Addressing Signature o
Extraction Issues t"e\/al

1. Overview

When the Arctrieval Intake Form is uploaded, the system automatically extracts the client’s or personal
representative’s signature and stores it in the Client Profile. The extracted signature is automatically
applied to the Individual Right of Access Request and other documentation sent to the healthcare
provider.

Important Note: The quality of the extracted signature directly affects whether healthcare providers
process or reject the request.

The quality of the extracted signature image depends on the quality of the uploaded Intake Form and
the placement of the signature on the form. Signatures that are difficult to isolate from surrounding
text, borders, or other document elements may require manual correction before they can be used
effectively.

This guide explains common signature extraction issues, how to correct them using readily available
tools, and when obtaining a new signature is the better option. For guidance on preventing these
issues, refer to Signatures That Get Results.

2. How Signature Extraction Works

When an Intake Form is uploaded to Arctrieval, the system locates the signature area, isolates the
signature from the surrounding document content, and stores it in the Client Profile. Signature
extraction depends on image quality, scan quality, document alignment, and the placement of the
signature on the Intake Form.

The extracted signature is automatically applied to the record request documentation. Extraction issues
are not related to the validity of the signature. A signature can be valid yet fail extraction if the image
quality is poor or if it overlaps surrounding content.

3. Understanding Signature Types

There are three methods for collecting signatures on the Intake Form. The method used affects the
likelihood of requiring manual correction.

e Arctrieval Digital Signatures — Captured directly in Arctrieval via the Online Intake Form. Because
signatures are created electronically in Arctrieval, they rarely require manual correction.

e Third-Party eSignature Platforms — Forms signed using services such as DocuSign, Adobe Sign,
or VineSign may require correction if the platform adds labels, timestamps, certificates, or other
elements around the signature.

e Physical (Wet) Signatures — Printed forms that are signed, scanned, or photographed are most
likely to require manual correction. Common issues include poor scan quality, shadows, borders,
signatures touching the box, and overlapping text.

Notices: Copyright © 2010-2026 Arctrieval, Inc. All Rights Reserved. This publication is protected by copyright, and all rights
are reserved. No part of it may be reproduced or transmitted by any means or in any form without prior written consent from
Arctrieval, Inc. You may make a copy or reproduce any part of this document for your own personal use. Making copies for any
other purpose is a violation of U.S. Copyright law.



Addressing Signature .
Extraction Issues tne\/al

4. The Ideal Signature
The goal of manual correction is to produce a signature that:

e isdark and easy to read,

e is completely visible,

e does not touch the borders of the signature box,

e does not overlap surrounding text or document elements, and
e closely matches the client’s original signature.

A properly extracted signature should appear clean and clear, similar to the example Individual Right of
Access request below.

| authorize your staff and that of any business associate (if applicable) to communicate directly (verbally or in
written form) with anyone at Smith, Gallagher & Spencer LLP regarding the right of access request, including,
but not limited to production fees, information availability, and delivery status for the requested protected
health information. | also authorize anyone at Smith, Gallagher & Spencer LLP to communicate directly
(verbally or in written form) with your staff and that of any business associate regarding the right of access
request.

Sincerely yours,

(- fct

John Hancock - Signature Date: July 5, 2026

For additional guidance on obtaining high-quality signatures, refer to Signatures That Get Results.

5. Fixable Signature Issues

Before submitting record requests, review the extracted signature in the Client Profile. If the signature is
incomplete, contains surrounding text or borders, or does not accurately represent the client's
signature, use the guidance below to identify and correct the problem before submitting the request.

The issues covered in this section are generally fixable, meaning the signature can often be corrected
through simple cropping, cleanup, or image editing without requiring the client or personal
representative to complete a new Intake Form. Depending on the issue, tools such as Snipping Tool,
Canva, or other image editing software may be used to isolate and clean up the signature before
uploading it back to the Client Profile.
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Signature Issue

Can | Fix It?

Description & Image

The system may extract the entire Intake Form page rather than
isolating only the signature. This commonly occurs when the
uploaded document contains dark scan borders, excessive
shadows, poor page alignment, or other visual artifacts.

Entire Page Client Intake Form with Black Border. pdf
8 Yes - Arctrieval Intake Form:
Extracted Snipbin Browse
Instead of pping
. Tool .
Signature \
—
Digital Signature: =]
Signatures touching the border may prevent Arctrieval from
extracting the entire signature because the system cannot
distinguish the edge of the signature from the border.
Client Signature:
Please sign clearly and
as large as possible
within the lines in the
area to the right.
. )
Signature Yes -
. .. Your signature must stay within the borders
Touchlng Smppmg without touching any edges of the box.
Borders Tool

Client Intake Form with Signature Touching Box.pdf

Arctrieval Intake Form:
Browse

Digital Signature:

Browse
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Signature Issue

Can | Fix It?

Description & Image

Signatures crossing the border may prevent Arctrieval from
extracting the entire signature because the system cannot
distinguish the edge of the signature from the border.

Client Signature:
Please sign clearly and
as large as possible
within the lines in the
area to the right.

. Yes -
Signature .. . _—
. Snlpplng Your signature must stay within the borders
Crossmg without touching any edges of the box.
Tool &
Borders
Canva
Client Intake Form with Signature Outside Box.pdf
Arctrieval Intake Form: m
Browse
Digital Signature:
Browse
A signature that overlaps printed text, labels, dates, or other
document elements may prevent the system from isolating the
signature properly. Depending on the severity of the overlap,
portions of the surrounding content may also be extracted.
Client Signature:
Please sign clearly and as
large as possible in the box
at the right if you agree to
the terms herein.
. Yes - .
Slgnatu re L. Make sure your signature
. Sni PpPINg does not touch or go
Overla PpIng outside the box or it will
TOOI & affect the image capture.
Text :
Canva withodt touching any edges of the box.

Digital Signature:

Arctrieval Intake Form:

John Hancock - Client Intake Form (...

Your i nature must stay within the borders
with ttouchin an ed es of the box.
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6. Unfixable Signature Issues

Many signature-extraction issues can be corrected using Snipping Tool, Canva, or other image-editing
software. However, there are situations where obtaining a new signature is more practical than
attempting further corrections.

A new signature should be requested when the signature quality is too poor to produce a clean,
readable result, even after applying the correction methods described in this guide. Extensive editing is
often time-consuming and may not guarantee a satisfactory outcome.

Signature Can | Fix ..
& Description & Image
Issue 1t?
When the original signature occupies a very limited area, the
extracted image may appear pixelated or blurry when enlarged.
While image-editing tools can improve the appearance to some
extent, they cannot recreate detail that was not captured in the
original image.
Client Signature:
Please sign clearly and
as large as possible
within the lines in the QL Ht
x No - area to the right.
Signature .
8 Obtain
Small or
Blurr new Your signature must stay within the borders
y signatu re without touching any edges of the box.
Client Intake Form with Small Signature.pdf
Arctrieval Intake Form: Browss DELETE
Digital Signature: } /‘
Browse DELETE
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Signature Issue

Can | Fix It?

Description & Image

Signature
Light or Faint

X No -
Obtain
new
signature

The extracted signature that is extremely light or faint. This often
occurs when the Intake Form is signed with a pen that has light-
colored ink, inconsistent ink flow, or a very fine tip. In these
situations, the extracted signature may appear thin, incomplete, or
difficult to read, even after applying image enhancements.

Client Signature:
Please sign clearly and
as large as possible
within the lines in the
areatotheright.

Your signature must stay within the borders
without touching any edges of the box.

Client Intake Form with Light Signature.pdf]

Arctrieval Intake Form:
Browse

Digital Signature: "N

Browse
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7. Correcting Signature Issues

Many extraction issues can be resolved by creating a clean image that contains only the signature and
uploading it back to the Digital Signature section of the Client Profile.

This guide uses Snipping Tool for Windows to demonstrate the process. For Mac users, the built-in
Screenshot tool can be launched by pressing Command (&8) + Shift + 4. While the overall process is
similar, the instructions below focus on using Snipping Tool in Windows.

For more advanced editing, Canva is available for both Windows and macOS.

Snipping Tool and Screenshot are best suited to simple issues that only require cropping or isolating
the signature from surrounding document elements. Canva is recommended when additional editing is
required, such as removing borders, separating overlapping content, or isolating signatures that cannot
be corrected through cropping alone.

8. Capture the Signature Using Snipping Tool

1. Open the original Intake Form that contains the signature.

2. Press Shift + Windows Key + S on your keyboard to launch Snipping Tool.

3. When the screen dims, click and drag your cursor around the signature to create a snip.

7 Revision Date: 2026-07-05
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4. Capture the signature using the guidance below.

Signature Issue What to Capture Description & Image

Crop the image so that
Entire Page | only the signature is
Extracted included, excluding scan
Instead of lines on the page borders,
Signature shadows, or other portions
of the Intake Form.

Crop as closely as possible
around the signature while
ensuring the entire

Signature . o
. signature remains visible.
Touching - .
It is acceptable to include
Borders

the portion of the border
that directly touches the
signature.

Capture the entire

signature, including any

Signature overlapping portions or
Crossing surrounding elements. The ‘ a,%(l
Borders image can then be further /-

edited in Canva to isolate
the signature.

Capture the entire
signature, including any

Signature overlapping portions or
Overlapping | surrounding elements. The
Text image can then be further

. . . Your gignature must stay within the borders
edited in Canva to isolate withodt touching any edges of the box.

the signature.

5. Release the mouse button to complete the snip.
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6. Click the Snipping Tool notification that appears
in the lower-right corner of the screen to open
the captured image.
7. Review the snip and confirm that: a
o The entire signature is visible.
No portions of the signature have been

cut off. ) Snipping Tool X
o Excess document content has been Screenshot copied to clipboard
removed where possible. Automatically saved to screenshots folder.
o The image accurately reflects the original Markup and share
signature. |
8. Click Save As and save the image to your - 0 b4

Save as (Ctrl + S)
computer.

& EditinPaint || O & T

If the signature extends beyond the borders or overlaps other document elements, continue to the
Canva section before uploading it to Arctrieval.

9. Signature Enhancement Using Canva

Canva is a free, web-based image editing application used to correct
signature extraction issues that cannot be resolved through cropping
alone. It is particularly useful for removing borders, text, and other
document elements when a signature crosses the signature box or
overlaps surrounding content. Canva is recommended throughout this

guide because it is free, easy to use, and works in any modern web

browser.

9.1. Creating a Canva Account

If you do not already have a Canva account, navigate to Canva.com
and create a free account. Users may register using their work email address or any other preferred
sign-in method offered by Canva. Once your account has been created and you are signed in, you are
ready to begin editing the signature.
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9.2. Uploading the Signature To Canva

Before opening Canva, ensure you have already captured the signature using Snipping Tool as
described in the previous section.

€ C QA nva.com 3 )
v Start your trial for PO
° What will you design today?

9 Ql

-

. $00c0000600Ge -l

More
T Recents / Owner v Anytype v Ty IS
& »

Uploads Upload
Add media

1. From the Canva Home page, click Upload (Add
Media).

2. Under Upload window, click Upload Files.

3. Select the signature image captured using KR

Snipping Tool. '
4. Click Open.
5. Once the image finishes uploading, click Edit Drop your content here or

Image. m Upload files | & Upload folder
6. Click Create Design.

Canva will open the image in a new design project within
a separate browser tab. John Hancock - Client Signatur...

351 x 115 px

To help identify the file later, consider renaming the
project using a descriptive title such as John Hancock -
Client Signature.

Use in a new design

(A Editimage
p

+ CreatedesiganJ / Save

&
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9.3. Removing Borders and Other Unwanted Elements

The first step is to remove any unwanted elements surrounding the signature, such as signature box
borders, overlapping text, labels, and other document content captured with the signature.

1. Select the uploaded image. .
2. Click Edit. -
3. Select Eraser.
4

Click Magic Eraser.

BG Remover

Eraser == ( L. Flip E: Animate Position

‘® Magic EraserE I
& Pixel Eraser

@ Askcanva D @ W e

The Magic Eraser tool automatically opens
in Brush mode, allowing you to manually select areas to
remove from the image.

5. Adjust the brush size as needed.
6. Click and drag over any unwanted elements.

As you make selections, the selected areas will be
highlighted in purple. Continue selecting all borders,
text, and other unwanted elements to remove, while
avoiding the actual signature whenever possible.

Once all unwanted elements have been selected:
7. Click Erase.

Canva will process the image and attempt to remove the
selected content while preserving the signature.
Depending on the image's complexity, multiple passes
may be required to achieve the desired result.

When satisfied with the cleanup, close the Magic Eraser
tool.

At this stage, the signature should be isolated and free
of the unwanted document elements.

{)s ft

X

Magic Eraser

Select area to erase Deselect

l\/\:/ Brush)w \* Click o Foreground

Auto-detect Beta

Brush size
[ | 50
fee back u

(- firect
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9.4. Improving Signature Quality

After removing unwanted elements, a few additional
adjustments can enhance the signature's overall
appearance and readability.

9.4.1. Upscale the Image
1. Select the image.

2. Click Edit.
3. Select Upscale.

Upscaling increases image resolution, improving the
overall clarity and smoothness of the signature. This can
make handwritten strokes appear cleaner and more
defined, especially when the original signature was
captured in a low-resolution scan or photograph.

9.4.2. Background Removal
1. Select the image.
2. Click Edit.
3. Select BG Remover.

Edit image X

Select area

= +
(A Al ) = Click y Brush >
(8 Al) (V¥ V4

Tools See all
£ vl
-o— % 3
= = =
N - -
Adjust Magic Magic Edit Upscale
Layers
w L
7 (E -
BG Remover Magic Image to BG
Eraser Video Generator

Background Remover removes the white background from the image, leaving only the signature. This
helps create a cleaner signature file and can improve how the signature appears on authorizations and
other generated documents. This step should be completed before applying image adjustments.

9.4.3. Adjust Image Settings
1. Select the image.
2. Click Edit.
3. Select Adjust.

Apply the following settings (Light):

e Brightness: -100
e (Contrast: +100
e Highlights: -100
e Shadows: -100
e Whites: -100

e Blacks: +100

The image settings increase the contrast between the
signature and the background while darkening the
signature strokes. This often makes the signature easier
to read, improves visual consistency, and can help
strengthen lighter portions of the signature that may
have been lost during scanning or photographing.

Brightness
D < -100
Contrast
O 100
Highlights
D -100
Shadows
] -100
Whites
D -100
Blacks
O 100
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Once the signature has been cleaned and enhanced, it is ready to be exported and uploaded to

9.5. Saving the Corrected Signature
Arctrieval.

1. Click Share.

2. Change the file type to PNG.

3. Select Transparent Background.

4. Click Download.

The corrected signature will be downloaded and saved
locally to your computer.

ClientSignature JA 41 O Share m

< Download

File type
B enG v
Size x
— . 1 w
— 351x115px
() Limit file size W

€

() Compress file (lower quality)

€

®& Transparent background

Preferences

() Save download settings

rFay - 1
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10. Adding Corrected Signature to Arctrieval

Once the corrected signature image has been saved to your local computer, it is ready to be uploaded
to the Client Profile in Arctrieval.

Important: If the client has active requests, replacing the Intake Form or Digital Signature will require
those requests to be canceled and resubmitted. See Clients with Active Requests below for details.

10.1. Uploading the Correct Signature to Arctrieval

= trieval  Smith, Gallagher & Spencer LLP John Nasam v @®Help

A Dashboard Clients | Q Hancock, Johr| OPEN FILTER EXPORT TO EXCEL ADD NEW CLIENT
IL'. Clients ) Name 4 Phone M C e te of Birt N - > 5 E ol Laact b0 ma ted Dat

Record Requests (480) 272
Hancock, John 0513 Tempe  AZ  01/01/1980 8888 Yes Yes No No johnhancock@arctrieval.com  02/23/2023 06/23/2026

(]

Contacts

Reports

Forms

Settings

e » o m

Crowdsourced Updates

1. Click Clients in the  [sommenrocen
|eft-hand menu Date Of Birth:  01/01/1980 Last401SSN: 8838 Aliases: Bobby

Record Requests Client Details Contacts History Documents & Files

2. Use the search bar s - .
to locate the client o . Jr—— ek ke o =
by name and open | .. — AV -
their Client Profile. o e 1 st s -

3. Select the Client
Details tab.

4. In the Digital
Signature section,
click Add
Document.

5. In the Upload . .

Digital :ignature Upload Digital Signature Image X
Image window,
. I a File
click Choose a
File”_ Selectimage file in PNG, JPG, JPEG or HEIC file format to upload.

Note: To avoid processing issues and for all features to work correctly, all pages in the uploaded document must be in
portrait orientation.

CLOSE ADD DOCUMENT
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6. A message will

appear indicating Upload File X
that uploading a
. H Uploading new file will overwrite an existing one
new fl |e wi ” Are you sure you want to continue?
overwrite the
existing signature. CANCEL
Click Upload File
to continue.
& Open X
7. Select the
Corrected Signature <« v o > Downloads > John Hancock - Signature Issues Search John Hancock - Sig... @
image from your Organise v New folder O~ o 0
. > @b John Anthony -
computer and click i
open‘ @ Desktop
4 Downloads
BACK UP
= Documents
P9 Pictures f / z
#) Music _dd
B3 Vi / Z e ' g e e
Screenshots John Hancock - Client Signature (1) John Hancock - Client Signature (Overlapping
File name: | John Hancock - Client Signature (1) ~| Custom Files v
| Open Cancel
8. Click Add X

Document to
complete the
upload.

Upload Digital Signature Image

John Hancock ...

Select image file in PNG, JPG, JPEG or HEIC file format to upload.

Note: To avoid processing issues and for all features to work correctly, all pages in the uploaded document must be in

portrait orientation.

CLOSE ADD DOCUMENT

Once the upload is
complete, review the
signature within the Client
Profile to confirm that it
appears correctly and that
all unwanted elements
have been removed before
proceeding with
authorizations or record

Patient's Photo ID:

Arctrieval Intake Form:

Digital Signature:

John Hancock Government ID...

John Hancock Intake Form.pdf

ADD DOCUMENT DELETE

ADD DOCUMENT DELETE

(M- ft

Additional Client Documentation:  Click Add Document to upload

ADD DOCUMENT DELETE

ADD DOCUMENT

requests.
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10.2. Clients with Active Requests

If the client has one or

. Editing Client Information with Active Requests X
more active requests,
Arctrieval will dISp|ay an The client has one or more outstanding requests. Because the original information is still present in the submitted requests,
Editing Client the changes will not apply to them.
o o o To use the client's updated information, you must cancel all outstanding requests and issue new requests if you change any
Information with Active of the following items:
Requests window. 1 Name
2. Date of Birth
1 1Fi 1 3. Aliases

This notification appears ol Address
because the client's or 5. Social Security Number

. , 6. Personal Representative Information
persona | re p resentative’s 7. Arctrieval Intake Form or Digital Signature
Slg nature is embedded in You will need 1o resend any outstanding requests if you change any of the following documents related to the Client:
the request document 1. Patients Photo ID

. 2. Additional Client Documentation
When they are su bm Itted- 3. Representative's Photo ID

4. Relationship Documentation

Updating the signature
does not update requests
that have already been

sent. CANCEL PROCEED WITH CHANGES

Certain client information,
including the Digital Signature, will not apply to existing requests. To use the updated information, any
outstanding requests must be canceled and resubmitted.

To proceed with the Client update, click on Proceed with Changes. To discard the changes, click on Cancel.

Important: You will need to cancel all outstanding requests and issue new requests after you update
the Arctrieval Intake Form or Digital Signature.

11. Frequently Asked Questions

What happens if | submit a request with a signature that has extraction issues?

If a request is submitted with an improperly extracted signature, the healthcare provider may reject the
request and refuse to release records until a corrected authorization is provided. The impact depends
on the type and severity of the signature extraction issue.

Why did the provider reject my request for "Signed Authorization Missing"?

This rejection usually occurs because the signature was not extracted correctly and the authorization
does not contain a usable signature image.

One common example is the Entire Page Extracted Instead of Signature issue, where the authorization
contains a thumbnail of the Intake Form instead of the client’s signature. Without a valid signature, the
provider may reject the request.

Why did the provider reject my request for "Signature Mismatch” or "Signature Discrepancy”?

This rejection occurs when the signature on the authorization differs significantly from the signature the
provider has on file or from the signature appearing on the client's photo identification.
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Issues such as signatures crossing borders, overlapping text, being too small, or appearing too light can
produce distorted or incomplete signatures that providers cannot confidently verify.

What should I do if | discover a signature issue after submitting a request, or if | receive a
signature-related rejection?

Correcting the signature in the Client Profile does not update requests that have already been
submitted.

To use the corrected signature:

1. Cancel the affected request.

2. Correct the signature using the methods described in this guide or obtain a new signature if
necessary.

3. Upload the corrected signature to the Client Profile.

4. Submit a new request using the updated signature.

Before resubmitting, confirm that the corrected signature is clear, complete, and accurately represents
the client’s original signature.

How can | avoid signature-related rejections?

Review the extracted signature before submitting record requests. A clear, complete signature that
closely matches the client’s original signature is far more likely to be accepted by healthcare providers.

For additional guidance on preventing signature extraction issues, refer to Signatures That Get Results.
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