Troubleshooting Aggregation and Data Issues FAQ

Overview

Where are aggregation
errors displayed
in AccountView?

AccountView can help advisors identify aggregation or data errors related to accounts,
credentials, or institutions. This document addresses the following common questions
about troubleshooting in AccountView:

» Overview (page 1)

» Where are aggregation errors displayed in AccountView? (page 1)

» Where can | access error messages related to an aggregation issue? (page 2)

» |s there a way to contact my client directly to resolve an aggregation issue
related to credentials? (page 2)

» Where can | view additional insights into individual Financial Institution Health?
(page 3)

» What's the difference between the “Email Technical Support” and “Contact Us”
buttons? (page 4)

» What is data validation? (page 4)

» How might data validation impact an advisor? (page 4)

» Where can | view the data validation status for an institution? (page )

» What do the data validation statuses mean? (page )

» How can | view position values or position history? (page 6)

» What do the different sources on the Financial Data tab mean? (page 6)

» Which transactions are available for export? (page 7)

» How can position and transaction data be exported? (page 7)

Aggregation errors can be displayed in multiple locations in AccountView, depending
on the context of the error.

First, the Home tab displays status on the main dashboard. The failure button will take
you to the list of out-of-date accounts.

Next, within the Accounts tab, the All Accounts sub-tab displays a list of accounts,
including alarms for any issues or required actions.

Additionally, the Out-of-Date Accounts sub-tab provides more detailed information,
including the list of accounts, the dates of the last successful aggregation and
aggregation attempt, and corresponding recommended actions. This sub-tab contains
information to help troubleshoot the widest range of use cases.

Finally, within the Credentials tab, the Credentials Needing Edits sub-tab provides a
list of credentials with authentication status and recommended actions. This tab
proves useful when a user cannot initially connect to an institution, and therefore the
issue won't appear on the Accounts tab.
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Troubleshooting Aggregation and Data Issues FAQ

Where can | access error When reviewing the Out-of-Date Accounts or Credentials Needing Edits sub-tabs,

messages related to click the information icon in the Recommended Actions column. Read the error

an aggregation issue? message for information about why the account is failing to aggregate. For example, it
may indicate an authentication error for the credential information provided.

Click this icon in this column.

Home Accounts Credentials Clients Institutions Financial Data Downloads
All Credentials | Credentials Needing Edits I
‘ Recommended Actions Q
Credentials Needing Edit — credential status
‘ﬁ‘ Name: EFT Mur‘nglzyéAutc Loan Account - Three Month
S Status: Credential error
‘Inst\tut\on “  Client Error: 1007 Status ‘ ecommended ... “‘
Search Search Status detail: The usemame or password you entered is not correct. .r
£ prv Manthly Auto Loa... Cllent, T4 Here are actions you can take to resolve the problem: ' Ol 2
Change and verify credentials
@, The login, password, or other credential item may be incorrect.
Review credentials to determine if the information is accurate,
correct any errors, and perform a “verify".
Send email to technical support
= Contact technical support to report a problem with this
credential.
o)
Is there a way to Yes, in many cases you may need to reach out the client to fix an issue. This can be
contact my client completed either through your own communication channel or through the
directly to resolve AccountView “Send Email to Client” feature, which is located under Recommended
an aggregation issue Actions in the Qut-of-Date Accounts and Credentials Needing Edits sub-tabs.

related to credentials?
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Where can | view
additional insights into
individual Financial
Institution Health?

The Institutions tab contains two columns representing Fl Health and Known
Connectivity Issues at the financial institution. Further, you can select the drop-down
field to view additional information about any financial institution, including the

following information:

This content...

Special Setup Instructions

Shows you...

Valuable information you should be aware of before
attempting to link accounts. In some cases, the user is
required to take an action outside of the ByAllAccounts
application. These Special Setup Instructions are also
displayed during the account linking experience in bath
AccountView and Morningstar Connect.

Known Connectivity Issues

Any known active issues related to a financial institution's
connectivity or data will be displayed here. This information is
also displayed during the account linking experience in both
AccountView and Morningstar Connect.

FI Health

Fl Health represents the status of the aggregation service's
ability to connect successfully to a financial institution.

Fl Health is calculated daily, based on the presence and rate
of user actionable and non-user actionable aggregation errors
the financial institution has experienced over the trailing

72 hours.

< Note: Other key details are also displayed, including the availability of position and transaction
data, and credential access requirements.

Note the two columns on this tab.
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What's the difference Depending on your user group, you may have the option to email technical support in
between the “Email situations where the recommended actions aren’t helpful, or the error message is too
Technical Support” and ambiguous to yield an action. This creates an automated message pre-populated with
“Contact Us" buttons? important error and account details. You can further edit this message to provide

additional context before submitting it.

Alternatively, for an issue unrelated to a specific account, you can use the generic
Contact Us button in the top-right corner of the screen, or even call or send a direct
email. The specific contact details will vary by user group.

Home Accounts Credentials Clients Institutions Financial Data Downloads

All Accounts Oul Send Email to Technical Support e

Out-of-date / Please report each issue only once and include one or two accounts that © Refresh Table |

demonstrate the problem. You will receive an email acknowledgement with a
case number. Resolution times will vary. To obtain status for a previously

‘ D Clear Skt ‘ reported issue, contact technical support with your case number.

IAggregate Now

Instituti... * To: byallaccounts-support@morningstar.com Mj
SEsrdn Il From: baa-service@alerts-morningstar.com ‘(
Reply To: |
] pFM Monthl... -
[Oce: =

* Subject: Accounts failing to aggregate [Training, BAA]

* Message:
Contact:

The following accounts have errors when attempting to aggregate data:

Institution: PFM Monthly Auto Loan Account - Three Month Historical v

Do Not Send ‘ | Send Email

Version V2.26.004 Security Privacy User Agreement Thawte® Secured

What is data validation? The data validation process is important for ensuring the quality and accuracy of your
data, both for use in the aggregation service as well as other downstream systems.
When a customer successfully links an account at a financial institution they have not
used previously, the data must undergo data validation. Morningstar employs a data
validation team to performs quality assurance on the data being aggregated. For
example, this team may identify missing or misidentified transactions, positions that
not linked properly, or other data issues. Not all customers’ data requires validation,
depending on the use case.

How might The results of the validation are important and may impact an advisor. Only when no
data validation issues are identified, or if issues were identified and resolved, will the financial
impact an advisor? institution data be considered successfully validated. Until this happens, for some

customers the data will not flow “downstream” to other systems that require it.
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Where can | view the Navigate to the Institutions tab, then the Validations sub-tab. For each financial
data validation status institution, the table displays the status, resolution, resolution date, and number
for an institution? of accounts.
MOHNINGSTAR Welcome, BAA Training My Profile Settings ¥ Help Contact Us Logout
Home Accounts  Credentials Clients Financial Data  Downloads
Supported Institutions  Requested Institutions
Institution Validations | Refresh Teble
}nstituhcn = Activated On Status Resolution Resolved On # of Accounts
Searct Search Search Search Search arch [
Alliance Benefit Group North Central States - Participant 2016-07-07 |Completed Valid 2016-07-07 09:... ] =
Bank of America (bankofamerica.com) 2017-03-04 [Completed Valid 2017-03-06 07:... 0
Barclaycard (US) 2019-06-18 |ICompleted Valid 2019-06-27 13:... 0 =
Betterment 2021-03-17 |Completed Valid 2021-03-17 10:... 0
Brookline Bank - Banking 2016-10-15 |Completed Valid 2016-10-19 14:... 0
Capital One 2017-06-10 |Completed Valid 2017-06-15 10:... 0
Charles Schwab & Co., Inc. - Client Log In 2019-07-30 [Completed Valid 2019-07-30 08: 0
Charles Schwab & Co., Inc. - SchwabPlan Retirement Plan ... 2020-10-07 [Completed Valid 2020-10-08 08:... 0
Chase Online 2017-04-14 |Completed Valid 2017-04-17 09:... 0
Citibank - Citi Cards 2020-10-13 [Completed Valid 2020-10-14 11:... 0
Citibank - Citi Cards - Quicken 2020-10-13 |Completed Valid 2020-10-14 11:... 0
Citizens Bank (New England) 2017-02-28 |ICompleted Valid 2017-02-28 09:... 0
Data Test 1 - 401(k) 2016-07-07 [Completed Valid 2016-07-07 12:... 1
Data Test 2 - Simple IRA 2016-07-07 [Completed Valid 2016-07-07 12:... 1
Data Test 3 - Brokerage 2016-07-07 [Completed Valid 2016-07-07 12:... 1
Data Test 4 - Savings 2016-10-31 [Completed Withdrawn 0
Data Test 5 - Checking 2016-10-31 |Completed Withdrawn 1] p= >
What do the data The following table describes the common statuses displayed in the Resolution column

validation statuses mean? of the Validations sub-tab:

This status... | Means the validation is...

Valid Complete and no action is required.
In Process Underway; simply wait for the validation to complete.
Blocked Being prevented by an aggregation error, such as a

credentials error or other connectivity issue. These can often
be resolved by the advisor or account holder; other times
errors need to be reported to the service organization.

Withdrawn No longer being considered, due to the account in question
having been deleted, and thus the financial institution has
been withdrawn from the validation queue.

Momingstar ByAllAccounts November 2022 5
MnHNlNHSTAR V\/ea |th © 2022 Morningstar. All Rights Reserved.
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How can | view To display a history of a position within an account, do the following:
position values

. . 1. Select the Financial Data tab.
or position history?

Select one or more accounts.
Click Get Financial Data.

o™

To the right of the position, click the clock icon. The earliest position available depends
on the following factors:

» when the account was first aggregated, and
» the position retention period set for the data.

< Note: Position retention may vary by customer.

MmRNlNBS‘[AH Welcome, BAA Training My Profile Settings ¥ Help ContactUs Logout
Home Accounts redentials Clients Institution: I Financial Data I D
Position History [x]
Financial Data E AIR PRODUCTS & CHEMICALS IN‘C ( Export Table
~ Positions (55) Held in account: Fred and Wilma's Brokerage XXX0123 = ‘ Show
Date Range : All =
Account “1  Name s ... |Archived j
lsearch  |Search | 1228 M Units | Price Market Value | Source =l 1 B
e = —— 2022-10-05 277.0000 $67,255.60 Institution - m g
Fred and Wilma's... ABBOTT -
2022-10-04 277.0000 $68,684.92 Institution H 4
Fred and Wilma's... ACCENT! ©
= 2022-10-03 277.0000 $66,017.41 Institution -
Fred and Wilma's... AIR PROI 0]
2022-10-02 277.0000 $64,466.21 Institution
Fred and Wilma's... ALLERGA [C]
2022-10-01 277.0000 $64,466.21 Institution
Fred and Wilma's... AMERICA [C]
2022-09-30 277.0000 $64,466.21 Institution
Fred and Wilma's... AMERICA [ 2k
2022-09-29 277.0000 $64,197.52 Institution
v Transactions (0) 2022-09-28 277.0000 $65,086.69 Institution iz ‘ Show
2022-09-27 277.0000 $63,920.52 Institution
Aci‘ & & 2022-09-26 277.0000 $64,125.50 Institution _—_ ‘
Search |Search [Search| laasm amae  aumseoa. T AT h Y
Close
No transactions to show
What do the different The Source column indicates the source of the position’s value, as described in the
sources on the Financial following table:
Data tab mean?
This value... Means the position’s value was...
Institution Derived from the financial institution during a successful
aggregation.
Stale Derived from the financial institution, yet the institution

may not have provided up-to-date values for the position
at the time of aggregation.

Carried Forward | Carried over from the last successful aggregation, due to
the account not successfully aggregating during the
most recent attempt.
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Which transactions are
available for export?

How can position
and transaction
data be exported?

The range of transactions displayed can be changed either to one of the available

default ranges, ortoacu

stom range. The transactions available for export depend on

the amount of historical transaction data made available by the financial institution,
and the transaction retention period set for your firm.

< Note: Transaction

On the Financial Data ta

retention may vary by customer.

b, click Export Actions to select from multiple options for

exporting position and transaction data, as described in the following table:

This action...

Allows you to produce...

Export A .csv file containing the details shown on the screen, as well as
additional details for the transactions and positions. This may not
be available to you, depending on your configuration.

Export Table A simple .csv export of the data and columns displayed on

the screen.

Extract Account Source

An extract of the position and transaction data directly from the
source it was aggregated from. This may not be available to you,
depending on your configuration.

This option is helpful when troubleshooting an issue related to
missing or incomplete data. Viewing it at the source helps you
understand whether the problem is the result of a data limitation
at the source, or whether the aggregation service failed to
completely or accurately capture the available data during
aggregation. If the latter is observed, you may want to report the
issue to aggregation support.

< Note: If an account is failing to aggregate with a credential errar,
you should not run an Extract Account Source, as this could lock out
the account.

Home Accounts  Credentials Clients Institutions  Financial Data ~ Downloads
Financial Data Accounts (2 selected) ¥ | Export Actions ¥ Exportiready >> @
¥ Positions (55) Bt Ab of: @ current O Close of Business T | show
Export Table
Account “1  Name “2 |Ticker cls|  Extract Account Source rifet Value Price |Price As.. |DataAs.. |Archived
Search Search Se s Search Searct Y
Fred and Wilma's... ABBOTT LABORAT... ABT 0028241...  802.4900 $82,961.4162 2022-10-06 o[-
Fred and Wilma's... ACCENTURE PLC ... ACN G1151Cl..  346.0000 $94,921.64 2022-10-06 0=
Fred and Wilma's... AIR PRODUCTS &.. APD 0091581...  277.0000 $67,255.60 2022-10-06 ®
Fred and Wilma's... ALLERGAN PLC  AGN 33.0000 ®
Fred and Wilma's... AMERICAN FUND... AMBFX ~ 0240718..  858.3960 $23,897.7446 2022-10-06 ®
Fred and Wilma's... AMERICAN FUND... CAIFX 1401941...  362.3700 $21,571.8861 2022-10-06 [CIE
~ Transactions (0) Execution Period: Last 7 days ~ from 2022-09-29 i to iz | Show
Ac..®1  Posit.. |Execu.*: |Settled Type Total Units Price | Description -

Search  Search  Search Search

Version

Search Search Y

No transactions to show

V2.26.004 Security Privacy User Agreement Thawte® Secured
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