MarkeTrak 
FAQ
Q1. Who should I call if I have issues with…
· Connectivity? Contact the ERCOT Help Desk at 512-248-6800 or helpdesk@ercot.com
· Digital Certificate? Contact your Company USA

· Adding or changing your Company’s MarkeTrak Administrator? Contact your ERCOT Account Manager or ERCOT Client Relations at 512-248-3900 or clientrelations@ercot.com
· Escalation of specific MarkeTrak Issue? Escalation contacts are in the MarkeTrak Rolodex
· MarkeTrak Education/Training needs? Contact your ERCOT Account Manager or ERCOT Client Relations at 512-248-3900 or clientrelations@ercot.com
Q2. What should I do if I have issues with logging into MarkeTrak?
· Check to make sure you are accessing the correct URL which is https://mis.ercot.com/marketrak/tmtrack/tmtrack.dll?
· Check to make sure your digital certificate was installed correctly

· Contact your company’s MarkeTrak Administrator and make sure you are set up as a user in MarkeTrak. 
· Check your browser compatibility settings.  MarkeTrak is supported on IE11 in Default Mode.  Browser configuration specifications and settings can be found in the updated IE11.x Configuration Guide posted on the User Guides  page of ERCOT.com.  The Configuration Guide details running specific URLs in Default Mode.
Q3. What should I do if I have issues exporting to Excel using Internet Explorer?

Complete the following steps.
1. Open the Internet Explorer browser.  Select the Tools tab in the upper selection bar.  Select the Internet Options selection from the drop down list.
2. After the Internet Options popup window displays, select the Advanced tab.
3. On the Advanced tab, scroll down to the Security section.  Check the box beside Do not save encrypted pages to disk.  Click the OK button to save the change.
4. You will now be able to open or save MarkeTrak report and search data to Excel format.

Q4. If an issue becomes locked, what should I do?

There are three ways to unlock an issue:
1. Contact the user that has the issue locked and ask them to exit the issue. Additional directions can be found in MarkeTrak Users Guide 1.9.6.
2. The user that locked the issue can log out of MarkeTrak which will unlock any locks.
3. If the user that locked the issue is not active for 30 minutes the system automatically logs the user out of the MarkeTrak tool which will unlock the issue.
Q5. How do I log out of MarkeTrak correctly?

· Use the Exit function within the MarkeTrak tool. 
i. Do not exit out of the internet web browser by selecting the X. 
· Logout when not in use to free up licenses

Q6. What if I get the error message “No Concurrent licenses are available”?

· This means that all licenses are currently consumed and the user must wait for one of the current logged in users to logoff or timeout. 

· You should wait 15 to 30 minutes and try again.
Q7. If I have issues submitting a bulk insert issue, what should I look for?

· See “MarkeTrak Bulk Insert Tips and Tricks” document on ERCOT.com

Q8. Why did the TDSP override my Switch Hold Removal objection as Rep of Record?

· The TDSP makes the final decision to remove a switch hold on an ESIID.  Even though the Rep of Record may select Disagree on a Switch Hold Removal issue, the TDSP can remove the Switch Hold if they determine it is appropriate.  It is recommended that the Rep of Record provide documentation supporting their position on the removal of the Switch Hold. TDSPs will rarely override ROR’s decision if documentation is provided.
Q9. How do I know which Tran ID to use when submitting an 

Inadvertent Gaining/Losing?
· Inadvertent Gaining: Use the BGN02 from the 814_01 or 814_16 that you submitted.  This will ensure that you have provided ERCOT with the correct Transaction ID.  
· Inadvertent Losing: Use the BGN06 from the 814_06 that you received.  This will ensure that you have provided ERCOT with the correct Transaction ID.  

Q10. When should a DEV issue be submitted?
•
DEV issues should only be submitted when a transaction cannot be sent to correct service history 
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