CLEAR
partner

Make sure you are in an area with
good lighting

Remove any eyeglasses or hats
Tuck any loose hair away

Make sure there is nothing
obstructing your full face

Find a solid background for your
selfie

Clean camera lens

UX Error - Selfie “We weren't able to verify
your selfie”

Request a new link from the CLEAR
partner

Make sure you are in an area with
good lighting

Remove any eyeglasses or hats
Tuck any loose hair away

Make sure there is nothing
obstructing your full face

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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Find a solid background for your
selfie
Clean camera lens

We weren't able to verify
your selfie

Your selfie did not match the one we have
on file. Follow these tips and try again

O Remove hats and glasses
6= Move to a brighter or darker area
~, Keep your face centered

@ Hold the phone still

Retake Selfie

# clearme.com

UX Error - “Too many “Too many selfie CLEAR is not able to match the
selfie attempts!” attempts!” user's selfie.

This user may be fraudulently
attempting to verify, so the selfie
Too many selfie attempts! biometric match is working as

pesse ety e intended and they fail the session.

A

oo ) - Alternatively, the user may be
registering with CLEAR using what
is called a “"recycled phone
number”. This happens when a user
has a new phone number, and that
phone number was registered with
CLEAR by the old owner of the
phone number.

End users are not able to take
action on their own, since they are
not able to authenticate the existing
account

To resolve this, the partner needs to
raise an issue with the C1 support
team and request an account reset
on behalf of the user

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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UX Error - Selfie Match

We couldn't match your ID
portrait and selfie photo

‘We couldn't match your ID
portrait and selfie photo

Please scan another ID to continue.

Scan Another ID

CLEAR needs to capture a strong
image of the portrait photo on the
government ID.

Consider using an alternative
government ID that may have a
better quality photo on it.

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Angle your ID slightly so that no
lights reflect directly into the
camera

Fit your entire ID in frame

Hold your phone still

No Document Detected

No document detected

We could not detect a document in the
image you captured. Follow the tips below,
and try again.

™ Place your ID on a dark surface
N Avoid direct light to prevent glare
@: Fit your entire ID in the frame

@™ Hold your phone still

Try Again

AA @ clearme.com ]

< U} m

We could not detect a document in
the image you captured. Follow the
tips below, and try again.

Place your ID on a dark surface
Avoid direct light to prevent glare
Fit your entire ID in the frame

Hold your phone still

UX Error - Government ID

“Let's try scanning your ID
again”

Make sure your ID is valid and
unexpired

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Fit your entire ID in frame

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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&
i% cLEaR
Let's try scanning your ID

again

We weren't abhe to [

document. Follow these tips and try again.

M Place your ID on a dark surface
3 Avoid direct ight to prevent glare
f§ Do not crop any part of the ID

M Hold your phone stil

& clearme.com

Hold your phone still

UX Error - Government ID
(Front of State ID)

“Let's try scanning your ID
again”

Wrong Side of ID Captured

Your image contained the front of your ID.
Try again with a clear image of the back of
vour ID.

Try Again -=3

A & clearme.com e

< i) m (m]

Make sure your ID is valid and
unexpired

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Fit your entire ID in frame

Hold your phone still

UX Error - Government ID
(Back of State ID)

“Let's try scanning your ID
again”

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Fit your entire ID in frame

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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% cLeAR

Wrong Side of ID Captured

Your image contained the front of your ID.
Try again with a clear image of the back of
vour ID.

Try Again --3

AA @ clearme.com ¢

< M m ©

Hold your phone still

UX Error - Government ID | “Let's try scanning your ID
(Passport) again”

a4
i cLEAR

Let's try scanning your ID
again
W weren't able to

document. Follow t

M Place your ID on a dark surface

3 Avoid direct ight to prevent glare

f§ Do not crop any part of the ID

M Hold your phone still

& clearme.com

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Fit your entire ID in frame

Hold your phone still

UX Error - Government ID | “Your ID photo has glare”
(Glare)

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Angle your ID slightly so that no
lights reflect directly into the
camera

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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Glare detected on your ID

Your image could not be captured due to
excessive glare. Follow the tips below, and
try again.

™ Place your ID on a dark surface

w\‘\~ Avoid direct light to prevent glare

Try Again

AA & clearme.com ©

< M m

Fit your entire ID in frame
Hold your phone still

UX Error - Government ID
(Blurry)

“Your ID photo is blurry”

2:41 all T -

% cLEAR

Blurry image detected

Your image could not be captured due to
blur Follow the tips below, and try again.

[ o
@, Fit your entire ID in the frame

@™ Hold your phone still

Try Again

AA & clearme.com ¢

< M m

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Fit your entire ID in frame

Hold your phone still

UX Error - Government ID

“Your ID portrait was not
clearly captured”

Make sure the photo on the ID is
clear and undamaged

Make sure the document is well-lit
to avoid glare

Place document on a flat, dark
surface

Avoid direct sunlight to prevent
glare

Fit your entire ID in frame

CONFIDENTIAL + PROPRIETARY | © SECURE IDENTITY, LLC 2025
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Hold your phone still

£7% cLEAR

Your ID portrait was not
clearly captured
We w

Nt able Lo Process youw

document. Follow these tips and try again
m Make sure the photo on the ID is
clear and undamaged
M Avoid direct ight to prevent glare

M Hold your phane stil

i clearme.com

UX Error - Invalid ID “This ID is expired and Use a passport instead of a
cannot be used for state-issued ID
verification” Use an unexpired photo ID

Reach out to the partner
administrator contacts to confirm

the acceptable documents for this
process

This ID is expired and cannot
be used for verification

Please scan ancther ID to continue.

Scan Another ID
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