MSATS Ombudsman Enquiry User

Interface Guide
2.1 Final

March 2019

Provides guidance for using the MSATS
Ombudsman Enquiry system




Important Notice

PURPOSE
This MSATS Ombudsman Enquiry User Interface Guide (Guide), prepared by the Australian Energy Market Operator
(AEMO), provides guidance for MSATS under the National National Electricity Rules (Rules).

NO RELIANCE OR WARRANTY

This document does not constitute legal or business advice, and should not be relied on as a substitute for obtaining
detailed advice about the National Gas or Electricity Law, the Rules or any other applicable laws, procedures or
policies. While AEMO has made every effort to ensure the quality of the information in this Guide, neither AEMO, nor
any of its employees, agents and consultants make any representation or warranty as to the accuracy, reliability,
completeness, currency or suitability for particular purposes of that information.

LIMITATION OF LIABILITY

To the maximum extent permitted by law, AEMO and its advisers, consultants and other contributors to this Guide (or
their respective associated companies, businesses, partners, directors, officers or employees) are not liable
(whether by reason of negligence or otherwise) for any errors, omissions, defects or misrepresentations in this
document, or for any loss or damage suffered by persons who use or rely on the information in it.

TRADEMARK NOTICES
Microsoft is a trademark of Microsoft Corporation in the United States and/or other countries.
Oracle and Java are registered trademarks of Sun Microsystems, Inc. in the U.S. and other countries.

DISTRIBUTION
Available to the public.

DOCUMENT IDENTIFICATION

Business custodian: Manager, Retail Market Systems
IT custodian: Manager, Retail Market Systems
Prepared by: Technology, Technical Writers

VERSION HISTORY
Version 2.1 Updated for MSATS 46.92 release.
Last update: Wednesday, 27 March 2019 4:33 PM

DOCUMENTS MADE OBSOLETE
The release of this document changes any previous versions of MSATS Ombudsman Enquiry User Interface Guide.

FEEDBACK
Your feedback is important and helps us improve our services and products. To suggest improvements, please
contact AEMO's Support Hub.

© 2019 Australian Energy Market Operator Limited.
The material in this publication may be used in accordance with the copyright permissions on AEMO’s website.



Contents

Chapter 1 Introduction ... .. . . 1
PUIDOSE .. e 1
AU N . 1
What's in this guide ... .. . 1
How to use this guide ... ... .. . 2
Chapter 2 OVervieW ... . .. . 3
What the Ombudsman Enquiry system is for ... . .. . 3
How do you use the Ombudsman Enquiry system ... .. ... .. 3
Who can use the Ombudsman Enquiry system ... ... . 3
Accessing the Ombudsman Enquiry system ... .. 4
Chapter 3 NMI EnqUIry ... . L 5
Making an NMI enNqQUITY . 5
Viewing NMI enquiry details . iii.l. 9
Downloading a NMI enqUIrY ... 16
Asking AEMO to resolve il 19
Chapter 4 Reports ... ... 22
Requesting a rePOrt ... . e 22
Downloading @ report . .. ... . 24
Needing Help? . 27
Web portal requirements . ... ... 27
ENVIrONMEeNt aCCeSS . .. 28
AEMO's Support HUb .. 29
Feedback .. ... 29
RefereNCes . il 30
RUIS . 30
AEMO s WebSIte il 30
INdeX . 31

© 2019 AEMO | MSATS Ombudsman Enquiry User Interface Guide



Chapter 1 Infroduction

PUIPOSE ... 1

Audience . . 1

What'sin thisguide ... .. 1

How to use this guide ... . . . .. 2
Purpose

This document is a user interface guide providing instructions for ombudsman
organisations using the Ombudsman Enquiry system in the MSATS Web Portal
version 3.0 - software build 46.92.

Audience

The audience for this guide is:
o Ombudsman administrators

o Ombudsman Participant Users

What's in this guide
This guide covers use of the Ombudsman NMI Enquiry and Reports menus only. Itis
organised in the following way:

Chapter 2 Overview on page 3 explains the Ombudsman system, what it is used for
and how to access it.

Chapter 3 NMI Enquiry on page 5 explains how to make a NMI enquiry, viewing
and downloading the enquiry details, and asking AEMO to resolve.

Chapter 4 Reports on page 22 explains how to download and request a report.

Needing Help? on page 27 explains the web portal requirements, how to contact
AEMO's Support Hub and information to provide.
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How to use this guide

References on page 30 contains a list of references for help with logging in or out,

using the User Profile menu to view or change your password, e-mail address
or telephone number, and providing Participant Users with access to your
organisation’s Ombudsman Enquiry system (ombudsman administrators only).

How to use this guide

This guide is written in plain language for easy reading.

Where there is a discrepancy between the National Electricity Rules, and
information or a term in this document, the National Electricity Rules takes
precedence.

Where there is a discrepancy between the MSATS Procedures, and
information or a term in this document, the MSATS Procedures take
precedence.

Text in this format indicates there is a resource on AEMO’s website, for details,
see References.

Text in this format indicates a link to a related resource.
Actions to complete in the web portal interface are bold and dark grey.

Glossary terms are capitalised and have the meanings listed against them in
the Guide to MSATS and B2B Terms.

ltalicised terms are defined in the National Electricity Rules. Any rules terms not
in this format still have the same meaning.

References to time are Australian Eastern Standard Time (AEST).
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Chapter 2 Overview

What the Ombudsman Enquiry system is for

The Ombudsman Enquiry system provides ombudsman organisations with secure
self-serve access to NMI standing data.

Using the Ombudsman Enquiry system, ombudsman organisations can:
« View and download NMI information.
» Download reports on NMI enquiries made by their organisation.
« Maintain their user profile.

« Ombudsman administrators can maintain their organisation’s users.

How do you use the Ombudsman Enquiry system

The Ombudsman Enquiry system in the MSATS Web Portal is part of AEMO’s market
software solution. Itis accessed by using a web browser. For help, see Web portal
requirements.

Who can use the Ombudsman Enquiry system

Participant Users having access to the Ombudsman Enquiry system include:
« Registered ombudsman administrators
» Registered ombudsman users
« Registered participants (reports only)

« AEMO
Ombudsman administrators may authorise other ombudsman users, access to NMI
information via the Ombudsman Enquiry system. This is achieved by using the

Administration menu, to create and grant rights to other ombudsman users. For help,
see Guide to User Rights Management.

© 2019 AEMO | MSATS Ombudsman Enquiry User Interface Guide



Accessing the Ombudsman Enquiry system

Accessing the Ombudsman Enquiry system

The Ombudsman menu on the MSATS main menu is used to access the
Ombudsman Enquiry system described in this document.

1. Using your web browser, access the MSATS web portal, either:

o Pre-production: https://msats.preprod.nemnet.net.au
o Production: https://msats.prod.nemnet.net.au

The web portal provides you with a clear indication of the environment you are
working with a different border colour around the home page. The production

environment has a grey border and the pre-production environment has a green
border.
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Chapter 3 NMI Enquiry

Making an NMIl enquiry ... ... i 5
Viewing NMI enquiry details ... ... . ... 9
Downloading a NMl enquiry ... . ... 16
Asking AEMO to resolve ... ... .. 19

Making an NMI enquiry

You can search for NMI information using the customer’'s NMI, meter serial number,
or address.

This section assumes that you are already logged into the Ombudsman Enquiry
system. For help logging in, see Accessing the Ombudsman Enquiry system.

To make a NMI enquiry:

1. On the main menu, click Ombudsman and then click NMI Enquiry.

The Disclaimer Acknowledgement displays; read the
disclaimer and click Accept to agree and display the

Ombudsman Search screen.
T Ombudsman

Note: To access NMI information, you must accept the

. . . h MMI Enguiry
Disclaimer Acknowledgement each time you login to Reports
the ombudsman system and access the NMI Enquiry » User Profile
menu. User Guides

User Suggestions

Understanding MSATS
Training
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Making an NMI enquiry

Disdaimer Acknowledgement Farticipant 1k PART ID
Participant Mame:  Ombuedsman Victoria

By accepting this mformation provided by the Austraian Energy Market Operator
A [AEMO) you acknowledge that i the purposes of carrying out an
investigation in n mint made by stomer, in rdance with

e 7.7(d). You ackno ation is
bed : ged, distrbuted (in
any form), or published far any other purp is information ncludes
commercially sensitive data and you agree to exerdse caution when printing or
exporting this data.

Alternatively, click Reject to disagree to the disclaimer conditions. Clicking
Reject returns you to the login screen, logging you out of the ombudsman
system.

2. The Ombudsman Search screen displays, where you can make the NMI
enquiry. The Date Range section is pre-filled with:

o Start Date: the current date minus 9 months. The maximum allowable
search range is the current date minus 5 years.

o End Date: the current date plus 65 days. The maximum allowable
search range is the current date plus 90 days.

Ombudsman Search b L PART ID

Participant Name: Ombasdsman

Date Range:
Start Date [*): 17-80s9-200% [ End Drate (*):  EERNMETIN =+ Eriry an Distritnics 1l

Search By:
NHI:

Dhrs
Hatar Sanal;

Streat Nurmnber:

Fostocode:

Lot Mumbssr: _ Fat/Unit:

SuburbyiLocality:

| Szarch [ Clear |

3. Enter another Date Range by clicking the calendar icons to the right of the Start
Date and End Date and then select a date range from the MSATS calendar.
The asterisks (*) indicate the Date Range section is required.

» To show a different month, click a single arrow (right to go forward and left
to go back).

« To show a different year, click a double arrow (right to go forward and left
to go back).
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Making an NMI enquiry

« Alternatively, use the drop-down arrows and select a month and year from

the list.

Ombudsman Search

Date Randge:

Sart Date ["):

Search By:
NHI:

Dhrx
Hetir Samal;

Lot Mumkbs=r;
Street Number:

SuburbyLocality:

| Search [ Slear |

calendar icon

17:A-2005 8

End Drata [™):

Flats/Linit:
Shreet Name:

Fostcode!

23ul-2000 R

Participani Th: PART ID

Farticipant Name: Ombudsman

= MSATS Calendar

iy G
BRI

Mo| Tu [We|Th

3*56
1)1 1318

17028 | 16|30
27|28 )29

a1

4. In the Search By section, enter criteria for only one of the following:

o NMI: enter the 10 character NMI number.

o Meter Serial: enter the Meter Serial number.

o Address: enter a full or partial address. The State and either the
Suburb/Locality or 4 digit Postcode (or both) must be entered. If
entered, the Street Number must be numeric.

Tip: The search takes longer with more fields, therefore start by entering criteria
in a few address fields and if necessary narrow your search down by entering

more criteria.

5. If you want to display the Distributor name on the

NMI Enquiry screen, click Enquiry on Distributor. The distributor
Displaying the Distributor name is optional.

Enquiry on Distributor k

6. Click Search.

receives notification
of your enquiry when

the

is
selected.

Alternatively, click Clear to set the fields back to their default values.
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Making an NMI enquiry

Ombudsman Search Participant 10: PART IO

Participant Hame: Ombudsman

Date Range:
Start Date (*): 1-Apr-2008 = End Date (*); m-ul-2010 IR Enquiry on Disgtributor [

Search By:

6203307347

Address Flatfunit;

e E

7. The search criteria are validated and the Ombudsman Search Results display.
To view a record, click Select in the Action column. To learn more about
viewing the results, see Viewing NMI enquiry details.

Alternatively, click Back to Search to start a new NMI enquiry.

Clicking Select in the Action column sends notification e-mails to
participants who are associated with the selected NMI. If Enquiry on
Distributor is selected the distributor also receives a notification.

Ombudsman Search Results Participant 10: PART I

Participant Name:  Ombudsman

1 record found.

Eack to Search

If the search criteria is not valid or there are no records found, a message
displays similar to the ones below. Correct the search criteria and click Search

again.
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Figure 1 Invalid date range and NMI details

Ombudsman Search

Error : Both Start Date and End Date must be completed.

Error : Invalid NMI.
Date Range:

Start Date (*): |_ &

Search By:

or:

Figure 2 no records found

Ombudsman Search

No records were found. Please alter your search.

Date Range:

Start Date {*_‘]! 1-Aug-2008 ot

Search By:

Viewing NMI enquiry details

End Date (*):

End Date (*):

Viewing NMI enquiry details

Participant ID:

Participant MName

3-Jul-2010 bl

Participant ID:

Participant Na{

g-Jul-2010 -

This section details how to view NMI enquiry details, and assumes that you have
followed the steps for Making an NMI enquiry and selected a record.

Viewing the NMI Graph

To view the NMI graph:

1. The Ombudsman NMI Details screen displays a graphical representation of
the enquiry. If the Enquiry on Distributor check box was selected as part of the
search criteria the LNSP name displays next to the NM| number and Address.

The graph displays:

« The Start Date adjusted to the first day of the requested month.

« The End Date adjusted to the last day of the requested month.

« Coloured graph lines with a legend explaining each line.

« Meter Information; see Viewing meter information.
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Ombudsman NMI Details

Bace to Seare

NMI: 6001066128

Address: EN SHOP 3117 200 ROSAMOND RD MARIBYRNONG VIC 3032
Embedded Network Parent:

Embedded Network Child: VAHIGHPMS 1

Viewing NMI enquiry details

Participant ID: NEMMCO

Australian Energy Market Operator Limited

Download Data | Ask AEMO to Resolve

Distributor: Jemena (ex Alinta AE / AGL Distribution)

Participant Name:

Jemena name is displayed because Enquiry on
Distributor was selected

VicElec

@ Active NMI

@ Inactive NMI

@ Active Retailer
@ Historical Retailer
# Pending Transfer

@ Cancelled Transfer
[ Today's dateline

"Click and Drag” across a date range to zoom in on the graph and show more detail.

Meter Information
4102294
Meter Serial: 4102294

Meter Installation Status  Start Date End Date |Next Scheduled
Type Code Code Read Date

BASIC Current  1-Jul-2001  9-Feb-2014 30-Apr-2014
BASIC Removed 10-Feb-2014 30-Apr-2014

Register Status Start Date |End Date Time of Day Network | Controlled Load

Tariff Code
A210
A210
A210
A210

Current  15-Feb-2003 9-Feb-2014 PEAKSDAY
Current  19-Feb-2003 9-Feb-2014 OFFPKSDAY
Removed 10-Feb-2014 PKS
Removed 10-Feb-2014 0OP5

To zoom in and see more detail, use you

r mouse to click and drag across a

date range. For example, to view further details for 1 Sep 2009 to 1 Dec 2009,
click and drag your mouse across the date ranges as shown in Figure 3: click

and drag example.

Note: You can zoom into a minimum of o

© 2019 AEMO | MSATS Ombudsman Enquiry User Interface Guide
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Viewing NMI enquiry details

/\ Today's date line J

@ Active NMI

= T : @ Inactive NMI
kCIICk and Drag ® Active Retailer
@ Historical Retailer
YicElec I H

# Pending Transfer

# Cancelled Transfer
'QZD‘ [ Today's dateline

Click and Drag” across a date range to zoom in on the graph and show more detail.

Figure 3: click and drag example

3. The graph redraws to display the selected date range.

Active NMI
Inactive NMI
Active Retailer
Historical Retailer
Pending Transfer
Cancelled Transfer

VicElec

+o0000

W W W W W W W W W W W W W W W W
VA S A SR A . S N AN AN A AN AR, .
£ & £ & £ & £ & £ £ £ £ £ £ £ £
S 5 F 5 F F F 5 F F F 575 A

S . . .

"Click and Drag” across a date range to zoom in on the graph and show more detail.

To return to the original date range view, click Reset Zoom.

You can also:
« View meter information, see Viewing meter information.
« Use the pop-up windows, see Using the graph pop-up windows.
» Return to the original date range view, click Reset Zoom.

« Starta new NMI enquiry, click Back to Search.
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Viewing NMI enquiry details

« Download NMI enquiry details, click Download Data. See Downloading
a NMI enquiry.

« Ask AEMO for help, click Ask AEMO to Resolve. See Asking AEMO to
resolve.
Using the graph pop-up windows

When the mouse is moved or hovers over the arrow head marking the start of a graph
line, the following information displays in a pop-up window:

Active and inactive NMI

« Start Date of the selected date range.

« End Date of the selected date range.

_CountryE _CountryE

_VicEles

B Astive NI
TruE B Inactive NI
'_E"' B Active Retmler

W Historical Retailer
WicElea # Pending Transher
—

& Cancelled Transter

Active retailer

« A round icon marker indicates a change of Retailer.
« Create Date of the original record.

« Days: the number of days from the Create Date to the Start Date. A negative
value represents a retrospective transfer i.e. the start day is before the change
request was submitted.

«» Start Date of the Retailer’ responsibility.
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Viewing NMI enquiry details

« End Date of the Retailer’'s responsibility.

Active NKI
Inactive MK
Active Retailer
Historical Retailer
Pending Transder
Cancelled Transfer
‘L'nu'ﬂr'pE ] Today's dateline

Clial

CourtryE
+

* 0

Historical retailer

« A round icon marker indicates a change of Retailer.
« Create Date of the record or the original record if an End Date exists.
« Update Date: the date the record was updated, if change by another Retailer.

« Days: the number of days from the Create Date to the Start Date. A negative
value represents a retrospective transfer i.e. the start day is before the change
request was submitted.

« Start Date: the date the Retailer is responsible.
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« End Date: the date the Retailer’s responsibility ends.

Viewing NMI enquiry details

L]
CountryE CourtryE _ CourryE _AusP G
i
Creats Date: 28-Jun-2009
Updats Dats: 26-580-2008
g3
I':‘a:.-s_-.. ) e B Active HMI
Seart Date: G-May-2005 ® nhactive NI
End Date: 22-Jun-2008 [ -
Cilel ® Active Betailer
A — § Hstorioal Betaller
CourgryE : # Pending Transfer
* & Cancelied Transter
CouniryE O Today's dateline
*
‘Qrinin
& F & g £ 3 3 3 > &
3 : F & & F ¥
e
¥ ¥
P A A A

Pending transfers

Pending transfers include the following statuses: pending validation, requested,

pending and objected.

« Create Date: the original date the transfer was submitted.

« Proposed Date: proposed transfer date (start date).

&
CoumryE _AUSFG
TruEﬁ
§ Aciive HMI
-.Umg:q_ B hactive NKI
: # Active Retailer
lick Hislerical Retailar

i |Create Date: 17-Way-2010 b Pencing Trarmder

CouniryE ¢ |Froposed Date: 30-Jun-2010p Cancelled Transher
* ; [ Teday's datelire
’I:Irlnnn i
& bl & & &
£ f . @ F: # P
3 4 fa‘ ;f # § K ﬁ

Cancelled transfers

« Create Date: the original date the transfer was submitted.

© 2019 AEMO | MSATS Ombudsman Enquiry User Interface Guide
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Viewing NMI enquiry details

« Proposed Date: proposed transfer date (start date).

« Cancelled Date: the transfer cancelled date.

4
CourtryE _AusFG
TruEgy
—
B active HMI
LicHles @ hactive HMI
§ Active Retallar
Cliek @ Hsicelcal Retallar
ﬁ-
: 4 Panding Transfer
CavrtryE - # Cancalled Transtar
L] [ Todays datsline
Crigin ©
Creale Date: 28-Apr-2010
Prepesed Date: 20-2pr-2010
Canceled Date: 28-Apr-2010
Né' mé' ’g = = = = =
& : 5"5‘ # 4;5‘ s F
+ £ f 7
w _?3 i o _".‘F 3’ ] F;.

Viewing meter information

The Ombudsman NMI Details interface displays the Meter Information at the bottom
of the screen. By default, the first Meter Serial tab is selected, indicated by the
brighter colour of the tab. The Meter Serial tabs are displayed in the following order:

« Current meters (green) ordered by serial number.
« Removed meters (pink) ordered by serial number.

« To display information for another Meter Serial number, click a tab in the Meter
Information table.

This example has two removed basic meters (pink tabs), replaced with a MRIM
single interval meter (green tab).
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Downloading a NMI enquiry

Meter Information

- 6072387 745310 Click the tabs to dizplay other Meter Serial information

Meter Serial: 7640190

Meter Installation| Status | Start Date MNext Scheduled
Type Code Code Read Date

MRM__ |current[1-May-200s] [15-0ct-2007

Register|Status |Start Date |End Date|Time of Day|Network Controlled Load
Tarlf'f Cude

Each Meter Serial tab displays the:
« Meter Serial number
o Meter Installation Type Code
» Status Code: Current or Removed
« Start Date and End Date
« Next Scheduled Read Date
« Foreach corresponding Meter Register Identifier the following displays:
» Register number
« Register Status: Current or Removed
« Start Date and End Date
« Time of Day
« Network Tariff Code

« Controlled Load

Downloading a NMI enquiry

You can download and save your NMI enquiry in CSV format to your local computer.
The system gives each downloaded file a unique file name that includes the date and
time, see the example below.

Note: this section assumes that you have followed the steps for Making an NMI
enquiry and selected a record.
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Downloading a NMI enquiry

To download a NMI enquiry:

1. On the Ombudsman NMI Details screen, click Download Data.

Ombudsman NMI Details Participant 1D FART D
Participant Name: | Ombasds man

Elack to Search M Civwnload Data I Ack AEMO bo Resolue |

HML: 4103528596
Address: SAMPLE SITE OMLY % ALFRED 5T ROZELLE MSW 2039

.

B activs MHI

) L‘.‘*Mﬁ W b f.,\ r\‘_ A — _

2. The File Download window displays.

File Download

Do you want to open or save this file?

[,;' j Mame: ...dsmanEnguiry_4103528556_20100519043241.csv
rd, Type: Microsoft Office Excel Comma Separated Values Fil. ..
From:

Open || Save 'D@J[ Carcel |

harm your computer.  you do not trust the source, do not open or

l@ While files from the Intemet can be useful, some files can potentialhy
save this file. What's the rsk?

3. Do one of the following:

o Click Open, to open the file in a spreadsheet format such as MS Excel (see
page 19).
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Downloading a NMI enquiry

o Click Save and in the Save As window, choose a location on your local
computer to save the file in CSV format. Use a plain text application
(Notepad etc.) or spreadsheet (MS Excel) to open the saved file. The
standard file name format is ParticipantiD_NMINumber_Date.csv

Ermin: | I Orabucheran Eneiry oo # OB

Crecymants

=

[euniciop

Lo

W Cogumenis

o Click Cancel to return to the Ombudsman NMI Details screen.

4. Opening the file displays the NMI Enquiry data. Included is a NMI Enquiry
Reference number; shown in red in the example below (the default display is
General; to display the Enquiry Reference as number, right-click the cell, select
Format Cells and change the format to Number.
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Asking AEMO to resolve

Format Cells

Categary:

GEMHTS

Currenty
Arcouning
Dabs

e
Percentage
Frachon
Sagntifc
Taxt
Special
CUBRom

Mumber | ARgnsent

Fank B der o Profss [ien

Sampls
LCCOOD a0 004
Cecimal places: [0 =

[ e 1000 Sepacater ()

Hepathve numbers;

FEE
)

-l2M

Murriser is used for general dialay of numibers. Currency ared Accourvling offer
specishzed formating for monetary valus.,

[ L= 4 ] | Cance

o The same data displayed on the Ombudsman NMI Details screen; shown

in bold in the spreadsheet example below.

Spreadsheet example
A B C [1] E F [} H i
1 |G NEETS CmmfrmarEngry  HEMUCD PARTID 1805 ZI0 Ima
2 || QuBd E=muiry 1 Eruirgedarence MU Stertllme Erdlaie Erhiraan
SEMPLE SITE QNLY 9
LLERED &7 ROIELLE RW
3 p auen Eaquiry 1 il AESHESIE UGS 5AaNnE M5
4 || OUBD i Sadas 1 HlA_Eraies Harlae  EnaDals
£ | auma [FTT-=N 12 TR UTHE
§ | OUBD CurmarTiaa ke 1 Ataider SHarDaw  EnaDade A admikciFiy MainiCreaxie
T |0 aupa CumsnRataler 1 SAUPLR 2270 ) [TLET-E
B || duBD Higho cAletadar 1 Actader SarDate  EndDale M aamikcifly MaintCreaxle
9 1 auma Chargsdsgquenl 1 Astadsr CA_Sthun  CoabDae  FroprasiDats ChangsDate
101 auma it 1 WatarSuminl InslalCedi MetarStatus  Starillate Endllate
11 |o duid Lhstur 1 50725 BASIC LTI RN T IIDE20E
12 |B Auih et 1 50715 SAMFLE  Cusrain DRNIEFE
13 )1 SuBd Lt Pl i 1 Meter Sailal Ragistirl] Reghieians Sislaw  Endlaw
H L GuBD [ 1 530728 T Curail RER Rk Q1i0e2iE 0P
15 | SUBD Ui Etr 1 S50T2% ¥ Curam DANEEE oM
16 | EMD OF REPORT "

BlerworTerilCoc Cantolkdload

Hia
Wi

If your data does not download, a message displays Data download was not

successful; Retry your download again.

Asking AEMO to resolve

If you encounter complex NMI information you can ask AEMO for help. Asking AEMO
for help, results in an automated e-mail sent to an AEMO staff member who manually

actions your request.

Note: This section assumes that you have followed the steps for

Making an NMI enquiry and selected a record.

© 2019 AEMO | MSATS Ombudsman Enquiry User Interface Guide
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Asking AEMO to resolve

To ask AEMO for help:

1. On the Ombudsman NMI Details screen, click Ask AEMO to Resolve.

Ombudsman NMI Details Participant 10: PART ID

Participant Name: Ombudsman

Back to Search | Reset Zoom | Download Cata | A5k AEMOD to Resclve |-

NHMI: 4103530596 Dhstributor: - LMSP

Address: SAMPLE SITE OMLY % ALFRED 5T ROZELLE NSW 2035

B Active Hke
@ nactive Ml
B Active Retsiar

2. The Ombudsman Enquiry - Ask AEMO screen displays with your details pre-
filled. If required, type an additional note to AEMO and click Send email.

Note: For your records, a copy of the e-mail is sent to you and your
organisation’s administrator; this copy is useful should AEMO contact you to
discuss the enquiry.

Ombudsman Enquiry - Ask AEMO Participant TD:

Participant Nam«

Tao: mszaks_test@nemmoo.com.au
| RuchicaGupta@gmail.com
Subject: AEMO assistance required for NMI 6203307347

Meszage: ‘USERfrom Energy and Water Ombudsman
could not understand the NMI informabion for an ombudsman enguiry on the above NMI,
for the period 1-Aug-2009 to 31-Jul-2010.
Assistance from AEMO is required.

Send email *
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Asking AEMO to resolve

3. A confirmation message displays. To return to the Ombudsman Search screen,
click Back to Search.

The natification email to AEMO has been sent.

Eack to Search
],

o

AEMO sends an e-mail response using the details in your user profile. To learn
more about viewing or changing your user profile details, see Guide to MSATS
Web Portal.
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Chapter 4 Reporis

The reports menu provides a report of your organisation’s enquiries made on each
business name. You can request a report for the last week, the last month or the last
quarter or you can define your own date range.

Note: this section assumes that you are already logged into the Ombudsman Enquiry
system. For help, see Accessing the Ombudsman Enquiry system.

Requesting areport

To request a report:
1. On the main menu, click Ombudsman and then click Reports.

2. The Ombudsman Reports screen displays. Select your
Date Range by choosing one of the following options:

« Last Week: enters a Date Range for the last ~ Ombudsman
calendar week (Monday to Sunday). -
« Last Month: enters a Date Range for the last RE”""E’“ _
b User M¥ofile

calendar month.
User Guides
« Last Quarter: enters a Date Range for the last

User Suggestions
quarter. dgeste

Understanding MSATS
« User Defined: enter your own Start Date and End s

Date by clicking the calendar icons to display the
MSATS calendar (this is the default selection).

Ombudsman Reports Parficipant I PART B
Participaint Name:  Ombudsman

Date Range:
& Last Week  ® Last Heeth @ Last Quarder Q@ User Delined

Start Dabe: - % Ered Drater

e Em
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Requesting a report

3. Click Report.

Ombudsman Reports Participant Ilx ~ FARTID

Farticipant Hame:  Ombudsman Victoria 19

Date E:ll'll_'rl'.'.!

© Last Weak @ Last Month @ Last Quarter @ User Defined

Start Date: 10-May-2010 L End Date: 16-May-2010 £

iceor | Cieo |

4. The Ombudsman Enquiry Business Report displays for the requested date
range:

« The Retailer name.

« Enquiry Count: how many enquiries were made for the date range in
descending order.

« Self Serve: how many enquiries for the date range were made using the
Ombudsman Enquiry system.

« AEMO Resolve: how many enquiries for the date range were made using
Ask AEMO to Resolve.

Note: It is possible to have more than one participant associated with an
ombudsman enquiry so the number of enquiries per business may not match
the number of ombudsman enquiries in the last row.
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Ombudsman Reports

Ombudsman Enquiry Business Report

All enquiries from 10-May-2010 to 16-May-2010

Enquiry Count

-

-
rg

-

= |
TRUenergy
Energy and Water Ombudsman Victoria
Download Report Mew Report

-

You can also:

AEMO Resolve

Downloading a report

1. Download the report, click Download Report. For help, see Downloading a

report.

2. Request a new report, click New Report to return to the Ombudsman Reports

screen.

Downloading a report

This section describes how to download a report. It assumes that you have followed

the steps for Requesting a report.
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Downloading a report

To download a report:

1. On the Ombudsman Enquiry Business Report screen, click Download Report.

Ombudsman Reports

Ombudsman Enquiry Business Report

All enquiries from 10-May-2010 to 16-May-2010

AGL 6 | 1 ] o |
orignEnergy | 3 | 1 | o |
United Energy (Alinta Asset Management) _n

Victoria Electricity 3 | 1+ | o |
Australian Power and Gas [ 2 [ 1 | o |
Country Energy 2 [ 1 | o |

Jackgreen (International) Pty Limited
Red Energy

Simply Energy
TRUenergy
Energy and Water Ombudsman Victoria

Download Report N New Report |

2. The File Download screen displays.

File Download

X

Do you want to open or save this file?

@ Mame: _Ombudsmanfepart_20100521114957. csv
4, Type: Microsoft Office Excel Comma Separated Values Fil. ..
From:

[ Qpen ] I Save RJ [ Cancel |

ham your computer. f you do not trust the source, do not open ar

@ While files from the Intemet can be useful, same files can potentialhy
save this file. What's the risk?
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Downloading a report

3. Do one of the following:

« click Open, to open the file in a spreadsheet format such as MS Excel.
See “Figure 4: csv spreadsheet example” on page 24.

« click Save and in the Save As window, choose a location on your local
computer to save the file in CSV format. Use a plain text application
(Notepad etc.) or spreadsheet (MS Excel) to open the saved file. The
standard file name format is ParticipantlD_OmbudsmanReport_
DateTime.csv.

« click Cancel to return to the Ombudsman Reports screen.

4. Opening the file displays the report with the same data displayed on the
Ombudsman Enquiry Business Report screen (shown in bold in the following
.csv spreadsheet example).

A = [H 0 E E [] H
1 |C MSATS OmbudsmanRepart HEMMCD FARTID 21052010 11:49:57
2 | Ombudeman Engury Busnass Rapon far Ombudsman
3 | AN enguiries from 20000510 1o 201000516
¢ || OMBD Enquinfepom 1 Retilar Enuiny Coun 5&ll Sarv AEMO Resolva
5 D OMBD EnquiryRepert & 1 [}
6 |0 OMBD Enquiyfepo 1 Qrigin Energy 3 1 [
T D OMBD EnquiryRepert 1 United Energy (Alinta &sset Managemen 3 ] 1}
B D OMBED EngundRagot 1 Viczoria Elacmicicy 3 i [1]
9 |0 OMBD EnquiryRegert 1 HAustralizn Power and Gas 2 1 i
10 |0 OMBD Enquiyfepon 1 Couniry Enargy ] 1 [
110 QOMBD EnquiryRegert 1 Jackgreen (International| Py Limited 2 1 1}
12 |0 QMEBD EnqurySisgon | Head Enargy 7 1 [
13 |0 OMBD EngquiryRepert 1 Simply Enesgy 2 1 i
14 |0 OMBD Enquryfieport 1 TRUAnArSy ] 1 []
16 |D QMBD EnquryRispert 1 Energy and Water Ombudsman Victoria & 1 1]
16 & EMD OF REPORT 16

If your data does not download a message displays Data download was not
successful. Retry your download again.
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Needing Help?

Web portal requirements ... ... 27
Environment access ... .. ... 28
AEMO's Support Hub .. ... 29
Feedback .. . il 29

Web portal requirements

The MSATS web portal is accessed using a web MSATS runs on both

browser and requires: Windows and Unix-like

The website address where the application is operating systems.
located on AEMO’s network:

o Pre-production:
https://msats.preprod.nemnet.net.au

o Production: https://msats.prod.nemnet.net.au

« Either the current or previous versions of Microsoft Internet Explorer or Google
Chrome.

« Access to MarketNet; if your company is a registered participant, you probably
already have access because it is set up during participant onboarding. For
more details, see Guide to Information Systems.

« A user ID and password provided by your company's participant administrator
(PA) who controls access to AEMO's web portals. For more details see Guide
to User Rights Management.

PAs are set up during participant onboarding, if you don't know who your
company's PA is, contact AEMQ's Support Hub.
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Environment access

To access the Markets Portal, AEMO recommends the following web browsers:

Microsoft Windows  |E11 https://www.whatismybrowser.com/guides/the-

Internet Explorer latest-version/internet-explorer

Microsoft Edge Windows  Edge https://www.microsoft.com/en-

(Microsoft 10 au/windows/microsoft-edge

recommended)

Google Chrome All Latest https://www.whatismybrowser.com/guides/the-
platforms  version latest-version/chrome

Environment access

The MSATS web portal gives you a clear indication of the environment you are
working in by providing a different background colour for the menu.

« The pre-production environment has a green menu background

« The production environment has a blue menu background.

main menu [ main screen }\
Welcome Participant User o

Green menu indicates the
Owned By-NEMMCO pre-production environment

You have 0 Message(s)

(#& Home )
(). Set Participant 1

Click to change the

' Ombudsman participant ID you are
* Participants acting far

Transactions

NMI Information

Profile Preparation

Data Load Import

Metering Data

Settlement Data

Reporis

B2B Browser

Administration This system is intended for the exclusive use of AEMO and cannot
User Profile be provided to any external parties, including Market Participants,
B2B Responder pending the license agreement.

Data Sets Admin © Copyright AEMO MSATS 2016
User Guides

User Suggestions

Training Course -
Understanding MSATS

EIETTTI—— clck to logaut
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AEMO's Support Hub

AEMO's Support Hub
IT assistance is requested through one of the AEMO recommends
following methods: participants call

« Phone: 1300 AEMO 00 (1300 236 600) AEMOQ's Support Hub

for all urgent issues,
whether or not you have
logged a call using the
contact us form.

For non-urgent issues, normal coverage is
8:00 AM to 6:00 PM on weekdays, Australian
Eastern Standard Time (AEST).

« The Contact Us form on AEMO's website.

Information to provide

Please provide the following information when requesting assistance from AEMO:
« Your contact details
« Company name
o Company ID
« System or application name
« Environment: production or pre-production
« Problem description

« Screenshots

For AEMO software-related issues please also provide:
« Participant ID (if Data Interchange (DI) problem)
« Version of software
« Properties or log files

« PDR Monitor support dump and DI instance name (if DI problem)

Feedback

To suggest improvements to this document, please contact the AEMO Information
and Support Hub.
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References

Rules

« National Electricity Rules: see the AEMC web site htip://www.aemc.gov.au.

AEMO’s website

Guide to Electricity Information Systems, comprehensive guide providing an
overview of AEMO's market systems used by participants. Itis relevantto IT
decision making during participant onboarding and provides an understanding
of the IT systems requiring set up.

Guide to MSATS and B2B Terms, defines the terms in the electricity retail market.

Guide to MSATS Web Portal, use this guide to gain an understanding of the
MSATS web portal interface.

Guide to User Rights Management, assists Participant Administrators to manage
their Participant User's access to AEMO’s systems. It also explains how to set
up single user IDs for use with the Set Participant function in AEMO’s web
portals.

Introduction to MSATS, provides an introduction the Market Settlement and
Transfer Solution (MSATS) such as how to use the MSATS web portal, the Set
Participant function, and change your password. It also provides an introduction
to using the MSATS file interface and Batch Handlers.
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