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3 Support 
There is a system of support to assist you in using the NPI Online Reporting 

System.  

 

3.1 Sources of support 
There are 3 sources of support available to Reporters and Coordinators to use.  

 

 

Figure 52 – Sources of support  
 

In the screen shot below is the order you need to use the 3 sources of support in 

seeking support in using this system. 

 

Note: Your jurisdiction will contact the Commonwealth if their assistance is needed 

in resolving your issue. 
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Figure 53 – Order of use of support sources 
 

This screen shot comes from the Lodging NPI reports web page on the NPI web 

site http://www.npi.gov.au/reporting/index.html. 

 

3.1.1 Help files   
The Help files are the first source of support if you are not sure what you need to 

do on a screen or you encounter difficulties using the system. 

 

Help files contain: 

•  a brief explanation of the purpose of the screen 

•  brief instructions of what to do for that screen   

•  a link to this User Guide where more detailed step-by-step 

instructions can be found 

•  FAQs and 

•  a table of screen items describing each button and field on the 

screen and whether the item is mandatory or made public. 
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Note: You need to have pop-ups allowed for this site for the Help files to work. 

 

Accessing the Help file 

 

1. Click on Help.                                      

 

2. The Help file for that screen will open. 

 

For example if you were on the Login screen and wanted to access the help file for 

that screen you would click Help and the help file shown below would pop open.  

 

Figure 54 – Login Screen help file 
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See Appendix A for a complete list of help files for Reporters and a complete list of 

help files for Coordinators.    

 

3.1.2 User Guide for NPI Online Reporting System 
This User Guide is the second source of support for you to use if you are not sure 

what you need to do on a screen or you encounter difficulties using the system. 

 

The User Guide contains detailed step-by-step instructions on using each screen 

in the system as well as flowcharts and numerous screen shots. 

 

The User Guide can be accessed from the Help files (each Help file has a link to 

the User Guide) or from the NPI web site – on the Lodging NPI Reports page at 

http://www.npi.gov.au/publications/user-guide.html. 
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3.1.3 The support screen  
The third form of support available to you is sending an email to your jurisdiction.  

 

 

Flowchart T – 3. Support 

Sources 
of 

Support

Was  the
 online help  or this 
user guide able to

answer your 
query ?

From drop down list select which 
jurisdiction you want to send the query to .

The  From  field is already filled
in with your details .

In Message box type your query .

Read your query to make 
sure it is clear .

Click
Send.

Reply will be sent to your email
address or the jurisdiction will call you .

No

3 . Support

You don’t need to 
use the Support 

section of the 
online system .

Yes

Support screen opens .

3. Click Support in left hand menu .

1. Consult the  Help File for
the screen you are on by 

clicking Help .

2. Look in this User Guide for 
more detailed instructions .



User Guide for NPI Online Reporting System 117 
Version 3.2 May 2010 
 

 

Figure 55 – Support screen 
 

To send a query to your jurisdiction 

1. Click Support on left hand side menu to open the Support screen. 

2. The To field is pre-populated with the jurisdiction you need to send 

the query to. 

3. Type your query in Message box. 

4. Read your query to make sure it is clear. 

5. Click Send. 

 

 

Figure 56 – Example of a system error message 
 

Helpful information to include in your message: 

•  type of browser you are using (i.e. IE6, IE7, Firefox, Safari) 

•  date and time the problem occurred 

•  the exact wording of any error message  (you could take a screen 

shot of the message) and 

•  the exact steps you did so the problem can be replicated by the 

support team. 
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Note: if your jurisdiction is unable to answer the query they will pass your query 

onto the Commonwealth. The jurisdiction you sent the query to will contact you. 

 

Note: the To field only shows the jurisdictions associated with the facilities you are 

associated with. For example, if you are a reporter with one facility, then you will 

only see one entry in the To field. If you are a reporter for multiple facilities in 

multiple states/territories, there will be multiple entries in the To field. 


