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TL;DR | Background

This document outlines how to handle Younger Users / U13 account inquiries and more for
our Younger Users in the United States (US).

Our team handles the following such as:

& Age appeals
> Kids Mode (u173)
= Age-Gate (Normal Mode to Kids Mode)

» U16/U18 Privacy Settings (Normal Mode age appeals - u16, u18, 18+)

# Parent Deletion Requests
® 3rd Party Reports for Suspected Underage Users
« Feedback from U13 users in the Kids Mode Experience
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1 If a parent writes in stating they manage their child's account, respond with the '{
HYPERLINK

If the parent reaches out a second time, follow up with the '[ HYPERLINK

Parent writes in to have their child's account deleted

e

o

Review whether the case flowed into In-App or Email
a. If the case is in ByteHi Email, proceed to step 3

b. If the case is in ByteHi In-App, respond with the ‘[ HYPERLINK

=QTEx" \h ]' macro. Currently, we are unable to add attachments to tickets in-app.
Submit the case.

2 Search for the account in Lighthouse to see if account is still active

a. If you cannot find the account in Lighthouse, respond to let the parent know that we
cannot locate the account with that username and send the '[ HYPERLINK

4. If account is still active + in Kids Mode, move to step 5.

5. If account is still active + in Normal Mode, conduct a check on the account for
objective identifiers or visual signals that the user is under 13 years old.

a. If you can locate identifiers or signals:

i In Lighthouse, "Delete Physically (Underage Ban)" the account with the
reason 'Underage Identified by Ourselves’

ii. Leave internal remarks, 'UID, parent deletion request, Deleted Physically -
Underage Ban identified by Ourselves'

esiond to the iarent with the '[ HYPERLINK

ge=QTQ" \h ]' macro response, and remove the line "Thank you for getting back to
us and completing that form!"

&, If you cannot locate identifiers or signals, move to step 6.

&. Respond to the parent with the "[ HYPERLINK
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N 0

email (See below)
Once the parent responds with an attached PDR form, check that the form is fully
complete, and indicates the child is under the age of 17

=

a. If the child is age 13+, we cannot fulfill the request because users 13 or older are
allowed to create a TikTok account. We only process parent deletion requests for
children under the age of 13. Respond with the '[ HYPERLINK

i If the parent writes back again and gives push back on the same request of
deletion, do not respond.

b, If form is incomplete or invalid, respond with the ‘[ HYPERLINK

8. If the form is complete, and the child is under the age of 13:

a. In Lighthouse, Delete Physically (Underage Ban)" the account with the reason
‘Underage by Parent'

4. Respond to the parent with the "[ HYPERLINK
-' macro response

1 Add an [ HYPERLINK

I - < {0 s

process using your Internal Remark SOP

PDR Form
{Current as of 2/1/2023)
[file-2021 TikTok Parent Deletion Request Form_boxusZOZTUQcr8983Uw1knzYdSgc.pdf]

% If a parent asks to pair their account with their child’'s U13 account, respond with
the '[ HYPERLINK

-macro.

; If a parent asks how to delete their child’'s account, respond with the '[ HYPERLINK
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3. If a parent asks about their child's account and it is banned for being underage,
respond with the '[ HYPERLINK

When a 3rd party (teacher, grandparent, friend, etc) reports a suspected underage user, we
review the information given + visual signals on the reported account and determine if the
user is under 13 or not.

User Support persannel

review: ko, nickname,

and handle, of account
in question

User Support personnel
reviews 6 maost recent
videos with captions

s the age-relate
formation indicatin:
uiz?

and content
| NO | Noactionon
the account
1. 3rd party writes in to report an account for being under 13
2. Search for the account in Lighthouse to determine if the account is in Kids Mode or

Normal Mode

a. If the account i

i

. If the account i

s in Kids Mode, do not action

Respond to the 3rd party reporter with ‘[ HYPERLINK

macro response

s in Normal Mode

i In Lighthouse, review identifiers on the account that indicate a user is

underage or

&

%

Confidential

user admittance to being u13
The username handle @xxxx
Nickname

Bio

Video captions

Visuals in video or carousel posts

TIKTOK3047MDL-002-00102080
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i. Review the last 6 videos posted on the account to see if there are any visual
signals in at least 4 of the 6 videos that the user is under 13 (visual signals
defined above)

i, If there is an indicator the user is underage

s In Lighthouse, "Delete Physically (Underage Ban)" the account with
the reason 'Underage by 3rd Party’

Leave an internal note in Lighthouse with 'U13 account, 3rd party
report - emailed on DATE, *insert case link*, insert u13 identifier'

Respond to the 3rd party reporter with '[ HYPERLINK

3. Add an [ HYPERLINK

relevant to this process using your Internal Remarks SOP

. If there is not an indicator the user is underage

1. Do not action on the account

2. Respond to the 3rd party reporter with the '[ HYPERLINK
_macro response.
3. Add an [ HYPERLINK

relevant to this process using your Internal Remarks SOP

Suspicious reports are considered reports made against accounts or users who are either
clearly 13+, verified creators, or have a desirable username handle (brand names, short or
specific words/handles), etc.

For suspicious U13 3rd Party or Parent Deletion Requests, do not action on.

® Please record all suspicious reports (even duplicates) in this tracker - [ HYPERLINK

® Add an [ HYPERLINK

Y < vant to this

process using your Internal Remarks SOP

Physical Deletions
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