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1. Introduction

1.1 Overview

This manual presents known issues and solutions related to using MyCentre. It is intended to be a continuously
developing diagnostic tool as this user portal evolves. If you encounter any issues that are not covered herein,
please forward the details to our Support Desk (support@mhi.ca).

1.2 Related Support Documents

Refer to this article for other, related, support documents.
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2. Registration Issues

2.1 The MyCentre Registration Halts

Problem

After filling in the Registration page for registering in MyCentre, clicking the “Next” button results in the
registration being halted.

Cause 1

There is a compatibility issue with Internet Explorer.
Solution 1

Retry the registration using Google Chrome or FireFox.
Cause 2

The Google ReCaptcha feature is blocked.

Solution 2

Install a Virtual Private Network (VPN), and retry the registration using the VPN.
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2.2 Registration in MyCentre freezes During the ReCaptcha Process

Note
This is no longer an issue. The Google Recaptcha was removed from MyCentre registration, thereby
removing the occurrence of this issue.

Problem

When registering for a MyCentre user account, the registration freezes during the ReCaptcha process, and the
following errors display:

Log In

2 {{usemname}} =

MANITOBA-HVDC
RESEARCH E
CENTRE

Change Password

Register
User Manual

HOME VIDEOS SUPPORT DOWNLOADS PSCAD Q&A

Register

Final Step

Please complete the recaptcha below to complete your registration.

{{recaptchaErrorMsg}}

Registration failed due to the following errors:
o {{Error}}
o {{registerError}}

Cause
Google products (for example, ReCaptcha) are being blocked by the network.
Solution

Some users have employed a work-around, by registering for a MyCentre user account through a virtual private
network (VPN).
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23 Receiving Errors related to the Recaptcha Field, Username and E-mail Address when registering a
MyCentre User Account

Problem

When registering for a MyCentre user account, the following errors display:

MANITOBA-HVDC
RESEARCH E Register
CENTRE

HOME VIDEOS

MyCentre

Register
Final Step

Please complete the recaptcha below to complete your registration.

Sy wam g

[ Type the text ] Privacy & Terms

The recaptcha field is incorrect

Registration failed due to the following errors:
. The username already exists
. The email address already exists

Cause

This is a bug in MyCentre, in which a user is already considered to be registered in some instances.

Solution

The user account has actually successfully been created. The user may gain access to their account by following
the password reset procedure provided on this webpage.
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3. Login Issues

3.1 General Issues with Logging in to MyCentre

Problem

User is unable to log in to MyCentre account
Solution 1

The following are login tips:

e Ensure to enter your login credentials the same as were registered in MyCentre.

e If you have other login accounts, ensure that you are not entering the login credentials from those
accounts.

e Login text is case sensitive (upper/lower case).

e  For continued login issues, please contact support@mhi.ca for assistance.

Solution 2

If you have forgotten your MyCentre Username, simply enter your e-mail address in the “Username” field, then
enter your password.

Once you are logged in, you may display your user profile to determine your username:

RESEARCH E
CENTRE

Solution 3

If you have forgotten your password, enter your username or e-mail address in the “Username” field, and select
“Forgot Password?”:

Log In

Or Register a new account.

Username | I

Password

[1 Keep me logged in

Forgot Password?

An e-mail will be sent to you containing a link to reset your password.
If you do not receive this email:

e  Check whether this email is in your junk or spam email box, or

e  Ensure that emails from mycentre@hvdc.ca are not blocked, then retry the reset.
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3.2 Unable to Log in to MyCentre from an Application when Connected to VPN

Problem

When trying to log in to MyCentre from one of the applications (PSCAD, Enerplot, etc...), the following errors
display:

Login

Please enter your Username and Password

‘Password ‘

Remember Me

Failed to contact the server. Timed out waiting for a response from the
server.

The server may be busy. Please try again in a few minutes. If still unable to
contact the server, then please locate and e-mail the PscadLmgr.txt file to
PSCAD support.

Forgot Password Register Cancel

Cause
VPN may be blocking communication to the license server.
Solution 1 — Configure VPN
Configure VPN to allow communication to the following URLs:
e http://licensing.pscad.com:80/Licensing
e net.tcp://licensing.pscad.com:443/Licensing
Solution 2 — Disconnect VPN

Disable VPN, then log in to MyCentre from one of the applications.
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3.3 Unable to Log in to MyCentre from the MyUpdater utility when Connected to VPN

Problem

When trying to log in to MyCentre from the MyUpdater utility when connected to VPN, the following error
displays:

Please enter your Username and Password

[J Remember Me

No response was received during the time-out period for a request.
Please try again.

Forgot Password Register Cancel

Cause
VPN may be blocking communication to the products server.
Solution 1 — Configure VPN
Configure VPN to allow communication to the following URLs:
e http://publisher.pscad.com:80/
e net.tcp://publisher.pscad.com:443/
Solution 2 — Disconnect VPN

Disable VPN, then log in to MyCentre through MyUpdater.
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3.4 Receiving a “Your computer name uses characters which are not recognized

Problem

When trying to log in to MyCentre, the following error displays:

Login

Please enter your Username and Password

Resolving MyCentre Issues

... Error Message

Password
[7] Remember Me

Your computer name uses characters which are not recognized by MyCentre.
Rename your computer using only English characters. Then try again.

Forgot Password Register Cancel

Cause

The computer name contains non-English characters, which are not recognized by MyCentre.

Solution

Currently, to be able to log in to MyCentre, the following must use English-only characters:

e  Your machine hostname,
e  Your MyCentre username,

e  Your MyCentre password.

Page 9



Manitoba

Resolving MyCentre Issues
HYDRO INTERNATIONAL

3.5 Receiving an Error Message “A message security error occurred” when attempting to log in to
MyCentre

Problem

When a user is attempting to lot in to MyCentre, this action fails, and a message similar to the following displays:

Login

Please enter your Username and Password

L2 23

I J

[C] Remember Me

Communication with the server failed. A message security error occurred.
Please try again. If still unable to contact the server, then please locate
and e-mail the MyUpdater messages file to the PSCAD support.

Also, if this login fails in MyUpdater, the MyUpdater messages indicate a message similar to the following:
MessageSecurityException:

Cause: The security timestamp is invalid because its creation time (<some time>) is in the future. The current time is'
<some time> 'and the allowed time offset is '00: 05: 00'.

Also, if the Fortran Medic utility is run (see Appendix A.2), an error will display, indicating that the computer
time is not set correctly.

Cause

It has been detected that the computer time is not set correctly. Correct computer time is required to log in to
MyCentre.

Solution

Set your computer time correctly (see Appendix B).
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3.6 Receiving “Your system time appears to be incorrect” Error Message

Problem

When trying to log in to MyCentre, the following error displays:

Please enter your Username and Password

| |

‘Password l

[] Remember Me

Your system time appears to be incorrect.
Please ensure that your system time is correct, and then try again.

Forgot Password Register Cancel

Cause
Login to MyCentre requires that your system time zone and time be correct. Login will fail if not set correctly.
Solution

Set your computer to the correct time as per Appendix B, then retry logging in.
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4. General Usage Issues

4.1 Problem with the Free Download

Problem 1

Selecting the “Free Download” button in MyCentre (see below) results in an error message.

L PSCAD_2

FREE DOWNLOAD
Click Here

Solution 1

This issue is related to installing the MyUpdater utility. To resolve this issue, refer to the manual “Update Client
(MyUpdater) — Common Issues”, which may be found at the following link:

http://updater.pscad.com/docs/Commonlssues.pdf

Problem 2

A message similar to the following is displayed:

"
#, Microsoft Visual C++ 2010 %86 Redistributable Setup e

Senup his datacted that this COmMputar J0es Nt Meet the reguirements o sl ths
softwnre, The folowng blocking iszues must be resched before you can instell Microsoft
Visgal C++= 2010 %26 Redstridutable Setup softwace package.

Please resolve the following:

A siwar version of Mcrosolt Visual Ces 2010 Redistributable his bien datactad cn the ssaching,

Microsoft Vs Shudis webshe for more informaticn.

i

Solution 2

This is to notify you that newer software is already installed on your computer. As such, the stated software will
not be installed. Select the “Close” button, and the next installation step will proceed.
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4.2 An Error is Displayed when Downloading from the “Downloads” Tab

Problem

An error message is displayed when downloading from the “Downloads” tab.
Solution

If using Internet Explorer 8.x, switch to a different web browser:

e For Windows XP: Switch to Mozilla Firefox or Google Chrome

Resolving MyCentre Issues

e For Windows Vista and Windows 7: Switch to Internet Explorer 9.x and later, or Mozilla Firefox, or Google

Chrome
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Appendix A How to run the Fortran Medic Utility

In some issues listed in this document, there is reference to running the latest version of the Fortran Medic
utility. The Medic may be run and used as follows:

Al Running the Fortran Medic Utility

The utility may be run as follows:
a. Download the latest “FortranMedic” from our website:

http://updater.pscad.com/utilities/FortranMedic.zip

b. Inthe downloaded .zip file, run the “FortranMedic.exe” file.

c. Click on the “Actions” menu and select “Start”. The utility will retrieve information about your
computer.

A.2 Generating the Log File

The utility log file may be generated as follows:
a. Run the utility as per Appendix A.1.

b. Click on the “Actions” menu and select “Save Messages”. The FortranMedic message window will
display the location of the saved messages text file on your computer.

c. Send this log file to support@mhi.ca, along with any other relevant details.

A3 Fixing Issues using the Utility

The utility may be used to fix issues as follows:
a. Run the utility as per Appendix A.1.
b. Right-click on any red arrow to display a menu to fix it.

c. Right-click on any green arrow to optionally perform additional actions only if instructed by
support@mbhi.ca.
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Appendix B Setting the Correct Time and Date

Purpose

This appendix provides instructions for setting your computer to the correct time zone, time and date. This will
permit you to log in to MyUpdater and use certificate-based licensing.

Reference
Follow these instructions if either of the following issues occurred:

e You are unable to log in to MyCentre.

e You are unable to activate a certificate.

Procedure
1. Determine the correct time zone, date and time in either of the following two manners:
a. Use the “worldtimeserver” website as follows:

e  Go to the following website:
http://www.worldtimeserver.com/current time in UTC.aspx

e  Browse to your region using the “Countries” browser:

Countries

(UTC/GMT)
Afghanistan
Aland Islands
Albania

Algeria
American Samoa
Andorra

e The time zone, date and time in your region will be displayed. For example:

Location —

""" February 2, 2016

Time Zone|~ australian Eastern Daylight Time (AEDT) +1100 UTC

Continued...
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b. Use the Fortran Medic utility as follows:

e Download and run the latest Medic as per Appendix A.1.

e  After the utility is done retrieving information, scroll down to “Machine Info”, and note the time
zone, date and time that the computer should be set to:

Machine Info
Time (Local culture)
Local: 2016.02.26 15.39.44
GMT: 2016.02.26 21.39.44
Time (Invariant culture)

Local: 20160226 15.39 44
Set your computer date GMT: 20160226 213944
and time to this setting: [~ [ ing o DIS T

Local: 2016.02.26 15.39.45 (ideal local time) I
GMT: 20160226 21.39.45

Set your computer time

. . Ti :
zone to thIS settlng: R ezore

andard name: Central Standard Time
Daylightname: Central Daylight Time
Offset (hhemm:ss): UTC-06:00:00

e If your computer time is different from the global time by more than three minutes, you will see
the following error in the conflicts section:

Your system clock is not synchronized to global network time.

e Right-clicking on the error will display instructions on setting the correct time, date and time zone.
An example is shown in the following screenshot; more detailed instructions are below, in Steps
(2) and (3):

Incorrect System Time ﬁ

Your system clock must be correctly set in order to use the MyUpdater utility or
certificate-based licensing.
Currently, your system clock is off by about 00:28:03 (HH:MM:SS).
As of right now,
- The incorrect local time is: ***
- The expected local time is: ***
Your system clock may be corrected as follows:
1. Open the Windows Control Panel and browse to the ‘Date and Time” settings.
2. Ensure that the correct time zone is specified.
3. Set your system clock ahead by 28 minutes.
4. On the Medic, select Actions | Start to re-check your system time.
5. Make further adjustment to your system clock as necessary.
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Continued...

From your Windows Start menu, browse to: Control Panel | Clock, Language and Region | Date and

Time, then select “Change time zone”.

r 5
i Date and Time u
Date and Time | Additional Clocks
Date:
February-2-16
Time:
324:50 PM
% Change date and time...
Time zone
| Change time zone... !

b. Select the correct time zone from the drop-down menu (as determined in Step (1)), then select “OK”".

C.

r 5
i+ Time Zone Settings u
Set the time zone:
Time zone:
F 1

4

Current date and time:

February-2-16, 3:16 PM

Select “Change date and time”:

- Date and Time &
Date and Time l dditional Clocksl
Date:
February-2-16
Time:
3:18:20 PM
% Change date and time...

Continued...
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d. Selectthe correct date and time (as determined in Step 1), then select “OK”:

.
. Date and Time Settings “

Set the date and time:

Date:

‘ July, 2014 »

Su Mo Tu Sa
%30 1 R3PS
6 7 8 Y10 12

13 14 15 16 17 18 19
20 21 22 23 24 25 26
27 28 29 30 31

3 4 5 & 7

Change calendar settings

3. If you are unable to log in to MyUpdater or activate a certificate license, repeat Steps (1) and (2) to further
refine and correct the time.
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