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Tribal Cloud and Support Services 

Tribal Cloud and Support services provide a range of services design to maximise value from utilisation of 
Tribal solutions. 

The Customer Support Services portfolio provides a description of the services experienced during the 
lifetime of a support and maintenance engagement with Tribal. 

 

Welcome to the new Tribal Remedy Self Service Portal. 

 

RemedyForce is an IT Service Management (ITSM) offering that supports ITIL best practice. Tribal Group use 
RemedyForce to manage incidents, requests and problems for client facing services.  

SchoolEdge uses RemedyForce to manage inquiries and requests for our Support service. For clients, 
RemedyForce provides a simple online Self-Service Portal with the ability to raise, track, and respond to 
support requests. This is our preferred method for requesting support for all Tribal SchoolEdge products. The 
portal is accessed using https://support.schooledge.com.au. 

Important note:  

- When a new ticket is created or an existing ticket updated in RemedyForce an email response 

containing a ticket ID will be sent by the system to notify you of receipt. If the ID is maintained in 

subsequent emails, any text and attachments will be added to the existing ticket.  

- Please avoid emailing staff directly as these will not be redirected to our RemedyForce queue and 

therefore may not be actioned/managed as required.  

Whilst our preference and focus will be on the Self-Service Portal our support line, 1300 301 931; will 
continue to be monitored. 

RemedyForce provides us a more effective mechanism to support you, the customer. If you have any 
questions, please contact our support team at support.schooledge@tribalgroup.com. 

Your Log in Details 

Your log in details will have been sent to you by the system using the address: 
servicedesk.sheffield@tribalgroup.com  

With the following contents: 

https://support.schooledge.com.au/
mailto:support.schooledge@tribalgroup.com
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On initial log in you will be asked to change your password. 

Logging in 

To Log in please go to: https://support.schooledge.com.au (redirects to http://tribalgroup.force.com ) 

 
Enter your Username and Password as provided in your Welcome email. 

A pop-up will appear for you to change your password to something more memorable, please change your 
password to proceed. 

  

https://support.schooledge.com.au/
http://tribalgroup.force.com 


Tribal Support Services Schedule 

Tribal Cloud and Support Services 

 

Tribal Confidential 16 June 2017  Page 4 of 11 

Navigating the Home Console 

Once logged in you will be taken to the Home Console: 

 
From here you can do the following: 

- Raise a new ticket using the Raise A Ticket section** 

- View Tickets – both current and closed tickets* 

- Contact Us (ServiceDesk UK) with any general queries regarding current or closed tickets 

- Search for any of your tickets 

* You also have the option to add a Note to a current or closed ticket if you wish to query it (details below).  
Closed tickets remain on the self-service portal for 6 months. 
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RemedyForce Usage 

1. Raise a New Ticket 

The Raise A Ticket area contains templates for support calls across all of Tribal.  

For SchoolEdge software please use the ‘SchoolEdge Request/Incident’ Template to raise a call. 

 
 

 
 

Required information: 

- Full detailed description of the issue and screenshots if available. 

- Product (and Module where appropriate) 

- Alternate Contact details (where appropriate) 

Once you have completed, click Submit.   A member of the Support team will be in contact. 



Tribal Support Services Schedule 

Tribal Cloud and Support Services 

 

Tribal Confidential 16 June 2017  Page 6 of 11 

Fields in the Ticket window explained: 

Incident Summary – This field is populated with a high level summary of your incident. 

Opened Date – The date the Ticket was opened. 

Describe your Issue – This field is populated with the initial ticket information, please try to include as much 
information as possible. 

Resolution – If you resolve the issue you can update this field and ‘Submit’ it to Support, we will then close 
the Ticket. If Support close the call you will be able to see the Resolution notes from Support in this field. 

Recreation Steps – This field is populated with the steps taken to recreate the issue – please include this 
information where appropriate. 

Alternate Contact – This field is populated with the name, email address and phone number of an alternate 
contact for the ticket, or you can include your availability days and times here to assist us in contacting you. 

Note: If you are raising a request to SchoolEdge support on behalf of an associated school  (i.e. a central CEO 
or diocese raising the request for an associated school), please add the school’s name and contact in the 
Alternate contact field. 

Product – Please select the Product your ticket relates to – all SchoolEdge products are prefixed by ‘S-Edge’ 
to help select the appropriate area. This may be updated by Support. If unsure leave this blank as our 
support desk will review and select as required. 

Module - Choose a Module to categorise your query to the correct technical or product area. This may be 
updated by Support. 

Version Issue Found – What version of the Product / Module is affected? 

Environment – Which environment is affected? Populate if needed/appropriate. 

Customer Reference – Populate with your own customer reference if you have need. 

Choose a Category – You may wish to categorise the ticket. This may be updated by Support. 

Closure Category – read-only field from the Incident Form.  Will show value if populated on the Incident 
Form by Support. 

Closure Category (req.if client closes) – To be used if you wish to close a call 

Attachments – Any attachments added to the call by customer or support.  

To Add a new attachment click  , browse to your attachment (word documents, jpgs and pdfs 
are best as they keep the overall size small, as there is a 10MB limit on each attachment , and you can have 

25MB of attachments overall) and then click Add: .  

A new feature is the Delete option, you can now delete any attachments if they have been uploaded in error. 
If you do not recognise a file please query with support. 

***Please do not attach databases to support tickets.*** 

 

Notes – The Notes field is where you can update your call or request a call back.  

Click on  and a Note pane will appear: 
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Enter your note, click ok and then Add: 

 
The Note will then appear in the Notes list: 

 
If the Support team add a Note to the call, this will also be displayed in this section. 

Once all updates are completed please click Submit: 

 
Your New or Updated Ticket has been sent to Support. 

If you cannot access the SelfService portal to raise a ticket, you can still contact SchoolEdge Support by 
emailing support.schooledge@tribalgroup.com (or servicedesk@tribalgroup.com); a ticket will be 
automatically raised on your behalf. Alternatively you can contact our support line on 1300 301 931. 

Important note: please avoid emailing staff directly as these will not be redirected to our RemedyForce 
queue and therefore may not be actioned/managed as required. 

mailto:support.schooledge@tribalgroup.com
mailto:servicedesk@tribalgroup.com
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Contact Us and Querying CLOSED Calls 

The Contact Us option will direct your message to the Servicedesk (UK).  This option should be used if an 
appropriate template is not available in Raise A Ticket, or you wish to query on Closed calls no longer 
displayed on self-service. 

Simply enter your Subject and then detail in the Message area. Please include as much information as 
possible if querying on a Closed call. 

 
If you wish to contact SchoolEdge Support regarding an existing ticket please update your ticket via the View 
Tickets option or send an email to support.schooledge@tribalgroup.com with the subject line including the 
reference number of your ticket in the following format: 
“Incident (Ref:IN:########)” where ‘########’ is the number provided to you for your ticket. 

 
You can also include attachments in your emails which will be added to your support ticket automatically. 
Please ensure that the email is no larger than 10MB to ensure mail filters accept the email. 

***Please do not attach databases to support tickets.*** 

mailto:support.schooledge@tribalgroup.com


Tribal Support Services Schedule 

Tribal Cloud and Support Services 

 

Tribal Confidential 16 June 2017  Page 9 of 11 

View Tickets 

When accessing ‘View Tickets and Requests’ the view will show you all the tickets you have logged. 

 
Click on the Ticket Number you wish to View and the Ticket will open as below: 

 
You may make changes to any unlocked fields, add attachments or notes and request updates. 

 

Search Function 

This search function is to search tickets and knowledge articles. This area is currently under construction, 
and knowledge articles will be added in the future. 

 If you have any questions or queries in regards to the Self Service Portal or require a log in please contact 
the SchoolEdge Service Desk  
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Service Level Targets  

Incident Priority Levels & Response and Resolution Times 
 

Tribal SchoolEdge works to the following Service Level targets where an incident’s priority is defined by its 
severity (or impact) and its urgency. 

Severity Level Definition 

Severity  1 An incident where a critical aspect of a product’s features is 
inoperable/unusable, the quality of data is compromised in the production 
system, and/or key processes (i.e. payroll, enrolment) are interrupted during 
current business cycles. 

Continued disruption of which will cause serious business, financial, or legal 
implications.  An immediate resolution is required to restore operation 

Severity 2 An incident where important aspects of a product's features are 
inoperable/unusable, the quality of data is compromised and/or key processes 
are being interrupted.  Normal business function is largely available, and 
business can continue in a restricted manner for a short length of time. 

Severity 3 An incident where aspects of a product's features are inoperable/unusable, 
the quality of data is compromised and/or key processes will be interrupted. 
Long term operation is not adversely impacted, and business can be conducted 
as normal with some limitations.  Rectification of the incident is required to 
renew full business operation. 

Severity 4 An incident that should be resolved in the long term but does not 
affect/hinder the operations of a system, business process or compromises key 
data. Business can operate as normal for some time. 

 

Urgency Level Definition 

High Affects all user groups or critical user groups in current business cycles 

Medium Affects multiple users or key user groups in current business cycles 

Low Affects limited user (i.e. <5) in current business cycles or has the potential to 
affect multiple user groups in future cycles. 

 

 
Severity - 1 Severity – 2 Severity – 3 Severity - 4 

Urgency - High 1 2 3 4 

Urgency - Medium 2 2 3 4 

Urgency - Low 3 3 4 5 
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Response and Resolution Times 

During Support Hours: 

Support Hours are defined as: Between 8.00am to 4:30pm AEST, Monday through Friday but excluding Australian public 
holidays and any day between the Christmas Day and New Year’s Day. 

SEVERITY REQUEST TARGET RESPONSE TIME TARGET RESOLUTION TIME 

PRIORITY 1 30 minutes 8 hours 

PRIORITY 2 4 hour 2 days Business Days 

PRIORITY 3 8 hours 10 days Business Days  

PRIORITY 4 2 days 20 Days Business Days  

PRIORITY 5 3 days 30 days Business Days 

 

Outside Support Hours: Best Endeavours for Priority – 1 Incidents. 

 

Support Hours and Incident Reporting.   

Tribal  SchoolEdge will provide you with telephone, email and online support during normal business hours 
of 8.00am to 4:30pm AEST, Monday through Friday but excluding Australian public holidays and any day 
between the Christmas Day and New Year’s Day (“Business Hours”).  You must report each Incident you 
experience to Tribal  SchoolEdge using the following contact details (unless advised otherwise by Tribal  
SchoolEdge)  

¶ Online: support.schooledge.com.au 

¶ Email: support.schooledge@tribalgroup.com 

¶ Phone: 1300 301 931 ( +61 3 9690 5044) 

To enable a request for support (an incident) to be dealt with as efficiently as possible please provide the 
following information when seeking support: 

Contact’s Details; Email Address; Phone Number; Subject; Product / Module; Category; Priority;  

Version; and Description (including any other relevant information that Tribal  SchoolEdge subsequently 
requires of its clients logging support requests into Tribal  SchoolEdge’s issue tracking system, relevant logs 
and traces, any potentially related issues where there are problems with some of the Clients other systems). 

mailto:support.schooledge@tribalgroup.com

