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SERVICE DEFINITION
An overview of PebblePad’s support offering, features and functionality.



PebblePad Service Definition

FUNCTIONALITY OVERVIEW

Portfolio tools support the ability for any user to create beautiful, shareable portfolios to showcase 

experience, skills and capability.
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PebblePad is a Learning Journey Platform designed to help universities guide and develop future-ready 
graduates. Every day, thousands of students access our award-winning platform to plan for their learning, 
record and reflect on their experiences, and collect, curate, share and showcase evidence of their 
evolving capabilities. An overview of PebblePad functionality is provided below along with a link to a more 
detailed analysis of our full feature set.

In-built templates support the capture of (and reflection on) experiences as they happen, promoting 

lifelong and life-wide learning.

Fully customisable templates and workbooks support the creation and ongoing management of 

fit for purpose frameworks. Typical uses range from the creation of workbooks to support placement  

through to the rollout of entire onboarding and competency frameworks.

Open standards and an integrated platform make it easy for organisations to put PebblePad at 

the heart of a learning culture and offer a range of authentication methods. Individual users benefit 

from greater flexibility with out of the box integration with third-party applications and single-sign-on.

Any time, any device working makes it easy for learners to record their experiences and reflections 

on any device – even when they’re offline.

Assessment and feedback are fully supported through PebblePad’s seamlessly integrated assessment 

engine, ATLAS. The platform facilitates timely feedback and conversations, as well as a host of clever 

tools to support formative and summative assessment, including integrated rubrics, feedback templates, 

scorecards, peer review, multi-level approvals and much more.

Comprehensive support from a dedicated team of experts that has successfully supported hundreds 

of customer implementations - combined with reliable and cloud-hosted software - is a surefire way to 

guarantee a successful implementation, no matter what the scale of use.

At https://bit.ly/pebblepad-features  you can download a copy of our features comparison checklist to help 

you compare and contrast portfolio capability across different platforms and providers. The checklist provides 

more than 300 areas for consideration and covers portfolio features, tools for designing frameworks for 

learning, and functionality to support assessment, integration and mobile learning.



PebblePad offers fully managed cloud hosting for organisations of all sizes. With around-the-clock 
monitoring, proactive security measures and scheduled backups, we offer a safe, stable and scalable 
cloud-hosting environment.

Replica servers of all operational databases are maintained within the primary hosting location of 
Amazon's Ireland region. In addition to this, a nightly encrypted backup is transferred to Google’s Cloud 
service in multiple regions across the EU, these backups are maintained for 6 months. 

In normal failure circumstances, we would recover from replica servers and the RPO (Recovery point 
objective) is 5 minutes with an RTO (Recovery time objective) of 1 hour. In the event of a total 
unrecoverable failure of Amazon's infrastructure in Ireland we would fall back on nightly backups stored 
in Google’s Cloud Platform and restore the service in a different provider, the RPO in this case is 48 
hours, and RTO is 8 hours.

BACKUP & RESTORE - DATA PROCESSING & STORAGE LOCATION - 
DATA RESTORATION AND SERVICE MIGRATION

There is a regular patch schedule in effect with primary servers updated Mondays and Tuesdays as 
required at around 03:00 am (time-zone dependent). If a reboot is required there will be a short period of 
downtime of approximately 10 minutes, this will generally occur once a month on a Monday. Secondary 
servers are updated Wednesdays and Thursdays as required around 03:00 am with no downtime. 

Clients will be notified of other maintenance tasks requiring downtime in advance. The period of notice 
will vary depending on the urgency and risk involved, but will generally be at least a week. Major 
maintenance is normally scheduled outside busy academic periods.

DATA BACKUP 

MAINTENANCE WINDOWS

Our getting started services range from initial onsite training to large-scale implementation services. Our 
implementation toolkit and onboarding processes ensure customers are able to get up to speed quickly, 
regardless of the scale of use. Most user documentation is included within the system to ensure it 
remains up to date and is conveniently located. You can read more about our implementation toolkit 
here https://bit.ly/pebbled-ITK

ONBOARDING

Pebble Learning. April 2019.
Registered in England and Wales Registration number 04922922. 
Registered Office: E-Innovation Centre, University of Wolverhampton, Shifnal Road, Priorslee, Telford, Shropshire TF2 9FT. 
Tel: 01952 288300 Email: hello@pebblepad.co.uk



Once a customer has decided to terminate their contract with PebblePad they have 150-days from the 
contract end date to export any required data. After the 150 days, all data will be removed from our systems. 

PebblePad is divided into two areas: 

 1. Assessment (ATLAS)
 2. The Personal Learning Space (Pebble+) 

For data held within ATLAS, an organisation can export all work submitted by users as PDF records. This 
service is available for an organisation to use, without charge, to export records themselves. If required, our 
support team can complete this process on behalf of a client, but this will be a chargeable service.

For data held within Pebble+, users have the option to either export their assets to PDF or convert their 
accounts to Alumni accounts. Converting their account will make their assets available to them via our 
personal service and is independent of their institutional account.

OFFBOARDING
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FEATURES AND BENEFITS
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Activity Log
Blog
Portfolios
Workbooks (task-based portfolios)
Bespoke Forms and Templates
Offline Forms and Templates
Assessment and Competency Management
Permissions Management
Video Optimisation
Reporting and analytics

Key Features:

Record activity and experience on the move
Work from any computer, tablet device or smartphone
Record and upload multimedia evidence
Manage large cohorts and submissions in a single secure place
Integrate with existing systems
Highly scalable for organisations of any size
Build bespoke frameworks with ease using intuitive design tools
Straightforward evidence and file upload
Offline working with auto-synchronisation when back online
Share and showcase learning assets easily, and retain control of who can review and provide feedback

Key Benefits:



PebblePad is proud to offer a 99.9% uptime guarantee. If an outage exceeds this level within a rolling 
12-month period clients can claim a refund of 2.5% of license fees for every 0.1% of downtime measured 
across the year. The maximum refund will be 100% of fees paid. Any payments will be made or credited 
at the end of the licence period to which they apply.

SERVICE MANAGEMENT - SERVICE LEVELS - FINANCIAL RECOMPENSE

This guarantee excludes circumstances beyond our reasonable control, including, without limitation, 
outages elsewhere on the Internet that hinder access to your service, unavailability of or interruption or 
delay in telecommunications or third party services not appointed by Pebble Learning, or other force 
majeure event issues outside the direct control of Pebble Learning or its appointed agents. The 
guarantee does not cover periods of work agreed with you - for example, the service being taken offline 
to facilitate the integration of PebblePad with your systems.

AVAILABILITY GUARANTEE

INCLUSIONS AND EXCLUSIONS

COMPENSATION

SERVICE MANAGEMENT - SERVICE LEVELS - FINANCIAL RECOMPENSE

AVAILABILITY GUARANTEE

INCLUSIONS AND EXCLUSIONS

To be eligible for compensation under the Network Uptime Guarantee, a client must notify us of a 
possible downtime incident. Upon opening a support ticket, we will ascertain whether the problem exists 
within our realm of reasonable control. If the problem is within our infrastructure, we will measure 
downtime from the time we were notified of the incident to the time that the incident was resolved. 
Clients must notify us via email to support@pebblepad.co.uk indicating that they wish to pursue their 
rights as guaranteed by this SLA within 7 days of the incident. Clients should contact PebblePad 
personnel via telephone to confirm receipt of their notification if they have not received confirmation 
from within 48 hours of sending the initial notification. Any refund payments will be made within 30 days 
of the end of the annual period.

COMPENSATION
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We provide a single comprehensive support package for all our customers. Our support is focused on key 
contacts at the client organisation. These are defined by the client, but typically include local support teams or 
system managers. 

Our support offers the following services:

USER SUPPORT

24/7 emergency cover for major system issues
Core support during normal business hours (8:30 am – 5.30 pm) Monday to Friday
Support is available via a direct telephone support line or email
Support requests can be logged directly with us via a link in the system straight into our web help desk.
Support response times: Within 48 hours during the working week (typically much quicker).
Phone support availability: 9.00 am to 5.00 pm (UK time), Monday to Friday
Onsite support available at an extra cost

Training and consultancy activities are planned in collaboration with the organisation and the number of 
required training days will depend on the scale of use.

We have extensive experience with implementing PebblePad as an organisation-wide solution and consider 
implementation planning and training to be core features of a successful process. Our consultants, who have a 
background in education and training, and a long history of working in educational institutions, will deliver the 
training. All essential initial training will be delivered on-site, with follow-up training delivered either on-site or 
online, as negotiated with the customer. 

Our typical initial training includes a two-day implementation workshop with key customer stakeholders, early in 
the project timeline. This will then be followed by at least 3 days of hands-on product training with early 
adopters and key education design/support staff. The focus of this training is to not only learn the tool but also, 
and perhaps more importantly, understand the pedagogy behind its use. Considerable time will be spent on 
planning and developing workflows and resources for the initial implementations. The training is designed and 
delivered with a train-the-trainer focus so that it can then be cascaded internally as required. All training 
materials and resources will be made available for ongoing use within the organisation.

TRAINING
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We are extremely proud of the design of PebblePad and its ease of use. There are the areas where we receive a 
great deal of recognition from our customers. To accomplish this, we have worked with external design 
consultants to develop the structure and look of PebblePad. We also employ a number of designers to develop 
a consistent, logical look and feel for the system. 

We include very short visual instructional videos at the point of need so if a user is unsure of how to do 
something they can quickly get help. In addition, a number of user-friendly videos are located in the Learning 
Centre to guide users through the system. An introductory video loads on first login to guide new users so that 
they can start creating meaningful records within minutes of logging in.

ONLINE HELP

Enquiries and orders can be placed by contacting PebblePad at enquiries@pebblepad.co.uk or 01952 288300.
On receipt of a signed Call off Contract and a Purchase Order, PebblePad will commence with the install and 
schedule the training. PebblePad will issue electronic invoices yearly in advance. The Buyer will pay the Supplier 
within 30 days of receipt of a valid invoice.

ORDERING AND INVOICING

The notice period for termination of this agreement by either party is at least 90 days before any anniversary of 
the Effective/Start Date. Notification of termination must be submitted in writing.

The customer acknowledges that it has purchased the services for the minimum period and any renewal 
term(s), as defined in the contract.

TERMINATION TERMS 

Supported browsers: Internet Explorer 11, Microsoft Edge, Firefox, Chrome, Safari 9+, Opera

PebblePad provides full access to mobile devices through its main application, providing a responsive layout 
appropriate to the device in use. In addition to the responsive web version, PebblePad also has a mobile app 
(PebblePocket) for iOS and Android smartphones. The App is designed to work offline so that users in remote 
locations can still record and reflect upon their activities, or video/photograph them, and then synchronise them 
to their personal space when an Internet connection becomes available.

 

TECHNICAL REQUIREMENTS
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We conform to all level A WCAG 2.0 criteria and are incrementally working towards full AA compliance. Our 
commitment to providing the best possible accessibility support is through an ongoing process of improvement 
and refinement, always adhering to the most current publication of the WCAG 2.0 guidelines. We actively work 
with many of our customers to enhance PebblePad’s usability and WCAG 2.0 specific improvements feature in 
every major system update.

ACCESSIBILITY 

PebblePad fully complies with current data protection legislation by providing customers with administrative 
tools to allow them to meet their obligations. Additional information about PebblePad’s GDPR policy is available 
on our website https://www.pebblepad.co.uk/gdpr.aspx

GDPR
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