How to get help

As a parent using ParentPay for your school's payment needs you may, on
occasion, need to contact us if you are not able to get a resolution from the
child's school.

Finding answers

You will find an answer to the most common questions in one of our 'How to...'
guides, here in this Help Centre. You can either navigate to an issue using the
categories or, if you know what you are looking for, you can use the handy
search option.

Knowledge base

MANAGING YOUR ACCOUNT

PAYMENTS AND REFUNDS

MEALS AND BOOKINGS

COMMUNICATION



Can't find the answer? Let's get you some
help

We understand that not all problems can be solved with simple guides. Don't
worry though, if you can't find the answer to your specific question at the
bottom of each article, including this one, you'll find a handy link to contact
support.

Not found what you need?

For faster support, it is always best to contact your school first. They'll be able to help with
most issues. If you need to report an issue to us, we require that you log in to your
account first. This allows us to securely identify you and your school right away. If you can't
log in, you can still log an issue with us though it will take longer to process.

Click here to contact support

You'll be asked to log in if you aren't already, making it easier to capture some of
the information we will need to solve your query, for instance, your child's name
and the school they attend.

Parent help

Please login to report an issue

Email address

Hi;l"lG_ﬁ-(:‘HI'd\‘}j-[u';‘l(]t’l co.uk ﬁ

Password

Login




This option should only be used if you can't log in (see Getting help if you are
unable to log in to your account for more information).

Unable to login

Once logged in, you will see two options for getting support, each displaying a
sample of the type of issue that each group can help with:

Support type Outcome

é ParentPay Cymraeq

Schoolissues -

Parent help

Logout &

¢ | can't book a meal for my child
¢ | can't find the payment item | am School support
supposed to be paying for

* |wantarefund foran item | have paid for Please contact your school who will be able to

¢ | want a refund from my childs dinner help you with your enquiry.
money card Child name

o My child's dinner money balance is wrong

¢ Data Protection requests related to your Maggie Smith 5
children

For general enquiries

Contact your child's school School contact name:
Jessica Jones
School email address:

j-jones@marvel.sch.co.uk

School telephone number:
01234121212

Selecting this option will allow you to select a
child to display the contact details of the school P
they attend, allowing you to call or email them

directly.



https://parent-support.parentpaygroup.com/hc/en-gb/articles/4416963652113-How-to-get-help#h_01G68DVH5YZEBQQ14T7BAV40EZ
https://parent-support.parentpaygroup.com/hc/en-gb/articles/4416963652113-How-to-get-help#h_01G68DVH5YZEBQQ14T7BAV40EZ

Support type Outcome

é ParentPay Cymraeq

Logout (>

Parent help
¢ | want to withdraw my money from
ParentPay Parent Account ParentPay support form
* My Parent Account is showing the wrong
balance

p : Please complete the form below. Your query will
| can't merge_ my children be logged with our Parent Support team and you
Data Protection requests related to you will receive an email confirmation shortly.

Contact P P Qur Parent Support team operate 08:30-17:00
e LI Monday to Friday (exc. English Bank Holidays).

Please note: In order to resolve your query we
may need to share the information provided with

Selecting this option will open a ParentPay your school.
support form. Select a Child name, Issue type, All fields are mandatory unless otherwise
and enter an Issue description, including all slated.
relevant information such as dates, times, Name
amounts, payment item names, etc. Jane Smith
Email
NOTE: Do NOT enter any payment details Jane.smith@email.com
A Do you want to supply alternative contact
After selecting Send support request a details?
confirmation message with your ticket reference Yes = No

number is displayed, and an email with the details
of your issue will be sent to the email address
associated with your Parent account. You can Please select
reply to this email should you wish to update or
close your issue.

Child name

4>

Issue type

Select type...

4»

Issue description

Send support request

Return to ParentPay

Note: If your issue involves something that only your child's school or caterer
can help with, and you choose the Contact ParentPay option, you will be
directed back to the school for assistance.



Getting help if you're unable to log in to your account

If you can not log in to your Parent Account and need help with accessing your
account you can use the manual support logging form.

Instead of logging in when asked, select the Unable to login option (shown

in [2] above).

This will open a manual entry form that you can complete to log your access
issue. All information will need to be entered accurately to ensure the team is
able to provide appropriate help.



All fields marked with an asterisk * are
required

Your details
Name*

Name 2=
Email*
Email

Confirm Email*

Confirm Email

School Name

School Name

Child Name

Child Name

Issue Type*

Select type...

4r

Issue Description*

Issue Description

™

reCAPTCHA

Privacy - Terms

I'm not a robot

Submit

After selecting the Submit button you will receive an email to the address you
entered along with a ticket reference number. Should you wish to update the
details or close the issue, simply respond back to that email.



Not found what you need?

For faster support, it is always best to contact your school first. They'll be able to
help with most issues. If you need to report an issue to us, we require that you
log in to your account first. This allows us to securely identify you and your
school right away. If you can't log in, you can still log an issue with us though it
will take longer to process.



