
Troubleshooting Login Issues for Arbor 

Parent Portal and App 

This guide provides troubleshooting tips to help you log into your school's Parent 
Portal or Parent App. It's recommended you try these steps before contacting your 
school for assistance. 

Please note: Only parents with a guardian profile added to the school's site can 
use the Parent App, and school staff and teachers cannot access it. 

 1. Verify Your Login Information 

 Make sure you are using your email address as your username. If you cannot 
log in with your email address, please email office@riverview.staffs.sch.uk 

2. Password Issues 

Forgot your password? 

 Click the Forgot your password? link on your login page to receive a 
password reset email. 

 If the email does not arrive, contact your school to request one. They can 
manually send you a reset password email or set a new password that you 
can change after you log in. 

 

 Haven't received a login or password reset email? 

 First, confirm with your school that the email address you are using is the one 
they have on file for your account. They can edit it if it is incorrect. 

 If your email address is correct on their side but you still aren't receiving the 
email, ask your school to manually send you a reset email or set a new 
password for you. 

 If your email address is used on more than one school site, you may not be 
able to get a reset password email for the most current site yourself. To 
prevent future issues, contact the old school to have them remove or change 
the email address from that account 



 

Expired Login Link 

 If you are trying to log in using a link from an email, be aware that the link will 
not work if it was sent more than 96 hours ago 

 

  

 To fix this, you will need to have a new reset link sent to you. 

 

3. Common Error Messages 

"You don't have permissions to access Arbor" (or a suspended account 

message) 

This means your account is suspended and you will not be able to log in. You must 
contact your school to ask them to enable your account. 



 

Blank Screen or an error message 

This can happen if your profile has not been linked to any students. Ask 
your school to check the following: 

 What type of guardian you have been recorded as; only those marked 
as Primary Guardians can access the Parent App or Portal. 

 That they have correctly linked you to your children. 
 That they have not accidentally created duplicate profiles using your email 

address. 

 

 

"Email or password incorrect (in the Parent App) 

 Try logging in on a web browser at login.arbor.sc. 
 If the web login works but the app doesn't, ensure you are using the latest 

version of the app. If you don't see the version number on the login screen, 
you have an old version and need to download the latest one. 

  

https://arboreducation.zendesk.com/knowledge/editor/01HCC89JC95NP1P2434973SJXP/login.arbor.sc


 

 If you can't log in via the web browser, try resetting your password. 

4. Other Login Issues 

 Logged into the wrong account: This means your school has mistakenly 
used your email address on another guardian, student, or staff member's 
profile. Contact your school to have them fix this. They will also need to check 
for duplicate guardian profiles. 

 Can't see your child or switch between children: 
o Make sure you have agreed to the Terms & Conditions the first time 

you accessed the app or portal. 



 

 Make sure you have correctly entered your child's date of birth. 

 

 5. Still Cant Log in? 

If none of these steps work, you will need to contact your school for help.  Please 
email office@riverview.staffs.sch.uk for further assistance. 

 

mailto:office@riverview.staffs.sch.uk

