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Disclaimer

1. Purpose — This MSATS OMBUDSMAN ENQUIRY USER INTERFACE GUIDE (Guide) has been produced by the Australian
Energy Market Operator Limited (AEMO) to provide information for Participant users of the MSATS web portal, as at the date
of publication.

2. No substitute — This Guide is not a substitute for, and should not be read in lieu of, the National Electricity Law (NEL), the
National Electricity Rules (Rules) or any other relevant laws, codes, rules, procedures or policies. Further, the contents of this
Guide do not constitute legal or business advice and should not be relied on as a substitute for obtaining detailed advice
about the NEL, the Rules, or any other relevant laws, codes, rules, procedures or policies, or any aspect of the national
electricity market or the electricity industry.

3. No Warranty — While AEMO has used due care and skill in the production of this Guide, neither AEMO, nor any of its
employees, agents and consultants make any representation or warranty as to the accuracy, reliability, completeness or
suitability for particular purposes of the information in this Guide.

4. Limitation of liability - To the 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) shall not be liable for any
errors, omissions, defects or misrepresentations in the information contained in this Guide, or for any loss or damage suffered
by persons who use or rely on such information (including by reason of negligence, negligent misstatement or otherwise). If
any law prohibits the exclusion of such liability, AEMO’s liability is limited, at AEMQO’s option, to the re-supply of the
information, provided that this limitation is permitted by law and is fair and reasonable.

Distribution
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Version: 1.03

Document ID: EMDMSATS29

Responsible Department: Information Management and Technology (IMT)
Notes: MSATS Web Portal version 3.0 — software build 46.77.
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1 Introduction

1.1 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 46.77.

1.2 Audience
The audience for this guide is:

¢ Ombudsman administrators
¢ Ombudsman users

1.3 Scope
1.3.1 What’s in this guide

This guide covers use of the Ombudsman NMI Enquiry and Reports menus only.
Refer to “Related resources” below for information about how to:

e Log in or out of the Ombudsman Enquiry system.

e Usethe User Profile menu to view or change your password, e-mail address or
telephone number.

e Usethe User Suggestions menu to provide valuable feedback on the Ombudsman
Enquiry system.

e Provide users with access to your organisation’s Ombudsman Enquiry system
(ombudsman administrators only).

1.3.2 Related resources
e “Web Portal Login User Guide” provides information on how to log on to the Web Portal.
Contact your organisation’s administrator to ask for a copy.

o “MSATS Introduction Guide” available from AEMO’s website by clicking User Guides on
the main menu, provides help on:

o Using the menu and screen functions.
o Providing feedback via the User Suggestion menu.

o “MSATS User Interface Guide” available from AEMO’s website by clicking User Guides on
the main menu, provides help on:
o Using the User Profile menu to change your password, phone number or e-mail.

o “Participant Rights Administration User Interface Guide” provides information about

managing an ombudsman user account. It is available from AEMO’s website by clicking
User Guides on the main menu.

Doc Ref: EMDMSATS29 v1.03 5 April 2011 Page 1
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T Ombudsman

MMI Enguiry
Reports
b User Profile

User Guides

User Suggestions

Understanding MSATS
Training

1.4 Organisation

The document is organised in the following way:

1.4.1

An overview of the Ombudsman Enquiry system.

Abbreviations used in the Ombudsman Enquiry system.

How to make a NMI enquiry.
How to obtain a report of your organisations enquiries.
Finding further references.

Conventions

@ Important Note: important information.

@ Note: notes, hints and tips.

Menu item: text formatted in this style refers to a menu item in the web portal.

: text formatted in this style refers to a button to click on a screen.
Link: text formatted in this style refers to a link to click on a screen.

Screen: text formatted in this style refers to a field or description on a screen.

&)

AEMO

AUSTRALIAN ENERGY MARKET OPERATOR

Reference: text formatted in this style refers to another document or section in this document.

Doc Ref: EMDMSATS29 v1.03 5 April 2011
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2 Context

2.1 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.

o Download reports on NMI enquiries made by their organisation.

¢ Maintain their user profile.

e Ombudsman administrators can maintain their organisation’s users.

2.2 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. It is accessed by using Microsoft Internet Explorer (other web browsers are not
supported); see “System requirements” below.

2.3 Who can use the Ombudsman Enquiry system
Users having access to the Ombudsman Enquiry system include:

e Registered ombudsman administrators
o Registered ombudsman users

o Registered participants

e 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.

2.4 System requirements
Use of the system requires:
¢ Microsoft Internet Explorer version 6 or later, although the recommended version is
Microsoft Internet Explorer 7.
¢ A monitor capable of 1024 x 768 screen resolution.
o Access to VPN.
o The URL of the website where the application is located on AEMO’s network.

e Auser ID and password provided by your administrator, which is set up to have access to
the Ombudsman Enquiry system.

2.5 Abbreviations

Term Definition

AEMO Australian Energy Market Operator

AEMC Australian Energy Market Commission

CSv Comma Separated Values; a file format for data using commas as delimiters

Doc Ref: EMDMSATS29 v1.03 5 April 2011 Page 3
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Term Definition

EMMS Electricity Market Management System (formerly MMS); software, hardware,
network and related processes to implement the NEM.

FRMP Financially Responsible Market Participant

LNSP Local Network Service Provider

MRIM Manually Read Interval Meter

MSATS Market Settlement and Transfer Solution

NEM National Electricity Market

NER National Electricity Rules

NMI National Metering Identifier

Table 1: Abbreviations

2.6 Special Terms

Term Definition

Rules National Electricity Rules
Table 2: Special terms

2.7 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.

“rour Participant ID & organization

e Click Home to return to this 2creen

+ Dmbudsman

t eer Profile
User Guides

U=zr Suggestans

Understanding MSATS
Traimmng

(G logaut Click to logout

This system is intended for the exclusive use of AEMO and cannot
be provided to any external parties, including Market Participants,

/ pending the license agreement.
Main Menu © Copyright AEMO MEATS 2000

Doc Ref: EMDMSATS29 v1.03 5 April 2011 Page 4
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3 NMI Enquiry

3.1 Making a 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 obtain the Web Portal Login User Guide, see “Related resources” on page 1.

To make a NMI enquiry:

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

 #& Home )

T Ombudsman

MMI Enguiry
Reports
b User Profile

User Guides

Understanding MSATS
Training

{_x Logout )

2. The Disclaimer Acknowledgement displays; read the disclaimer and click to
agree and display the Ombudsman Search screen.

@ Note: to access NMI information the Disclaimer Acknowledgement must be accepted
each time you login to the ombudsman system and access the NMI Enquiry menu.

Disdaimer Acknowledgement Participant 10z FART ID

Farticipant Mame: Ombedsman Victoria

By accepting this mformation pr-:ru‘.ided by the Austrakan Energy Market Operator
B {AEMO) you acknowledge thatitis h-r thE purpr\ s of r:arrwnq out an
investigation in =ct of & com stome cordance with

the Mational El oty FRules o :_ . Yo dge formation is
for the expr ab = 3

any form), or published for 2 :|n1,.r uthr'r purpl:l_-r: This infarmation includes
commercially sensitive data and you agree to exergse caution when printing or
exporting this data.

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

3. 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.

Doc Ref: EMDMSATS29 v1.03 5 April 2011 Page 5
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Ombudsman Search i et T PART D

Farticipant Name:  Ombasdsman

Date Randge:

soctoae):  [OENETER ¢ 6o EETISTION © i D

Search By:
HNHI:

ke
Hetnr Sanal;

Chrs

Address Lot Numbssr: _ Hats/Unitz

Stre=t Number: Sxrest Name:

SuburbyLocality: Fostoode!

| Search [ Clear |

4. 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.

o To show a different month, click a single arrow (right to go forward and left to go back).
o To show a different year, click a double arrow (right to go forward and left to go back).
o Alternatively, use the drop-down arrows and select a month and year from the list.

Ombudsman Search Participant I: | PART I

calendar icon Farticipant Name; Ombasdsman
e {2 MSATS Calendar I s

Hart Cute [): 17:800:2005 [ End Date (™) EERTETION +
Search By May ~ |EO ~

NHI: EEE

ke
Hatar Sanal;

Mo Tu [We Sa

s

Address Liot Numbesr: _ HatsfUnitz 1
3 c B
Strest Number: _ Strest Name: 10 Tz 15

SuburbyLocality: Fostcode! _ 17 1% FF

24 26 29
a1

| Search | Clear |

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

NMI: enter the 10 character NMI number.
Meter Serial: enter the Meter Serial number.

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.

@ Note: 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.

6. If you want to display the Distributor name on the NMI Enquiry screen, click Enquiry on
Distributor. Displaying the Distributor name is optional.

@ Note: the distributor receives notification of your enquiry when the Enquiry on
Distributor is selected.

Enguiry on Distnbutor k

7. Click [Search|

Alternatively, click to set the fields back to their default values.
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Ombudsman Search Participant 10 PART D
Participank Name:  Ombudsman

Dhabe Range:

Start Date () [1-Apr-200% | End Date () PSRN Enuiry on Distributar @

Search By:

FmL: 5203307347
ar:
Malsr Sarial;

s

Address Lot Mumbar: _ FlatiUnit;

[seecer J Cloec

8. The search criteria are validated and the Ombudsman Search Results display. To view a
record, Click in the Action column. To learn more about viewing the results, see
“Viewing NMI enquiry details” on page 8.

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

@ Important Note: clicking 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 T0: FART I
Participant Name:  Ombaudsman

1 record found.

SAMPLE SITE QKLY 9 ALFRED 5T
ROZELLE M5! %]

Eark to Search

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

Ombudsman Search Participant ID:
Participant Name

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

Date Range:

Start Date (*): I - End Date (*): [ERWMELRIL

Search By:

Or:

Figure 1: invalid date range and NMI details

Ombudsman Search Participant ID:

Participant Na.

No records were found. Please alter your search.

Date Range:

Start Date (*): 1-Aug-2008 o End Date (*): g2-Jul-2010 5

Search By:

Figure 2: no records found
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3.2 Viewing NMI enquiry details

@ Note: this section assumes that you have followed the steps for “Making a NMI enquiry” on
page 5 and selected a record.

3.2.1 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 NMI 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” on page 12.

o O O O

Ombudsman NMI Details Participant I:  paRT I

Participant Name:;  Ombasdsman

| Eack iz Search | Rases Zeemn | Dewnlead Data | Ask 2EMO ta Resshe

HHMI: 410352B596 LMSP name |j|5p|ﬂ1}r5 becauze Distribuior: - LNSP
Address: SAMPLE SITE ONLY 9 ALFEED 5T ROZELLE BSW 20359 Enqu|r|:‘r on Distributor was selected

|5

Foumryfcorme  coumye famPa
vicHec
TuEgy i
i B Acirvs MUl
MW— ] W Inach ve MM
l:i-:l B Actve Bwinilsr
— @ vintcrical Eweisiler
c e i ¢ Pending Tranwler
* i # Canceiled Tranafer

[ Today's ciaeslins

“Click and Orag” acoss a dafe range to zoom in on the graph and show more detail,

Hetar Information

Controlled Load

2. To zoom in and see more detail, use your 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” on page 9.

@ Note: you can zoom into a minimum of one calendar month.
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Today's dateline

0 Axtive MM

B raztive HEA

B At v Rodailer

B Haboncal Retaler
# Parsting Trasiler
# Coarwalad Tidnalic
D Today's dateloe

Click and Drag

fF £ F F F F & §F§ £ F £ F §F
+ ﬂf 5 ‘_f ﬂd‘i 4 _1_-# 35 £ ‘_:-'f o o4 ,‘J?

[ i i

L

Click and Drag® across a date range te Zoom in an the graph and show more detail.

Figure 3: click and drag example

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

A
Ceirtry E .Aur.FG
B Active HMI
i Inactive NI
gy & @ Active Retaller
@ Histerical Retailar
# Pending Transfar
A— . # Cancelled Transler
£ 4 § F £ F £ F £
LA A A Y A A A Y
o w & - & = & &
To return to the original date range view, click Reset Zoom|.
You can also
View meter information See” Viewing meter information” on page 12.
Use the pop-up windows See “Using the graph pop-up windows” on page
10.
Return to the original date range view  Click Reset Zoom|.
Start a new NMI enquiry Click Back to Search|.
Download NMI enquiry details Click Download Datal. See “Downloading a NMI
enquiry’on page 13.
Ask AEMO for help Click |Ask AEMO to Resolve|. See “Asking AEMO

to resolve” on page 15.

Doc Ref: EMDMSATS29 v1.03 5 April 2011 Page 9
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3.2.2 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:

3.2.2.1 Active and inactive NMI

o Start Date of the selected date range.
¢ End Date of the selected date range.

_CountryE _CountryE

WicEles
L

B Addive NMI
TrulE @ Inaclive NMI
-_&'" B Active Retailer
@ Historical Retailer
I"-"IDEl'M # Pending Transfer
# Cancelled Trarester

CevnryE
* ¥

£ F F & §
P A A

§ § £
. A

o I P IS F 4 n ¥ &

3.2.2.2 Active retailer

¢ Around icon marker indicates a change of Retailer.
e Create Date of the original record.

e 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.

e Start Date of the Retailer’ responsibility.
e End Date of the Retailer’s responsibility.

Aus PO

Create Dade: 13-May-2005
Days: -125

Start Dabe: 5-Jan-2000
End Date: $-Way-2005
L -

i Elec

Active HMI
nactive Mk
Active Retailer
Historical Betailer
Pencing Transfer
Cancelled Transfer
CoumryE ] O Today's dateline

¢dB000

CaurgryE
+*

3.2.2.3 Historical retailer

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

Doc Ref: EMDMSATS29 v1.03 5 April 2011 Page 10
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e 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.

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

L

CountryE CourgryE _ CourmtryE

Aus PG

]

Create Date; 28-Jun-2005
Update Dabs: 36-Sen-2006
Days: -53

Start Date: E-May-200%
End Dabe: 22=Jun-2008

B Active HKI
B nactive NM|
B Active Aetailer

Click
- § Historioal Hetailer

4 Pendng Transder
* i # Cancelled Transher
] Today's dateline

l.‘l:|:|l.l"|1r:'E :

‘Qininé
£ & & & 4 # g § F &
£ k4 o ¢ § 4 # 3 3
'-' - = bl w L ™

3.2.2.4 Pending transfers

@ Note: pending transfers include the following statuses: pending validation, requested, pending
and objected.

¢ Create Date: the original date the transfer was submitted.
e Proposed Date: proposed transfer date (start date).

CoumryE _AusFG
TrIJEE
0 Active HMI
qm_ B naetive MM

0 2stive Retailer
Hisledical Retailer
b Penching Trarmler

Eiick
i |Crease Date: 17-1ay-2010

¥ Froposed Date: 30-Jun-20°10F Cancelled Transkar

T i L Teday's cateline
’I:Irln-n .
el el = e P
g 4 £ ¢ ¢ § Y,
i o _‘,_!éi ;:F i g K h:f

3.2.2.5 Cancelled transfers
e Create Date: the original date the transfer was submitted.
e Proposed Date: proposed transfer date (start date).
e Cancelled Date: the transfer cancelled date.
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CountryE _AEPG
TruEgy
~——
: B active HMI
vicEles s : ® nactive N8I
& Active Hetallar
cliek B Hstorical Aetallar

# Panding Transfar
4 Cancalled Transtar

CourmryE
] Today's dataline

Cieigrin
T‘\% Creale Dats: 2B-Apr-2010
Propesed Date: 20-4pr-2010
Cancaled Data: 2B-Apr-2010
& & & g & & & &
E £ é ¢ 4 & ;o3
m~

L - - -~ "

3.2.3 Viewing meter information

The Ombudsman NMI Details screen 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:
o Current meters (green) ordered by serial number.
o Removed meters (pink) ordered by serial number.
e 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).

Meter Serial: 7640190

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

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

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

e Each Meter Serial tab displays the:

Meter Serial number

Meter Installation Type Code

Status Code: Current or Removed

Start Date and End Date

Next Scheduled Read Date

e For each corresponding Meter Register Identifier the following displays:
o Register number

O

e}

O
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Register Status: Current or Removed
Start Date and End Date:

Time of Day

Network Tariff Code

Controlled Load

o O O O O

3.3 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 “Figure 4: csv
spreadsheet example” on page 15.

@ Note: this section assumes that you have followed the steps for “Making a NMI enquiry” on
page 5 and selected a record.

To download a NMI enquiry:

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

Ombudsman NMI Details Participant 10 PART IO
Participant Name: | Ombaadsman

| Saceio Search || Aeset Zoom | 25k AEMD 1o Resalve |

HMI: 410352B596
Address: SAMPLE SITE OMLY 9 ALFRED ST ROZELLE NSW 2039

A

B Activs MMl

L‘*rﬂ\_"m—u\ L “‘?"“X. PO,

2. The File Download window displays.

File Download X

Do you want to open or save this file?

[r;' j Mame: ...dsmanEnguiry_4103528556_20100519043941.csv
4 Type: Microsoft Office Excel Comma Separated Values Fil. ..
From:

Open || Save R_][ Cancel |

l--' While files from the Intemet can be useful, some files can potentialhy
ham your computer. f you do not trust the sounce, do not open ar
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 “Figure 4:
csv spreadsheet example” on page 15.

o Click 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
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(MS Excel) to open the saved file. The standard file name format is
ParticipantlD_NMINumber_Date.csv

Eanvmin: | 7 Orsbucheran Engury Foocems - . ¥ r m'

Wy Craputar
™ Fin oy BTG S ] D D S o Swea N
By Hetwod; | Saveanbypa Viguctt Pt Excel Come Saoaaiad 'dabst W

o Click to return to the Ombudsman NMI Details screen.
4. Opening the file displays the NMI Enquiry data. Included is:

o 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.

Format Cells

Huarber | Migneent | Font Seorder Al Prohelion
Catagery:
Genera Sarpls
10000000000 1004
CuTEnY
Accountng Cecmal places: |0 a
Dabe
T se 1000 Separater ()
Parcentage D R »
Fraciion begathve numbers;
somhc T —
Teat 1234
Specal 1234
Cughom 1734

Mearibear is used For general daalay of numbers. Currendy and Ascauribing affer
specisized formating for monetary value,

[ (a4 ] | Cance

o the same data displayed on the Ombudsman NMI Details screen; shown in bold in the
example below
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& E C [x] E F (] H I 4
| |C KBTS CerbgdsmarEngquins FIEBAUCD PARTID 12053010 B
2 || QuUBDd E=mpary 1 ErquirRedsrence MU Startliane Erdlaie Likdraan LEL L H]
SEHPLE SITE ONLY 9
LLERED ST ROZELLE REW
3 |p Quen E=rpary 1 1F+8l A0S IERIE OUBETED SNk 2050 PARTUSERIN
4 || QuBD [F T 1 HlA_Frales Sarbaw  Enalain
5 o QuRnd [ TE-= 14 T RFOIE
5 || OMBD CarmaTa e 1 Antailer SarDaw  EndDaln MaTFl  HannCean
I |p aumn CumsniRatailer 1 5AUPLR TIZTO A QRNITIE
B | OUBD HiskecAstaier 1 Actaier SarDow  EndDain MaTedFl  HannCmeanie
G | auna Chargsfscuest ! Astadsr CR_Sbhn  CosslaDals  FropcasiCols ChangsDoafs CanzaDute
101 auoa Lisdin 1 MutarSuial InalaliCodn MetarStatns  Startllate Endllate HuxiSehedulodRead
11 |0 ausa Lsdin 1 S50T3E BASIC ot 1981 Q122806 03004
12 b SuBd Lsdin 1 S50T35 SAMFLE  Casraim DRAIEOOE RST0IE
131 aubd Uit P i 1 W S i al Rigistirll Regsiesans Sienlae  Endla Tissa D&y
D auBd Lt sy lir 1 S50TIE T Cudrain 1954001 I102280s 0P
15 O GUBD Lty Getsr 1 S50TIE T Cumaim [RAEF0E [}
1 |C ENO OF REPORT "

Figure 4: csv spreadsheet example

‘.

) AEMO

AUSTRALIAN ENERGY MARKET OPERATOR

Blimwed TarilCo CamialkidL sad
EAZID

EAZID ik

If your data does not download a message displays “Data download was not successful’;

Retry your download again.

3.4 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 a NMI enquiry” on

page 5 and selected a record.
To ask AEMO for help:

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

Participant 10k PART ID

Ombudsman NMI Details

Participant Hame: Ombaads man

Cownload Cata | Aok SEMO to Resolve ]

Eack to Search || Geset Zoom |

NMI: 4103530596
Address: SAMPLE SITE ONLY % ALFRED 5T ROZELLE NSW 2035

B Active Hke
 nmchive Hidi
B Active Retalar

Distributar: - LHNSP

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.
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Ombudsman Enquiry - Ask AEMOD Participant ID:

Participant Namx

msats_test@nemmoo.com.au
RuchicaGupta@gmail.com

AEMO assistance required for NMI 6203307347

: ‘USERfrom Energy and Water Ombudsman
could not understand the NMI information for an ombudsman enquiry on the above NMI,
for the period 1-Aug-2009 to 31-Jul-2010.

Assistance from AEMO is required.

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

The notification email to AEMO has been sent.

Eack to Search
S ST = N

i

@ Note: AEMO sends an e-mail response using the details in your user profile. To learn
more about viewing or changing your details, on the main menu, click User Guides and
download the MSATS User Interface Guide from the AEMO web site.
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4 Reports

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 logging in obtain the Web Portal Login User Guide, see “Related resources” on page 1.

4.1 Requesting a report
To request a report:

1. On the main menu, click Ombudsman and then click Reports.

T Ombudsman

MMI Enguiry

Reporty
b User ihnﬁle

User Guides

Understanding MSATS
Training

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 calendar week (Monday to Sunday).

Last Month: enters a Date Range for the last calendar month.

Last Quarter: enters a Date Range for the last quarter.

User Defined: enter your own Start Date and End Date by clicking the calendar icons
to display the MSATS calendar (this is the default selection).

O O O O

Ombudsman Reports Participant D FART IO

Parlicipant Mame:  Ombudsmean

Date Range:
W Lask Week B Last Hondh W Last Quarter O User Delined

Start Datar I - Erd Drafte:

3. Click Report].
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Ombudsman Reports Participant 10z PART ID

Participant Hama: Ombudsman Victoria @5

Date Ramdgs:

© Last weak @ Last Month @ Last Quarter 4 User Defined

Start Date: 10-May-2010 1G4 End Date: 16-May-2010 i

epor { ciee |

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.

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

o AEMO Resolve: how many enquiries for the date range were made using

o Resolve.

@ Note: it is possible to have more than one Participant associated with an ombudsman
enquiry; therefore the number of enquiries per Business may not match the number of
ombudsman enquiries in the last row.

Ombudsman Reports

Ombudsman Engquiry Business Report

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

[Retailer |Enquiry Count|Self Serve| AEMO Resolve|
A, 00001 e | 1+ | o |
lorigingnergy [ 3 | 1 | o |
|United Energy (Alinta AssetManagement)) 3 [ o [ o |
VictoriaEleatricty [ 3 | 1 | o |
Australian Power and Gas

L]

5]

LJ

Red Energy
Simply Energy

TRUenergy 2
Energy and Water Ombudsman Victoria

Download Report | _

IIII rJ IIH
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You can also

Download the report Click [Download Report]. To learn more see
“Downloading a report” on page 19.
Request a new report Click to return to the Ombudsman

Reports screen.

4.2 Downloading a report

@ Note: this section assumes that you have followed the steps for “Requesting a report” on
page 17.

To download a report:

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

Ombudsman Reports

Ombudsman Enguiry Business Report
All enquiries from 10-May-2010 to 16-May-2010

Retailer Enquiry Count|Self Serve| AEMO Resolve
G
Origin Energy
United Energy (Alinta Asset Management)
Victoria Electricity
Australian Power and Gas
Country Energy
Jackgreen (International) Pty Limited
Red Energy
Simply Energy
Uenergy

Energy and Water Ombudsman Victona

Download Report N

Mew Report f

2. The File Download screen displays.
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File Download '|
Do you want to open or save this file?

= j Mame: _Ombudsmanfeport_20100521114957. csv
a, Type: Microsoft Office Excel Comma Separated Values Fil. ..

From:

Open ] [ Save %J I Cancel |

harm your computer. f vou do not trust the source, do not open ar

|e‘) While files from the Intemet can be useful, some files can potertially
L.
= 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 “Figure 4:
csv spreadsheet example” on page 15.

o Click 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.

Floram ) Dok crman i 4100521114138 co 0 nee

Wy Pimtmark S Bl e dcroaafi C¥fice Excal Corema Separeiad sk % Caved |

o Click 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 E [+ 1] E F [} H

1 |C MSATS CmbudsmanRepart HEMMCD PARTID 2105200 11:40:57
2 | Ombudeman Engury Busnags Repoed fair OmbBudaman
3 T Al enguiries from 200D to 201000516
4 || QMBD EnguiryRape 1 Fatwiler Ennuirg Coun Sell Serve AEND Resols
§ |0 OMBD EnguinyRiepart 1 AGL L] 1 L]
6 |0 OMBD Enquingspen 1 Qrigin Energy 3 1 [
T |0 OMBD EnquinyRieport 1 United Energy (Alinta Asset Managemen ] 1] 0
B |0 OMBR Eniinzpet 1 Vicanria Flacmiciny 3 1 o
9 |0 OMBD EnquryRiegart 1 fustralian Power and Gas 2 1 i
10 |0 aMED Enquiryfispon 1 Couriry Enargy il 1 o
11D QMBD EngunyRiepart 1 Jackgreen {International] Py Limited 2 1 L]
12 |0 OMBE Enquingisper 1 Had Enargy ] 1 o
13|D QMBD EnquryRispart 1 Simply Energy 2 1 ]
4|0 aMB EnguinyRisgart 1 TRUanarogy ? 1 ]
16 |0 OMEBD EnguirySspart 1 Energy and Water Ombudsman Victoria & 1 [}
16 & EMD OF REPORT 16

Figure 5: Ombudsman report example

If your data does not download a message displays “Data download was not successful’;
Retry your download again.
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5 References

@ Note: it is important to ensure that you are reading the current version of any document.

¢ National Electricity Rules: see the AEMC web site http://www.aemc.gov.au.
e AEMO Help Desk: phone: 1300 300 295, option 2; e-mail: helpdesk@aemo.com.au

5.1 AEMO’s website
The following documents are found on AEMQO’s website:

o “Guide to Market Systems — Gaining Access”, for information on access to AEMO’s Web
Portals. Participants wishing to use AEMO’s Web Portals are required to have access to
the AEMO Market Systems using the MarketNet Private Network. MarketNet provides
information using web interfaces to participants, available from
http://www.aemo.com.au/registration/nemnet.htmil.

o MSATS User Guide Group available from
http://www.aemo.com.au/electricityops/userguide.html.

5.2 Information centre

The AEMO Information Centre provides an information service for all interested parties, from NEM
participants to the general public, providing information regarding AEMO NEM operations and the
electricity industry generally.

o Telephone: 1300 361 011. E-mail: infocentre@aemo.com.au.
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