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Leonardo Customer Portal User Manua

Leonardo Customer Portal is a secure web portal developed by Leonardo Helicopters with the aim of providing
services to customers and facilitating the exchange of information between the company and Clients, always
maintaining the highest standard of data security. Users have the possibility of being informed about news
regarding the company, the products and to manage their relationship with Leonardo.
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1.0 Landing page
The landing page of the Leonardo Customer Portal is shown in the following screenshot; a customer could
reach it by clicking on the link -> https://customerportal.leonardocompany.com

:5 Leonardo Customer Portal ERg) GotaTraining Student Account  Request Company Account

Welcome'!

We are pleased to present you the Leonardo Customer Portal!

NEWS

New Leonardo Customer Portal

The Welcome page shows in the central section the news that have been created and set as visible to non-
logged users. To access a News content, the user can click on the title.

In the page header there are two buttons: “Request Company Account” and “Log In”.

o Request Company Account: user can request an account for his company if he does not already have
one.
o Get a Training Student Account: user can request an account for a Student using a valid Booking Code.
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Below the form to use for the creation:

CONTACT INFORMATION
First Namo * @  Lesthame o)

Company e-mail address " @

BOOKING CODE USED FOR PORTAL REGISTRATION
Mandatory fields

PROCESSING OF PERSONAL DATA

According to the Applicable Privacy Law ||

o Login: access directly to the portal on his/her personal Account

In the page footer there is:

o User Guide: from this link it is possible to get access to the Leonardo Customer Portal Manual

1.1 First access request
A customer who wants to request an account for his/her company (if it has not been created yet) must click
on Request Company Account in the header of the Leonardo Customer Portal Welcome page.

The following screens show the form that must be filled in order to complete the account creation request.
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A customer who is requesting an account for his/her company, must fill at least the mandatory fields (marked
with the symbol “*”). The different sections of the form are:

e General: main submitter’s and company’s info

e Company Address and Info: address and other info (e.g. phone number, email)

e Fleet information: list of company’s Helicopters and their main info. New records can be added by
clicking on “Add Helicopter”

e Company Contacts: main info of the company CEO, Chief Pilot, CAMO Post Holder, Materials Point
Contact, Warranty Point of Contact, Technical Publication (Revision Service) Contact. Additional
contacts can be added by clicking “Add Contact”

e Technical Data Agreement: the contact can download the TDA and upload it once read and signed
through the “Add Files” button

e Processing of Personal Data: the contact must agree to the Data Protection Notice in accordance with
the GDPR and the applicable Privacy Law.

Field Name Description ‘ Mandatory

General

Specify the role covered by the person submitting the request, selecting one of the
following options:

Submitted By - Owner Yes
- Maintainer
- Operator

First Name Submitter’s Firs Name. Yes
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Field Name Description Mandatory

Last Name Submitter’s Last Name. Yes
Position Submit.ter's position within the company, select one of the options in the drop- Yes

down list.
Department Submitter’s department, select one of the options in the drop-down list. Yes
Company Name - Yes
Registration Specify the Registration Number, Fiscal Code or VAT in order to uniquely identify Ves
Number/Fiscal Code/VAT | the firm.

Company Address & Info
Street Company’s Main address street. Yes
Street N° Company’s Main address street N°. Yes
City Company’s Main address city. Yes
ZIP/Postal Code Company’s Main address Postal Code Yes
Country Company’s Main address Country. Yes
Region Company’s Main address Region. Yes
Phone Number Main Company’s Phone Number. Yes
Fax Number Main Company’s Fax. No
Email Main Company’s Email. Yes
Web Site Main Company’s Web Site. No
Fleet Information

Aircraft Model Specify the aircraft model, selecting one of the options in the drop-down list. Yes
Serial Number Unique Identification Code assigned to the Helicopter. Yes
Aeronautical Authority Select the Aeronautical Authority the Aircraft is part of. No
Delivery Date Specify the first delivery date of the Helicopter. No
Mission Specify whether the Helicopter has a Military or Civil use. Yes
Ownership Specify if Aircraft’s .ownership was acquired through a New Delivery or through a Yes

Change of Ownership

Company Contacts (same for each contact)

President CEO First Name, Last Name, Phone, Fax, Email of the CEO No
Chief Pilot First Name, Last Name, Phone, Fax, Email of the Chief Pilot No
Camo Post Holder First Name, Last Name, Phone, Fax, Email of the Camo Post Holder No
Materials Point Contact First Name, Last Name, Phone, Fax, Email of the Materials Point of Contact No
\C/\ganrtr::tty Point of First Name, Last Name, Phone, Fax, Email of the Warranty Point of Contact No
Technical Publication First Name, Last Name, Phone, Fax, Email of the Technical Publication Point of | No
(Revision Service) Contact
Other Company Contacts First Name, LasF Nz?lme, Phone, Fax, Email of additional profiles added. (New contacts | No

can be added clicking “Add Contact”)

By clicking on “SUBMIT”, the customer sends the request to Leonardo Helicopters Division.

The Leonardo operator who will receive the request, will check the information and if the company for which
the customer have requested the account does not already exists in the database, then he/she will create the
Company Account and will provide to the submitter the Master User credentials for his/her Leonardo
Customer Portal account.
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1.2 Log in
The first account created and provided to the customer is a Master User account and it has the right to create

new accounts for other people in the customer organization and manage authorizations of new users in the
portal.

A user who already owns his/her credentials to access to Leonardo Customer Portal can click on “Log In” from
the Welcome page and enter his/her account by inserting Username and Password and then clicking on
“Logon”. The Log In page is shown below.

‘& LEONARDO
Sign On

/

~~ LEONARDO
Sign On

Sign On

Change Password Reset Password
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Access via SMS or Voicecall

Depending on the second factor chosen by the user, has to be inserted the code communicated through SMS
or Voice Call in the following form

Authentication

SMS sent to Mobile 1( *****49)
Enter the passcode you received.

Resend Passcode

Access via Mobile APP

The user can choose as second authentication factor the Mobile App. In this case is necessary to install the
“Ping Id” Mobile App on the Mobile Phone downloaded from Appstore or Playstore

10
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Accept the terms of service, camera and location permissions and push notifications (required to use the
service)

When accessing the service, the user will see the Leonardo Identity Provider authentication page where the
following is required:

1. Authenticate with the login credentials (Username and Password) previously provided by Leonardo (via
email) and click on «SignOn»

2. Proceed with the configuration of the MFA by clicking on «Start»
3. Complete the configuration of the «PingID» MobileApp on your device by choosing between:
¢ Scanning — through the MobileApp — the QR code shown on the screen

¢ Entering the Pairing Code by clicking on «enter pairing code manually» on the MobileApp

S~

-3 2. 3.
~ LEONARRDO 1/
e "= LEONARDO C—
Sign On

Leonardo Multi-Factor
Authentication

»n. Here your identit

mpany/busine

:
g

| Pairing Code: 11 7(D316

‘.;-.., put || B i [

Once the device pairing process has been completed, the authentication phase will end with the device
unlocking via fingerprint (Android/iOS) or facial recognition (iOS only). The second authentication factor
configuration via MobileApp «PingID» is complete.

For subsequent logins, the user —in order to access the services — will have to enter the credentials
communicated during registration and accept after verification of the biometric factor — the access
notification received on the MobileApp. Push notification on the MobileApp is the default MFA method.
Alternatively — after the first login — the user can replace it with MFA via OTP

After the PingID mobile app has been paired, the user can choose to use the One-Time-Passcode as the
second authentication factor instead of push-notification. To do that, click on the «gear» in the top right
corner and select «Swipe Settings»

11
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15:30
Leonardo MFA

de

3|78

Disable the «Enable Swipe» option to activate the OTP. The biometric unlock will be deactivated at
subsequent logins and the user will be required to enter the OTP displayed on the «PinglD» MobileApp after
entering the credentials.

Swipe Settings
John Smith at Leonardo MFA ﬁ'

One-Time Passcode

Enable/Disable Swipe
If you have slower Internet speeds or just prefer to
authenticate with one-time passcodes (OTPs), you can
disable the PinglD swipe.
: New Passcode

Or in case the choice is the mobile App the user has to insert the OTP code shown in the App

Enable Swipe

Password Change and Reset

If the user want to change the password, he can click on “Change Password” and use this form:

12
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Change Password

Please enter your current password and
verify your new password.

Cancel

The password must respect the following criteria to grant the minimum data safety requirements and check
password quality:

- Minimum number of characters: 8.
- Complexity rules: the password cannot include the username and must include at least 3 of the
following elements: Uppercase, lowercase, numbers, non-alphabetic characters.

After password rules are satisfied, by clicking on “Change password” the reset is confirmed. The system shows
a screen that confirms that the password was successfully updated.

The password is valid for 90 days; before the expiry date, Leonardo Helicopters will send an automatic email
with a link to the change password procedure. The user must click on the link and then follow the change
password procedure as described above.

If the user cannot remember the password, he can click on “Reset Password”. Then enter Username s and
click on “Send Request”.

13



2 LEONARDO

HELICOPTERS

Account Recovery

o ©) ©)

Request Validate Recover

Enter your username to reset your password or unlock
your account.

X665898

Send Request

Cancel

Once the User is logged on in the Customer Portal the session will expire after 8 hours if he will be active in
the site and after 1 hour in case of idle time

2.0 Leonardo Customer Portal Sections
The “Leonardo Customer Portal” is organized in different sections, each one indicated by a tab in the top bar.

v
-.\E Leonardo Customer Portal HI, Massimo | Sign out
Last Login: 16.04.2020 07:5713

News v Whats's New My Communications v My Fleet My Publications v My Software Store Forum Heliwise Wingman Service Centre ¥ Account & Settings v Help v Reporting v Q

Welcome Massimo

We are pleased to present you the Leonardo Customer Portal!

NEWS

042020
With HeliLink our support is closer than ever

©O) HeliLink

14
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In the home page the latest news related to the logged user are displayed.

The different sections accessible from the home page are:

1.

News: a list of all the news published by Leonardo Helicopter Division, divided in “Latest News” and
“News Archive”. The “Latest News” section shows the list of all the published news that are not
expired, ordered from the newest to the oldest. The “News Archive” displays the list of all the expired
news. In this section it is possible to research news through the dedicated function. By clicking on each
news, the user will be redirected to a page containing more details and additional functionalities.
(This section is furtherly described in Paragraph 2.1.)

What’s new: in this section every update on the MyCommunication, MyPublication, MySoftware and
Store sections is tracked. Each object typology has a dedicated sub-section that can be expanded, and
the user can have access to the page of each record by clicking on the document ID. These updates
can be filtered by date selecting the options “last login”, “today”, “this week” and “this month”, and
using the search function of each sub-section.

(This section is furtherly described in Paragraph 2.2.)

My Communications: here the user can manage all the communications with Leonardo, having the
possibility of creating tickets and monitoring already existing ones. When clicking on My
Communications, the user must select the ticket type to be displayed in the page. In the new window
the user can have additional details and work on each ticket by clicking the Document ID field of each
record. The list can be exported using the dedicated button.

(This section is furtherly described in Paragraph 2.3.)

My Fleet: in this section the user can manage company’s fleet. The page displays the list of helicopters
managed, retrieving information directly from Leonardo Helicopters databases, and It is possible to
view each helicopter registry and update its data (e.g. helicopter availability and flight hours).

(This section is furtherly described in Paragraph 2.4.)

My Publication: this section contains the documentation available in electronic format, for which the
user company has an active subscription. When clicking on My Publications in the home page, the user
can choose to access the following sections:

o Publication Library, the main page, in which the publications can be searched by category,
model or keyword, and then viewed and downloaded. Selected Publications can be marked
as favourite, allowing them to be easily picked from the “Favourite” section.

o Tracking Publication Delivery, containing the list of all the publications physically delivered to
the customer. Here it is possible to have an overview of the status of all the deliveries, both
open and closed ones.

o My Subscriptions, where the user can consult the status and the expiry date of its Publication
Subscriptions.

15
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o Amerigo 4 Mobile (Accessible only once entering the My Publication page and clicking again
on My Publication)
(This section is furtherly described in Paragraph 2.6)

6. My Software: section designed to manage all the software needed by the customer. The user can find
the required software searching by keyword, and by software type, Aircraft Model, and date, clicking
on the “Advanced Search” function. Here it is possible to look at software information as well as
download the selected files.

(This section is furtherly described in Paragraph 2.7)

7. Forum: In this section users can start a conversation with other users on many different topics or
participate to an existing discussion. It is possible to propose a new thread to be opened to Leonardo.
(This section is furtherly described in Paragraph 2.8)

8. Store: a direct connection to the Commerce section of the portal.

(This section is furtherly described in Chapter 3)

9. Heliwise: link to Heliwise portal.

10. Wingman: link to Wingman portal.

11. Service Centre: The “Service Centre” section provides service performance monitoring tools and gives
the possibility of updating performance data.

(This section is furtherly described in Paragraph 2.11)

12. Account & Settings: in this section, the user can find various options related to the management of
his/her profile settings and company profile (for both Master and Normal Users). Master users will
have the possibility of looking at their personal profile and modify It, manage his/her company’s
Normal users setting, visualise the Billing and the Shipping addresses as well as the active Helicopters’
contracts.

(This section is furtherly described in Paragraph 2.12)

13. Help: here the user can find helpful information to support him being more agile while navigating the
portal. In the Leonardo Contacts page the key contacts are listed, for each area of Leonardo Customer
Support, Services & Training department, and their main information can be accessed, to facilitate
interactions and speed-up the communication. The Frequently Asked Questions section features key
answers to cover the most common issues experienced by the users of the Portal.

(This section is furtherly described in Paragraph 2.13)

14. Reporting: The portal features a section called “Reporting” in which the user can have access to
multiple graphics and tabular views implemented in Power BI®, leveraging the data gathered by the
system.

(This section is furtherly described in Paragraph 2.14)
15. Search: This section can be used by the user to search a result or a content across all portal’s sections.

The next paragraphs offer a deep dive on each one of the sections just presented.

16
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2.1 News
In the “News” section, two sub-sections are accessible by the logged user. The User will only see news
published for his/her company. The two sub-sections are:

o Latest News: here all the news recently published are visible by the user; when a news exceeds the
expiring date set by Leonardo it is automatically transferred in “News Archive”.

o News Archive: here are all the news that have been published and that have exceeded the expiring
date set by Leonardo are collected.

In the sections Latest News and News Archive, news is ordered by default from the newest to the oldest one.
On the top left there are two applicable filters. Using the first filter it is possible to decide to display all the
news or only the news published today, this month or this year. The last month is defined counting the last 30
calendar days starting from the actual date. With the second filter is possible to select how many news to view
in each page. On the right side of the page there is a search function. Users can type in what he/she wants to
search, and the system will search the results in all the news.

News Archive

News Archive

POSTS

ar _ v) ==(e_ Y a

ION - Sun 23rd February

18.02.2020
news civile

30.01.2020
Satisfying the needs and requirements of our Clients

Lo 10 oun clsroness.

Each News (of both sections) is characterized by:

Publication date

Title (in red)

Image (if present)

A preview, reporting a brief description of the content of the news.

O O O O

17
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2019-09-10
LEONARDO: APPROVED BY THE BOD THE START OF THE MERGER PROCESS BY

WAY OF INCORPORATION OF SISTEMI DINAMICI. INDEPENDENCE REQUIREMENTS
OF THE CHAIRMAN OF THE BOARD OF STATUTORY AUDITORS VERIFIED

Today, the Board of Directors of Leonardo approved the merger
S process by way of incorporation plan of Sistemi Dinamici S.p.A. -
".: LEDNHRDD the engineering company, which is directly and wholly owned,
involved in the development, production and sale of remotely

piloted aircraft - into Leonardo S.p.a.

To enter in a news, click on the red title. Now it is possible to read the full content and to view the image.
There is a section for complementary attachments of the news. To download the attachments, click on the
attachment’s name. There are two filters to order attachments: Name and Modified On.

28.01.2020
Customer Advisory Board 2020 Edition

Don‘'t miss the CAB2020 edition on January 27th - Anaheim HeliExpo2020! A great
opportunity to di

s out latest products and services upc maintenance

improvements, ad 1 digital services, fleet reliability and training services

Interested in learning more about our initiatives? Follow us! AW TeamUp

ATTACHMENTS
~Name - ~Modified On
B Customer Advisory Board 2020 Edition.docx (18 KB) 30032020 18:03
B Services Updates.docx (18 KB) 30.03.202018:03

2.2 What’'s New

This section aims at providing to the user a quick view on every item that has been updated during a specific
time frame. All the records are reported in different tabs, each one related to a specific category or section
(My Publication, My Software, Store etc..).

18
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Timeframe filters available are:

o Last Login (Default selection): applying this filter the page will show all the items created or modified
after User’s previous login. User’s last login is visible at the top right of the page, near the Sign Out
button:

Hi, Massimo | Sign out

Last Login: 04.02.2020 15:16:11

o Last Month: applying this filter the page will show all the items created or modified during the last 30
Days.

o Today: applying this filter the page will show all the items created or modified during the current day.

o This Year: applying this filter the page will show all the items created or modified during the current
year.

To view updates related to a category simply click on its tab, as shown below.

Home > What's New

What's New

more info

|[Les1. Year le
TECHNICAL QUERY

CSR FOC v
CUSTOMER COMMERCIAL QUERY v
FEEDBACK A
TECHNICAL PUBLICATION QUERY A
SERVICE - TECHNICAL BULLETIN APPLICATION '
SERVICE PLAN MONTHLY REPORT v

19
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TECHNICAL QUERY

Document Id ~

00!

201661

Q020157

00!

00!

00!

00!

00!

00!

201324

20110498

2010401

20109243

20108/32

20108141

Subject ~

Incongruenza in BT 139-407

TMI39-044 information

SB139-283 fleet applicability

Dimensioni boceole Hoist Mount Assy

Clarifications AMPI Task 62-10 & 64-18

Soundproofing kit In-service Retromod

AWI39 CS5-29 Certification Requirement

Outcoming Grease on 1/R Duplex Bearing

MMEL 31-5 HUMS Sensors Clarifications

Status ~

Completed Accepted

Completed Accepted

Completed Accepted

Completed Accepted

Completed Accepted

Completed Accepted

Completed Accepted

Completed Accepted

Completed Accepted

Search'[

J®

Creation Date ~

08.01.2020

S002.2019

28122019

10122019

0912.2M9

25n209

20Mm.2019

nnz2o19

2910.2019

Closure Date -

09.01.2020

S112.2019
51122019
niz2o19

1612.20019
25m2019
25m2019
22m20019

2910.2013

The screenshots show a filtering example in which are selected the TQ updated during the Last Year.

The next paragraphs list the categories that can be accessed from the What's New section, and the actions
that can be performed.

What’s New - Technical Query

This tab contains all the Technical Query tickets that respect the filtering criteria selected. It is possible to look
for a specific ticket using the search function. The user can also download an Excel template containing the
complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the top of the tab.

20
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TECHNICAL QUERY ”~
Search:[ QJ @
Document Id ~ Subject ~ Status ~ Creation Date ~ Closure Date ~
Incongruenza in B1 139-407 Completed Accepted 08.01.2020 09.01.2020
oo20msse IMN39-044 information Completed Accepted 30122019 31122019

The Technical Query tab of the What’s New section features the following fields:

Field Name Description

Document ID Unique identification code assigned to the ticket.

Subject Brief description of the object of the ticket.

Current status of the ticket, useful to monitor the progresses made in addressing the issue. Additional details
regarding ticket status can be found in the “My Communications” section of the manual.

The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Shows the date in which the User has accepted or rejected the solution proposed by the customer after ticket’s
closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or can reject it,
creating automatically a new ticket that must be addressed by Leonardo through a different solution. Additional
details can be found in the “My Communications” paragraph.

Status

Creation Date

Closure Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the ticket ID, the user is redirected to the page dedicated to the selected ticket, inside the “My
Communications” section. Additional details on the records and functionalities of each ticket page can be

found in Paragraph 2.3.
What’s New - CSR FOC

This tab contains all the CSR FOC tickets that respect the filtering criteria selected. It is possible to look for a
specific ticket using the search function. The user can also download an Excel template containing the
complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the top of the tab.

21
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CSR FOC ~
Search'[ QJ @
Document Id ~ Subject - Status - Creation Date ~ Closure Date -
ORDINE 18/463 Completed Accepled 31052018 07062018
0010078950 Chip MGB AW 169 Completed Accepted 25052018 04062018

The CSR FOC tab of the What’s New section features the following fields:

Field Name Description

Document ID Unique identification code assigned to the ticket.

Subject Brief description of the object of the ticket.

Current status of the ticket, useful to monitor the progresses made in addressing the issue. Additional details
regarding ticket status can be found in the “My Communications” section of the manual.

The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Shows the date in which the User has accepted or rejected the solution proposed by the customer after ticket’s
closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or can reject it,
creating automatically a new ticket that must be addressed by Leonardo through a different solution. Additional
details can be found in the “My Communications” paragraph.

Status

Creation Date

Closure Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the ticket ID, the user is redirected to the page dedicated to the selected ticket, inside the “My
Communications” section. Additional details on the records and functionalities of each ticket page can be

found in Paragraph 2.3.

What's New - Customer Commercial Query

This tab contains all the Customer Commercial Query tickets that respect the filtering criteria selected. It is
possible to look for a specific ticket using the search function. The user can also download an Excel template
containing the complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the
top of the tab.
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CUSTOMER COMMERCIAL QUERY ~
Search:[ QJ @
Document Id - Subject = Status - Creation Date ~ Closure Date -
guality Request Creation 50052020
CSM/CQ/2020/2005 test mail csm pf Request Creation 20032020

The Customer Commercial Query tab of the What’s New section features the following fields:

Field Name Description

Document ID Unique identification code assigned to the ticket.

Subject Brief description of the object of the ticket.

Current status of the ticket, useful to monitor the progresses made in addressing the issue. Additional details
regarding ticket status can be found in the “My Communications” section of the manual.

The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Shows the date in which the User has accepted or rejected the solution proposed by the customer after ticket’s
closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or can reject it,
creating automatically a new ticket that must be addressed by Leonardo through a different solution. Additional
details can be found in the “My Communications” paragraph.

Status

Creation Date

Closure Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the ticket ID, the user is redirected to the page dedicated to the selected ticket, inside the “My
Communications” section. Additional details on the records and functionalities of each ticket page can be

found in Paragraph 2.3.
What’ New — Feedback

This tab contains all the Feedback tickets that respect the filtering criteria selected. It is possible to look for a
specific ticket using the search function. The user can also download an Excel template containing the
complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the top of the tab.

FEEDBACK P

SL‘a"ch:[ Q] @

Document Id - Subject - Status - Creation Date - Closure Date - |

Material Damage Feedback Crraft 16.04.2020
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The Feedback tab of the What’s New section features the following fields:

Field Name Description ‘
Document ID Unique identification code assigned to the ticket.
Subject Brief description of the object of the ticket.

Current status of the ticket, useful to monitor the progresses made in addressing the issue. Additional details
regarding ticket status can be found in the “My Communications” section of the manual.

The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Shows the date in which the User has accepted or rejected the solution proposed by the customer after
ticket’s closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or can
reject it, creating automatically a new ticket that must be addressed by Leonardo through a different solution.
Additional details can be found in the “My Communications” paragraph.

Status

Creation Date

Closure Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the ticket ID, the user is redirected to the page dedicated to the selected ticket, inside the “My
Communications” section. Additional details on the records and functionalities of each ticket page can be

found in Paragraph 2.3.

What’ New - Technical Publication Query

This tab contains all the Technical Publication Query tickets that respect the filtering criteria selected. It is
possible to look for a specific ticket using the search function. The user can also download an Excel template
containing the complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the
top of the tab.

TECHNICAL PUBLICATION QUERY ~

Search:[ Qj @

Document Id = Subject - Status - Creation Date -~ Closure Date = |

Download ultima issue AMPI Completed Accepted 2412209 2412 2019

0020108261 Discrepancy in the maintenance manual Completed Accepted 3102019 31102019

The Technical Publication Query tab of the What's New section features the following fields:

Field Name Description

Document ID Unique identification code assigned to the ticket.
Subject Brief description of the object of the ticket.
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Field Name Description

Current status of the ticket, useful to monitor the progresses made in addressing the issue. Additional details
regarding ticket status can be found in the “My Communications” section of the manual.

The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Shows the date in which the User has accepted or rejected the solution proposed by the customer after ticket’s
closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or can reject it,
creating automatically a new ticket that must be addressed by Leonardo through a different solution. Additional
details can be found in the “My Communications” paragraph.

Status

Creation Date

Closure Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the ticket ID, the user is redirected to the page dedicated to the selected ticket, inside the “My
Communications” section. Additional details on the records and functionalities of each ticket page can be

found in Paragraph 2.3.

What’ New - Service — Technical bulletin application

This tab contains all the Technical bulletin application tickets that respect the filtering criteria selected. It is
possible to look for a specific ticket using the search function. The user can also download an Excel template
containing the complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the
top of the tab.

SERVICE - TECHNICAL BULLETIN APPLICATION )

Search‘( Q] ®

Helicopter Service Bulletin H/C Revisi Part Component Total Flight Last Flight
evision ~
S/IN ~ D - Model = Number = S/N - Hours = Hours Date =

109-001 AWI39 K 37100 150-15A 12.00 03/30/202( 03/31/2020

Mote/Description - Creation =

The Technical bulletin application tab of the What’s New section features the following fields:

Field Name ‘ Description ‘
Helicopter S/N Unique Identification code assigned to the aircraft.
Service Bulletin ID Unique identification code assigned to the Service Bulletin.
H/C Model Specific Model of the Helicopter (E.g. AW139, AW101 ...).
Revision Progressive code of the revision of the document.
Part Number Unique code that identifies the part object of the issue.
Component S/N Serial Number of the component object of the issue.
Total Flight Hours Shows the total amount of the flying hours of the Item.
Last Flight Hours Date Shows the last date in which.
Note/Description Brief description of the object of the ticket.
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Field Name Description

The date in which the ticket has been created. A ticket can both be created by Portal Users

Creation
and by Leonardo Internal Users.

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the Helicopter S/N of each record, the user is redirected to the page dedicated to the selected ticket,
inside the “My Communications” section. Additional details on the records and functionalities of each ticket
page can be found in Paragraph 2.3.

What’ New - Service Plan Monthly Report

This tab contains all the Service Plan Monthly record tickets that respect the filtering criteria selected. It is
possible to look for a specific ticket using the search function. The user can also download an Excel template
containing the complete list of tickets that respect the filters, by clicking on the “XLS” button situated at the
top of the tab.

SERVICE PLAN MONTHLY REPORT ~

Search:[ Q] @

Document ID = Status - Creation ~ |

Draft 31032020

OM/SPMR/2020/260 Draft 19.05.2020

The Service Plan Monthly Report tab of the What’s New section features the following fields:

Field Name Description

Document ID Unique ldentification code assigned to the Service Plan Monthly Report
Current status of the ticket, useful to monitor the progresses made in addressing the issue. Service Plan Monthly
Status Report does not have a specific ticket flow, meaning that it may only be in status Draft or Published. Additional

details regarding ticket status can be found in the “My Communications” section of the manual.
The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Creation

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the ticket ID, the user is redirected to the page dedicated to the selected ticket, inside the “My
Communications” section. Additional details on the records and functionalities of each ticket page can be

found in Paragraph 2.3.
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What’ New - My Publications

This tab contains all the Publications accessible to the User, accordingly to the filtering criteria selected. It is
possible to look for a specific Publication using the search function. The user can also download an Excel
template containing the complete list of the publications that respect the filters, by clicking on the “XLS”
button situated at the top of the tab.

MY PUBLICATIONS A

Search( Q) ®

i Issue Issue . Revision
Code Title Model N v Date Revision Date =

J'“W ;. T Tt AWI89; 2 01/31/2018 A 01/31/2018
Guide

The My Publication tab of the What’s New section features the following fields:

Field Name Description

Code Unique Identification code assigned to the Publication

Title Title of the Publication

Model The codes of the Helicopter Models to which the Publication refers.
Issue N° Issue Identification Number.

Issue Date Date in which the issue occurred.

Revision Progressive ID indicating the last revision of the document.
Revision Date Date of the most recent revision of the document.

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the Code pf each record, the user is redirected to the page dedicated to the selected publication,
inside the “My Publications” section. Additional details on the records and functionalities of each publication
page can be found in Paragraph 2.6.

What’ New - My Software

This tab contains the contents of the section My Software accessible to the User, accordingly to the filtering
criteria selected. It is possible to look for a specific Software using the search function. The user can also
download an Excel template containing the complete list of the software that respect the filters, by clicking on
the “XLS” button situated at the top of the tab.
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MY SOFTWARE FaY
Search'[ QJ @
Code ~ Title ~ Model ~ Issue N°® - Issue Date ~ Revision ~ Revision Date -
6F2350, LOADABLE SOF TWARE AWIED: A 15042019 A 15.04.2019

The My Software tab of the What’s New section features the following fields:

Field Name Description

Code Unique Identification code assigned to the Software

Title Brief Software description

Model The codes of the Helicopter Models to which the Software applies.
Issue N° Issue Identification Number.

Issue Date Date in which the issue occurred.

Revision Progressive ID indicating the last revision of the document.
Revision Date Date of the most recent revision of the software.

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Pressing the Code pf each record, the user is redirected to the page dedicated to the selected software, inside
the “My Software” section. Additional details on the records and functionalities of each software page can be

found in Paragraph 2.7.

What’ New - Orders

This tab contains the contents accessible to the User accordingly to the filtering criteria selected. It is possible
to look for a specific Order using the search function. The user can also download an Excel template containing
the complete list of the software that respect the filters, by clicking on the “XLS” button situated at the top of
the tab.

ORDERS ey

Search[ Qj @

Document Reference ~ Item N° ~ P/N - Document Id ~ Type - H/C ~ Latest Update =

20 3G6/05G02752 D0D0135/54 AWISG 500520201472:09

RFCO0219531 40 365230400351 0000135734 AWI3G 30.03.20201412:09
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The Orders tab of the What’s New section features the following fields:

Field Name Description

Document Reference Unique Identification code assigned to the Order

Item N° Ordered Quantity

P/N Unique identification code of the Ordered Material

Document ID Unique Identification number assigned to the Document Ordered
Type Store Order type

H/C Helicopter Model Code

Latest Update Date of the latest update regarding the Order

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

Additional information regarding order management are present in Chapter 3 dedicated to the Store section.

2.3 My Communications
In this section it is possible to interact with Leonardo by creating tickets and managing already existing ones,
through collaboration functionalities to facilitate communication and through structured flows that allow to
easily track the ticket status. There are different ticket types and according to user permissions they can be
editable, accessible in read-only mode or hidden (Additional information regarding user permissions can be
found in the Account & Settings section of the manual). The user can look at the list of the tickets for which
he/she has at least the read permission, by clicking on the “My Communications” drop-down menu.

X
:\5 Leonardo Customer Portal

News ¥ What's New My Communications ¥ My Fleet My Publication ¥ My Software Store HeliWise Wingman Account & Settings ¥ Help ¥ Search

Welcome Filippo

We are pleased to present you the Leonardo Omni Helicopter Customer portal!

After clicking the “My Communication” tab the user can choose which ticket type must be displayed. Here is
a list of the ticket types:

o Technical Queries (2.3.1)
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CSR FOC (2.3.2)

Customer Commercial Queries (2.3.3)
Feedbacks (2.3.4)

Technical Publication Query (2.3.5)

O O O O O O

Service Plan Monthly Report (2.3.7)

Service — Technical Bulletin Application (2.3.6)

When clicking a ticket type, a new page will be opened displaying the list of already existing tickets.
In the main page, some information about each record (i.e. a ticket) is reported, in order to help the user
having a quick overview of each record. Please consider that data displayed in the preview of each record may

change depending on the selected ticket type.

Example of a list of Technical Queries:

Home > My Communications > Guery

Techmcal Query

FILTERS Vv

more info

[ Search Q] @ @

[ Filter By Model

VJ [ Filter By H/C Tail number

vj [ Filter By H/C serial number

VJ [ Filter By Status Vj

[ Filter By ATA code

v] [ From: dd/MM/yyyy

ﬁ] [ To: dd/MM/fyyyy

")

Document 1D ~

0020062364

Subject =

SPACER B/N O6/-17800

lools WOW P/N 6F 3260G00331 e B/N
6F 326006

H/C Model ~ Part Number ~ Status = Creation ~ Closure ~
AWIED Request Creation 27032017
AWIE9 Request Creation 27032017

As highlighted in the red box in the screen, the main features available in the “My Communication” general

tab are:

o Search: it is possible to search for a ticket by typing some keywords or field values (e.g. Document ID,
Subject, H/C model, Part Number, Status).

o Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.

o New: this feature allows Users to create a new ticket. If a user does not have the “edit” permission for
that specific ticket, the “new” button will not be visible, and he/she can only access (in read only) the
already existing tickets.
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o Filters: By clicking on the filters button, a new section is added to the page, allowing the user to apply
multiple filtering criteria to the list.

The next paragraph contains, for each ticket type:

- How to search an existing ticket or create a new one
- The featured functionalities
- The ticket workflow, status and actions that can be performed at each stage

2.3.1 Technical Query
The Technical Queries (TQ in short) are designed to manage technical queries raised by the Customer,
facilitating reporting and tracking activities.

The TQ allows:

= Reporting, through a standardized format filled by the Customer, of a technical query (troubleshooting
support, repairs scheme not covered by standard practices/standard repair manual, etc...) raised
during maintenance or flight activities, which the Customer intends to submit to Leonardo Helicopters;

= Tracking of the status of activities performed by Leonardo Helicopters to sort out the TQ
(comprehensive of the additional request for clarification when needed);

= Storage of the replies to the Customer TQ;

=  Automatic notification of TQ Status changes (e.g. closure, request for information), through adequate
and customizable settings;

= Retrieval of the information related to previous TQ using the “Search” area.

The main page of the “Technical Query” section consists of a list of the queries that can be modified or viewed
by the user.

In the preview, the ticket list contains information about each item, in order to help the user to have a quick
overview of each record.

31



2 | EONARDO

HELICOPTERS

Home > My Communications > Query

Technical Guery

more inf

FILTERS WV [ Search Q] @m

Document 1D~ Subject - H/C Model ~ Part Number ~ Status - Creation = Closure =
0020062364 SPACER P/N 067-17800 AWIES Requesl Creation 2703207
5 WOW iE 3260600331 e P -
0020062370 t'_i"',:‘{xf.w' P/N 6F3260G00331 e B/N AWIEY Request Creation 27032017
32606

Below there is a brief description of the fields showed in this page:

Field Name Description

Document ID Unique identification code assigned to the ticket.
Subject Brief description of the object of the ticket.
H/C Model Specific Model of the Helicopter (E.g. AW139, AW101...)
Part Number Unique identification code of the component object of the query.
Status Current status of the ticket, useful to monitor the progresses made in addressing the issue.
. The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo Internal
Creation Date
Users.
Shows the date in which the User has accepted or rejected the solution proposed by the customer after ticket’s
Closure Date closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or can reject it,

creating automatically a new ticket that must be addressed by Leonardo through a different solution.
By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > Query
more info
Technical Query =

FILTERS v/ [ Search QJ @@

[ Filter By Mode! V] [ Filter By H/C Tail number Vj [ Filter By H/C serial number VJ [ Filter By Status Vj
[ Filter By ATA code v] [ From: dd/MM/yyyy 5] [ lo: dd/MM/\yyy E]
Document ID ~ Subject = H/C Model ~ Part Number ~ Status = Creation = Closure ~
0020062364 SPACER B/N O6/-17800 AWIGD Request Creation 27032017
yols WOW 3260600331 e P/
0020062370 fools WOW /N 6F 3260600331 e P/N AWIEY Request Creation 27032017

BF3260G

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:

o Helicopter Model (E.g. AW101, AW169...)

o Helicopter Tail Number (Selecting from the list that contains the codes of the helicopters
possessed by the customer. If a S/N is filtered, only tail numbers of the selected model can be
selected)

H/C Serial Number (Serial number of the Helicopter)
Ticket Status
ATA Code

o Starting/Ending date (based on the last modify date)

- Search: it is possible to search for a ticket by typing some keywords or field values (e.g. Document ID,
Subject, H/C model, Part Number, Status).

- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.

- More info: by pressing this button, the page shows a brief description of the section, and clicking on
“Section Guide” it is possible to open the Portal Manual Section dedicated to Technical Query tickets.

o O O
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Home > My Communications > hnical Guery

Technical Query

The Technical Query (TQ in brief) is designed to manage technical queries raised by the Customer facilitating the reporting

and the tracking activities. The TQ allows:

- The reporting, through a standardized format compiled by the Customer, of a technical query (troubleshooting support,
repairs scheme not covered by standard practices/standard repair manual, etc.) raised during maintenance or flight activities
which the Customer intends to submit to Leonardo Helicopters;

- The tracking of the status of activities performed by Leonardo Helicopters to sort out the TQ (comprehensive of the
additional request for clarification when needed);

- The storage of the replies to the Customer TQ;

- The management of automatic notification of TQ Status change (eg. closure, request for information), by means of adequate
and customizable settings;

- The retrieval of the information related to previous TQ by means of the “Search” area.

[ section guide

New ticket creation — Technical Query
To create a new Technical Query, the user must click on the “New” button in the “Technical Query” section of
“My Communications”

Home > My Communications > ical Query

Technical Query

more info

FILTERS W [ Search QJ @ @

[ Filter By Model vj [ Filter By H/C Tail number vj [ Filter By H/C serial number v] [ Filter By Gtatus vj

[ Filter By ATA code v] [ From: dd/MM/yyyy ﬁ] [ To: dd/MM/fyyyy ﬁj

Document ID ~ Subject = H/C Model = Part Number =~ Status = Creation = Closure =
0020062364 SPACER B/N O6/-1/800 AWIES Request Creation 27032017

Tools WOW P/N 6F 2260600331 & B/N .
0020062370 P /N 6F328 e AWIG9 Request Creation 27032017
532606

The system will then show a page containing all the information that can be added during the creation phase.
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Below there is a list of all the section featured by the Technical Query creation page, with the description of
all the fields available:

Area of intervention

AREA OF INTERVENTION

Topic Subtopic Issue

( v) vJ v)

Field Name Description Mandatory Notes

Topic Ticket’s topic (E.g. Technical) No Dropdown list
. . . Dropdown list options
. Ticket’s subtopic (E.g. Material, Product, Safet !
Subtopic eltc ) ubtopic (E.g ! ! v No subset based on the selected
-’ topic
. ;. Dropdown list,  options
lssue Ticket’s issue (E.g. Product performance, Spare No subset based on the selected
parts management request etc..) .
sub-topic

Query Description
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Document ID Contacts * Ticket Status
[ Massimo J
Subject * Your Code Reference
( ) ( )
Description *
Bsowee O B @ | B B @ @ QNE - e e/
B I US x x*|& I|= := oy Wl 2 = 9 1 GE-|e ™oM== Qx=®
Slyles ~ | Format ~ | Font ~ | Size - A~ e | ?
ATA Code *
( Q
Parent Ticket Child Ticket
ATTACHMENTS
t will be possible to add attachments only after the first save!
Field Name ‘ Description Mandatory Notes
ID number given by the system once the ticket has Automatically assigned after
Document ID - L “ ”
been created clicking on “Save as Draft”.
Contacts It is automatically filled with user’s name Yes Automatically Filled
Subject Write a subject for the ticket Yes Text field
Your code reference User can write a reference code here No Text field
Description Write here ticket’s brief description Yes Text field
Select helicopter’s ATA Code from the dropdown Dropdown list. It is possible
ATA Code ; P P Yes P ; P
list to search typing a record.
. . ) . Automatically filled when a
. It is automatically filled with the ID Document of . v . .
Parent Ticket . No document linked to a ticket is
the ticket that has been converted. rejected
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Field Name ‘ Description Mandatory Notes
It is automatically filled with the ID Document of Automatically filled when a

Child Ticket the ticket that has been created from the original | No document linked to a ticket is
ticket. rejected.

Attachments Here it is possible to add attachments. No Choose files to be uploaded
Attachments can be added only after the first save. or drag and drop

Helicopter Identification

HELICOPTER IDENTIFICATION

H/C Model * H/C Serial Number or Tail Number Aircraft Tail Number S/N Details
( v) v) - ( )
F/H Helicopter On (Date)

[ 5 CID

Please report time expressed in the
sexagesimal format (minutes in

sixtieths) in the corresponding decimal
format (minutes expressed in
hundredths) (i.e. 45 min => 0.75 hours)

Field Name Description Mandatory Notes

H/C Model Select the helicopter model code Yes Dropdown list

:{J(r:nsser;al Number o Tail Select the helicopter Serial Number or Tail Number | No Dropdown list

Aircraft Tail Number Helicopter tail number - Automatically filled

$/N Details It is possible to be filled id the Helicopter S/N is No Text field
Dummy

F/H Helicopter It is the total amount of helicopter’s flight hours No Automatically filled

On (Date) It |§ the date when the flight hours have been Yes Selection from calendar
registered

By pressing the button, the
Add F/H Button to insert Flight Hours and flight date No F/H Helicopter and Flight
date fields are unlocked.

It is possible to convert the ticket in a Repair
Repair Instruction Query Instruction Query selecting “Yes”. The choice is set | No Yes/No selection
by default on “No”

If Flight Hours has been updated in the ticket, it could be possible that after clicking on “Save as Draft” or
“Send to Leonardo” a warning message appears: it informs that the inserted Flight Hours are a % greater
or lower than the actual one. If they are correct, within the following 60 seconds, re-insert the same Flight
Hours value and date, click again on “Save as Draft” or “Send to Leonardo” and the system will
automatically save them.
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Component Identification

COMPONENT IDENTIFICATION
Repair Instruction Query
® No Yes

Part Number Component S/N Component F/H On (Date)

( o ) ) E)

Field Name Description Mandatory

Select from a list. In the list is
possible to view Product ID
and Description. It is possible
to search by item
Component S/N Component S/N affected by the issue No Text field
Yes, if Component
S/N has been filled.
It is the date when the flight hours have been | Yes, if Component
registered S/N has been filled

Part Number Helicopter part number affected by the issue | No

Component F/H Amount of flight hours for the component Text field

On (Date) Selection date from calendar

Due Date & Involved Users

DUE DATE & INVOLVED USERS Fa
Requested Due Date Priority *

INVOLVED USERS FOR THIS QUERY

t will be possible to add involved users only after the first savel

Field Name ‘ Description Mandatory Notes
Requested Due Date Due date for the ticket Yes Selection from calendar

Dropdown list. 2 options available:
Priority Select a priority for the ticket Yes e HIGH

. Routine
Involved Users for this Contacts to be informed through an email No To add new records, the ticket must
Query about the issue be saved as draft first
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Note: you can create TQ with priority High or Routine; if you need an AOG please create a CSR FOC (see
section 2.3.2).

After clicking on “New”, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.
Be aware that only in draft it is possible to add new “Involved Users”.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

e N
SEND TO LEONARDO \_ SAVE AS DRAFT /I

In the tab “Due Date & Involved Users” it is possible to add “Involved Users for This Query”. The action can
only be performed when the ticket is saved as draft and it is currently in draft status.

When saved as draft the option “Add” will appear in the “Involved Users for this Query” section. In the next
window the User can search profiles to be added, or select multiple ones from the list, and then click on
“Assign”. The currently selected records will be highlighted with a tick and will be visible in the Selected
Records Tab.

DUE DATE & INVOLVED USERS ”~

Priority

| E] [m(;n V]

INVOLVED USERS FOR THIS QUERY

First Mame - Last Mame Email User Type TDA Accepted TDA Accepted Date [UTC)

Thers are no records to display
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x

[ Search ‘ Q)l

o Full Name -
15dic_test3 avanade

£ l6dec 16dec

< I6dic_1 avanade

R 16dic_test? avanade
l6dic_testd avanade

17dic_1 avanade

Selectad Records

16DEC 16DECX 16DIC_1 AVANADEX 16DIC_TEST2 AVANADEX

-

@ chmesr

In the Technical Query form, it is possible to insert a Repair Instruction Query, useful to manage problems and
issues related to damaged parts of helicopters. Through this type of tickets, customers do have the possibility
of communicating to Leonardo a problem related to a specific part of a helicopter in their fleet.

The Repair Instruction Query can be added only when it is not published yet (hence it has not reached the

“Request Creation”

status).

Below it is explained how to add a Repair Instruction Query in a Technical Query:
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Description

x Q TIME LIMIT/MAINTENANCE CHECK
Parent Ticket hild Ticket
ATTACHMENTS
It will be po:
HELICOPTER IDENTIFICATION

Lat0e v v)

F/M Helicopter On (Date]
) ,

COMPONENT IDENTIFICATION

- Start the procedure to create a standard Technical Query
- Specify in the “Component Identification” section that this Technical Query has to be a Repair
Instruction Query selecting “Yes” in the radio button.

After the next save as draft, it will be possible to add further information as shown in the screenshot below.
Based on the helicopter model inserted in the record two images will appear, showing a draw of the helicopter
model with related codes, each one highlighting a specific part/area of the helicopter.
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Clicking on the red button “New” it is possible to add new sub-records in the grid; through a pop-up form.
Some data are mandatory, especially the ones related to the part/area of the helicopter damaged, its position
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and the entity of the damage. In this way Leonardo will have the possibility to perfectly evaluate the damage
of the selected helicopter and provide best advices and solution.

Part Number F/H same as H/C? *

Competent Autherity Details

Assembly P/N

Maintanance Capability

Damaged P/N * Next Schaduled Maintenanca Expectad
within F/H

P/N Flight Hours *
P

The mandatory data are:

Damaged Part Number

Part Number Flight Hours

Component S/N

F/H (of the damaged part)

Type of damage

Position - LH (side) or RH (side); if both please open as suggested a dedicated Technical Query
Unit of Measure (to describe the damage)

Dimension width

Dimension length

Dimension depth

O O 0O O 0O 0O O 0 O O

If more than one damage is present on a helicopter, the user must create one record per each damage.

It is possible for Leonardo operators to open tickets on behalf of the portal user. As far as the “ticket visibility
on portal” is set to “yes” (on CRM), the portal user will be able to see them in the ticket list.

Ticket Functionalities — Technical Query

Each Technical Query can be accessed by clicking the document ID in the records of the “Technical Query”
section of “My Communication”
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Document 1D~ Subject = H/C Model -~ Part Number ~ Status ~ Creation = Closure =
SPACER B/N Q67-17/800 AWIGG Request Creation 27032017

Tools WOW P/N 6F 3260G0035351 e B/N

6F32606G

AWIB9 Request Creation 27032017

The page shows all the fields already inserted during the creation phase, and new features and sections are
added when the ticket is published or saved as draft.

After the first “Save as draft” of the document, or after publishing it, the sections “Attachments”, the grid used
for “Repair Instruction Query”, as well as the “History Log” will be added, and the Document ID field will be
automatically filled with a progressive Identification Code.

In the section “History Log” after the ticket publication the customer can collaborate with Leonardo, by typing
instant messages and looking at message history, at the top of the section. The user can leverage the HTML
Editor toolbar to write the message. The History Log is fundamental especially when the ticket is in “Customer
Action” status, where Leonardo asks for additional information required to properly address the issue object
of the ticket. When the ticket is in “Customer Action” status, the interface features the “Send to Leonardo”
button that publishes the message that will be visible to Leonardo, and the “Save ad Draft” button, that saves
the message, without allowing Leonardo users to see it. Otherwise if the ticket is in another status that enables
the “History Log” tab, the only visible button will be “Send Message” that publishes the message, that can be

then seen also by Leonardo users.

HISTORY LOG

12/3/2020 17612 (UTC) : Please provide some documents.

12/5/2020 11:13:24 (UTC) : Please provide further informations and details.

Customer Chat

Bsore |0 @ @ | B BB G~ Q% E ¥ D000 =l
B I UGS x x| I = := El9 W= == |9 0E = ML OM=2 Q=E®
Styles ~ | Norma ~ | Font - | Size - A~ B}~ 50 &) 2

Please check the attached file to have further informations

body p
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In the section “Documents” it is possible to upload files using the “Upload” button, indicating the file location
or through drag & drop.

ATTACHMENTS

DOCUMENTS

el Filename Created on Created by
Test2 Elicotteri.docx 02/10/23,12:58 X4004g1@extleonardocompany.com o o
Risposta_Back o customer.docx 02/10/23, 1257 X400481@ext leonardocompany.com o 9
Test Elicotteri.docx 02/10/23. 12:57 X400481@extleonardocompany.com ° 9

The documents management will be opened in another Tab with the same features of Preview, Download and
Deletion (allowed only to the owner of the attachment).
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Allowed types: bin,doc,docx.jpeg.mp4,mpp.pdf png.oet, potx tx,xs,xsx,zip

UPLOAD CLOSE

In each status, apart from Closure the portal user has the possibility of adding a comment to the history log
and attach documents.

Every time a ticket changes status and/or a comment is added to the history log an email is sent to all the
parties involved in the ticket resolution.

Ticket Flow — Technical Query
Technical Queries follow a structured workflow that supports the procedure needed to solve the issue
experienced by Leonardo’s customer.
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The Ticket Status allows users to understand in which step of the ticket management process a specific ticket
is, and which are the actions that can/must be performed. The workflow is described below, along with the
ticket Status correspondent to each phase:

O

Draft: the ticket is visible only to Leonardo Customer Portal users. In this status, it is possible to carry
out changes and add information before sending. In order to attach files to the ticket, it must at least
be created in draft. The procedures to add Involved Users and to insert Repair Instruction Query details
can only be performed when the ticket is in draft status.

Request creation: a ticket that has just been sent to Leonardo operators. From this stage the field
“History Log” is available and can be used to collaborate with Leonardo.

Rejected: if Leonardo operators cannot solve/answer to the issue or evaluate that the ticket does not
point out a proper issue, they can reject the ticket. If the Ticket is rejected, it cannot be edited
anymore, and the user must create a new one from scratch, adding additional information, to grant
its acceptability.

Acceptance: the ticket has been analysed and considered correctly created. Once accepted, Leonardo
is in charge of solving the issue experienced.

Customer Action: in order to work on the ticket, some additional information should be provided by
the customer. Here the customer is supposed to provide the required information from the ticket page
in order to support Leonardo in managing the request properly. To facilitate the communication
between portal users and Leonardo operator an “History log” section is available accessing each ticket
and the button “Add Files” in the “Attachments” section can be used to upload any useful file.
Scheduling: in this phase, Leonardo is evaluating and organizing the activities needed to work on
customer’s request. In the “Task” section that will be displayed now on, the user can look at all the
activities scheduled by Leonardo operators, and additional details regarding each task can be retrieved
by clicking on the arrow next to each task, if they are present.

TASK s

Subject ~ Priority Activity Status Recipient / Team Target

sk di SUPpOTTC Normal Complated CSM ITALY (IT) O

The task contains the following details:
= TaskID
= Category (E.g. Reliability, Repair DIWG/Procedure, Troubleshooting...)
=  Activity Status (E.g. Completed, In Progress, etc...)
=  Subject of the task
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= Note describing task’s activities
= Closing Note, written upon completion, that describes the adopted solution and how
activities were carried out.

In the task page, the user can also download attachments in the related section, by clicking on file’s

name.
<= BACK
Task ID Category * Activity Status *
Completed
TASK/2020/525 General - Reliability
CARD
Subject *

task di supporto

Mote

7]
g?l
i

@
)
a
el

b2

Closing note

B source | A Q@ @ Q
2 a ?
Attachments
~MName ~ ~Modified On
Bivisualizzazione ricerca avanzata Proposal Permission View 20-03-2020 11-04-05. 01.04.2020 12:40

o Fulfilment: Leonardo’s employees are currently working on customer’s request to address it.
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o Closure: Leonardo considers the ticket resolved. A “Closing Note” written by a Leonardo operator is
available to communicate how the ticket has been managed and to specify the solution provided as
well as other relevant information. Customers can provide a feedback on how Leonardo managed the
request, changing the status from Closure to Completed Accepted or Completed Rejected clicking on
the related buttons situated at the bottom of the page, highlighting if the solution provided is
considered appropriate or not.

CLOSING NOTE s

[8 Source G Q

€Al

( COMPLETED ACCEPTED )| COMPLETED REJECTED )

o Complete Accepted: If the ticket is brought from Closure to “Completed Accepted”, the ticket is
considered resolved, and the Customer accepts the remediation measure implemented by Leonardo.

o Complete Rejected: When a ticket is in Completed Rejected status, a new ticket connected to the one
rejected will be created (named Child Ticket) in Fulfilment status. The Child Ticket will be named as
the rejected one but will have a different document ID. All ticket’s data inserted in the old ticket (called
Parent Ticket) will be transferred into the Child one. In the Query Description section of the Parent
ticket will be displayed the code of the correspondent Child ticket generated form it, and in the same
section of the Child ticket it is visible the ID of the Parent ticket.

2.3.2 CSRFOC
The Customer Service Request (CSR in brief) is designed to manage technical and logistics queries raised in
case of AOG situation. In the section it is allowed to search and monitor the AOG Requests managed by your
24.7 Fleet Operations Centre. It is possible to visualize a specific AOG Request and the related logistics and
technical information.

47



'Z LEONARDO

HELICOPTERS

The main page of the “CSR FOC” section consists of a list of the queries that can be modified or viewed by the

user.

In the main page, the ticket list contains information about each item, in order to help the user to have a quick

overview of each record.

Home > MyCommunications > CSRFOC

CSR FOC

more info

FILTERS WV [ Search Qj @m
Document ID ~ Subject - H/C Model ~ Part Number ~ Status - Creation ~ Closure ~
0010079159 ORDINE 18/463 AWIE9 iy Completed Accepted A1.05.2018 0706.2018
Q010078950 Chip MGE AW 169 AWIED iy Completed Accepted 25052018 04.06.2018

Below there is a brief description of the fields showed in this page:

Field Name

Document ID

Description

Unique identification code assigned to the ticket.

Subject Brief description of the object of the ticket.

H/C Model Specific Model of the Helicopter (E.g. AW139, AW101...)

Part Number Unique identification code of the component object the query.

Status Current status of the ticket, useful to monitor the progresses made in addressing the issue.

Creation Date

The date in which the ticket has been created. A ticket can both be created by Portal Users
and by Leonardo Internal Users.

Closure Date

Shows the date in which the User has accepted or rejected the solution proposed by the
customer after ticket’s closure. After ticket closure, the customer can accept the solution
implemented by Leonardo, or can reject it, creating automatically a new ticket that must be
addressed by Leonardo through a different solution.

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > CSRFOC

CSR FOC

more info

FILTERS W [SE‘WC"’ Qj @m

[ Filter By Model V] [ Filter By H/C Tail number V] [ Filter By H/C serial number V] [ Filter By Status V]

s e ATA . . a—n ; —
[ Filter By ATA code VJ [ From: dd/MM/yyyy = J [ To: dd/MM/yyyy Ej
Document ID = Subject = H/C Model ~ Part Number =~ Status - Creation ~ Closure =
001007959 ORDINE 18/463 AWIBS iy Completed Accepted 1052018 07062018
0010078950 Chip MGB AW 169 AWIE9 iy  Completed Accepted 25052018 04062018

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:

o Helicopter Model (E.g. AW101, AW169...)

o Helicopter Tail Number (Selecting from the list that contains the codes of the helicopters
possessed by the customer. If a S/N is filtered, only tail numbers of the selected model can be
selected)

H/C Serial Number (Serial number of the Helicopter)
Ticket Status
ATA Code

o Starting/Ending date (based on the last modify date)

- Search: it is possible to search for a ticket by inserting some keywords or field values (e.g. Document
ID, Subject, H/C model, Part Number, Status).
- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.

O O O

More info: by pressing this button, the page shows a brief description of the section, and clicking on “Section
Guide” it is possible to open the Portal Manual Section dedicated to CSR FOC tickets.

Home > MyCommunications > CSRFOC

CSR FOC

The Custormer Service Request (CSR in brief) is designed to manage technical and logistics queries raised in case of AOG

less info

situation.
Search and Monitor the AOG Requests managed by the your 24.7 Fleet Operations Centre.
You can visualize a specific AOG Reguest accessing also the related logistics and technical information

[ section guide
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New ticket creation — CSR FOC
To create a new CSR FOC, the user must click on the “New” button in the “CSR FOC” section of “My

Communications”

The system will then show a page containing all the information that can be added during the creation phase.

Below there is a list of all the section featured by the CSR FOC creation page, with the description of all the
fields available:

Area of intervention

AREA OF INTERVENTION

Topic Subtopic Issue

( vJ vJ v)

Field Name Description Mandatory Notes

. Ticket’s topic (E.g. Material, Technical, .
Topic On Site Support) No Dropdown list
Subtopic Ticket’s subtopic (E.g. Material, Product, No Dropdown list, c?ptions subset based on
Spares etc..) the selected topic
Ticket’s issue (E.g. Missing Documents, Dropdown list, options subset based on
Issue No .
Supply etc..) the selected sub-topic

Query Description
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QUERY DESCRIPTION ~
Document ID Contacts * Ticket Status
[Massmc
Subject * Your Code Reference
( I )
Description *
Rsowce |0 @ @ B & & QUM B - Bpeooma i/
B I USKX ¢ L|i= = | B s =E|90%E = HOom=® Q=E®
Styles ~ | Format Font - | size - A-B- oA 2
ATA Code *
( Q
Parent Ticket Child Ticket
ATTACHMENTS

It will be possible to add attachments only after the first save!

Field Name

Description

‘ Mandatory Notes

ID number given by the system once the Automatically assigned after clicking on
Document ID . - “ ”
ticket has been created Save as Draft”.
Contacts Automatically filled with the user’s name Yes Automatically Filled
Subject Type a subject for the ticket Yes Text field
Your code reference User can write a reference here No Text field
Description Write here ticket’s brief description Yes Text field
ATA Code Select hell_copter s ATA Code from the Yes qupdown list. It is possible to search
dropdown list typing a record.
. . . . Automatically filled when:
. It is automatically filled with the ID Document .
Parent Ticket . No e a CSR FOC is converted to a
of the ticket that has been converted. .
Technical Query.
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Field Name Description ‘ Mandatory Notes
e  When a document linked to a ticket
is rejected.
Automatically filled when:
Itis automatically filled with the ID Document e a CSR FOC is converted to a
Child Ticket of the ticket that has been created from the | No Technical Query.
original ticket. e  When a document linked to a ticket
is rejected.
Here it is possible to add attachments. ]
Attachments Attachments can be added only after the first | No Sr;)ose files to be uploaded or drag and
save. P
Helicopter Identification
HELICOPTER IDENTIFICATION
H/C Model * H/C Serial Number or Tail Number Aircraft Tail Number S/N Details
( v v - ( )
F/H Helicopter On (Date)
( %)
Please report time expressed in the
sexagesimal format (minutes in
sixtieths) in the corresponding decimal
format (minutes expressed in
hundredths) (ie. 45 min => 0.75 hours)
Field Name Description Mandatory ‘ Notes
H/C Model Select the helicopter model code Yes Dropdown list
H ial N . . . .
/.C serial Number or Select the helicopter Serial Number or Tail Number No Dropdown list
Tail Number
Aircraft Tail Number Helicopter tail number - Automatically filled
S/N Details It is possible to be filled id the Helicopter S/N is Dummy No Text field
F/H Helicopter It is the total amount of helicopter’s flight hours No Automatically filled
. . . Selection from
On (Date) It is the date when the flight hours have been registered Yes I
calendar
Clicking the button
. . lock th F/H
Add F/H Button to insert Flight Hours and update date No :ZI?cco;ter aned FIig/ht
Date fields.

If Flight Hours has been updated in the ticket, it could be possible that after clicking on “Save as Draft” or
“Send to Leonardo” a warning message appears: it informs that the inserted Flight Hours are a % greater
or lower than the actual one. If they are correct, within the following 60 seconds, re-insert the same Flight
Hours value and date, click again on “Save as Draft” or “Send to Leonardo” and the system will
automatically save them.
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Component Identification

COMPOMNENT IDENTIFICATION

Part Number

( «

omponent F/H On (Date)

) ) ( &)

omponent S/N

Field Name Description Mandatory

Select from a list. In the list
Part Number !-Iehcopter part number affected by the No is possible to.vu'ew Prgduct
issue ID and Description. It is
possible to search by item
Component S/N Component S/N affected by the issue No Text field
. Yes, if Component )
Component F/H Amount of flight hours for the component $/N has been filled. Text field
It is the date when the flight hours have Yes, if Component .
D | f |
On (Date) been registered S/N has been filled Selection date from calendar

Due Date & Involved Users

DUE DATE & INVOLVED USERS Fay
Reguested Due Date Priority *
[ 8] ( v)

INVOLVED USERS FOR THIS QUERY

t will be possible to add involved users only after the first save!

Field Name Description Mandatory Notes
Requested Due Date Due date for the ticket Yes Selection from calendar
Dropdown list. 1 item available:
Priority Select a priority for the ticket Yes P
e AOG
Involved Users for this Contacts to be informed through an email about No To add new records, the ticket
Query the issue must be saved as draft first
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Home > My Communications > CSRFOC

CSR FOC

more info

FILTERS Vv [SE‘EFCH Qj @m

[ Filter By Model V] [ Filter By H/C Tail number V] [ Filter By H/C serial number V] [ Filter By Status V]

s e ATA . . a—n ; —
[ Filter By ATA code VJ [ From: dd/MM/yyyy = J [ To: dd/MM/yyyy Ej
Document ID = Subject = H/C Model ~ Part Number =~ Status - Creation ~ Closure =
001007959 ORDINE 18/463 AWIBS iy Completed Accepted 1052018 07062018
0010078950 Chip MGB AW 169 AWIE9 iy  Completed Accepted 25052018 04062018

After clicking on “New”, to create a ticket, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

s a
SEND TO LEONARDO \_ SAVE AS DRAFT /I

In the tab “Due Date & Involved Users” it is possible to add “Involved Users for This Query”. The action can
only be performed when the ticket is saved as draft and it is currently in draft status.

When saved as draft the option “Add” will appear in the “Involved Users for this Query” section. In the next
window the User can search profiles to be added, or select multiple ones from the list, and then click on
“Assign”. The currently selected records will be highlighted with a tick and will be visible in the Selected

Records Tab.
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DUE DATE & INVOLVED USERS Fa
Requested Due Date Priority *
[ 4/8/2020 4:56 PM E] [ AOG W ]

INVOLVED USERS FOR THIS QGUERY

User TDA Accepted Date
First Name Last Name Mame Email User Type TDA Accepted (UTC) Created On (UTC) -
There are no records to display.
x Search record
[ Search ‘ Q)l
L4 Full Name -

15dic_test? avanade

' ladec bdac
R 16dic_| avanade
R 16dic_test? avanade

16dic_testd avanade

17dic_l avanade

Selected Records

16DEC 16DECX 16DIC_1 AVANADEX 16DIC_TEST2 AVANADEX

It is possible for Leonardo operators to open tickets on behalf of the portal user. As far as the “ticket visibility
on portal” is set to “yes” (on CRM), the portal user will be able to see them in the ticket list.

Ticket Functionalities — CSR FOC
Each CSR FOC can be accessed by clicking the document ID present in the records of the “CSR FOC” section of
“My Communication”
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Document 1D~ Subject = H/C Model ~ Part Number ~ Status = Creation = Closure =
FOC/CSR/2020/212 AOG Buy AWI39 B Closure 30032020
AW139 Request Creation 20032020

FOC/CSR/2020/22M CSR ARG

The page shows all the fields already inserted during the creation phase, and new features and sections are
added when the ticket is published or saved as draft.

After the first “Save as draft” of the document, or after publishing it, the sections “Attachments”, as well as
the “History Log” will be added, and the Document ID field will be automatically filled with a progressive

Identification Code.

In the section “History Log” after the ticket publication the customer can collaborate with Leonardo, by typing
instant messages and looking at message history, at the top of the section. The user can leverage the HTML
Editor toolbar to write the message. The History Log is fundamental especially when the ticket is in “Customer
Action” status, where Leonardo asks for additional information required to properly address the issue object
of the ticket. When the ticket is in “Customer Action” status, the interface features the “Send to Leonardo”
button that publishes the message that will be visible to Leonardo, and the “Save ad Draft” button, that saves
the message, without allowing Leonardo users to see it. Otherwise if the ticket is in another status that enables
the “History Log” tab, the only visible button will be “Send Message” that publishes the message, that can be

then seen also by Leonardo users.

HISTORY LOG

yrovide some documents.
orovide further informations and details.

12/3/2020 N6:12 (UTC) - P
12/5/2020 11:13:24 (UTC) - P

Utentels Te
Utentels

Customer Chat
Bisource | [ [@ @& |3 B @ @« QW E ¥ B2 0000 =l

B I USXx x I, == :c El B2 = E|0NE = mLUOMA=2 Q=6
Styles ~ | Normal ~ | Font - | Size - A~ B~ 50 &) 92

Please check the attached file to have further informations

body p

In the section “Documents” it is possible to upload files using the “Upload” button, indicating the file location

or through drag & drop.
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ATTAC TC
ATTACHMENTS
DOCUMENTS
Filename Created on Created by
Test2 Elicotteri.docx 02/10/23, 12558 %4004g1@extleonardocompany.com ° o
Risposta_Back to customerdoc 02/10/23, 12:57 X400481@extleonardocompany.com o 9
Test Elicotteri.docx 02/10/23. 12:57 X400481@extleonardocompany.com ° o

The documents management will be opened in another Tab with the same features of Preview, Download and
Deletion (allowed only to the owner of the attachment).

2]
E
m
)
b
[s]
£
[+
@
%]
[
=
o
[N
E
Q
o
&
il
g
=
i
[

Allowed types: bin,doc,docx.jpeg.mpd,mpp,pdf png.oet, potstxt,xs, xisx,zip

UPLOAD CLOSE

In each status, apart from Closure the portal user has the possibility of adding a comment to the history log
and attach documents.

In each status, apart from Closure the portal user has the possibility of adding a comment on the history log
and attach documents.

Every time a ticket changes status and/or a comment is added to the history log an email is sent to all the
parties involved in the ticket resolution.

From CSR FOC tickets the user can place orders on the E-commerce directly from the ticket page, in the
Logistic Data section. This functionality can be used when the priority is set to AOG, and only when the ticket
is in status Request Creation, Acceptance, Customer Action or Scheduling. If a user has the permissions to
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create CSR FOC, orders related to AOG must be created from the Logistic Data tab and not form the Store, in
fact, if this is the case, AOG priority will be disabled when accessing the store.

LOGISTIC DATA Fal

Process
Order Creation is allowed in ADG priority onlyl
[ h ]

CREATE ORDER

Orders

Part P/N
Line Item Number Description Product Delivery Delivery Invoice Packing Reference
Order Number v v Quantity Description  Shipment date Quantity Number List PO Warehouse Status

There are no records to display.

To start the ordering process, select one of the options available in the “process” drop down list:

- Buy: create a cart to start purchasing spares and tools, allowing to add items to the cart from the
online catalogue, then create and manage Purchase Orders and Requests for Quotation.

- Service Plan claim: create a Service Plan cart to generate claims related to an owned service plan.

- Warranty claim: create a Warranty cart to generate claims related to owned warranties

- Exchange: Create an exchange cart to exchange old or broken components with functioning versions
of the same components by paying the difference in value between the two parts.

Process

| v

Buy
Warranty
Service Plan

Exchanage

By clicking on create order a pop-up will appear, containing the form that must be filled in order to create a
cart and proceed to the E-commerce catalogue. The form differs between the prosses that can be selected.
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"/R

Buy Spares & Tools

Purchase from Consignment * Consignment referred contract

s No Yes v

€SR Code: 20/2187

Requested delivery date * ()

PRIORITY: AOG

H/C Model * H/C Serial number

[AW‘39 V] [

CONTINUE

Additional information regarding the cart creation form, the catalogue, purchase order submission and the
POs and RFQs management instruments and other functionalities of the Store can be found in Chapter 3 of
this manual.

Ticket Flow — CSR FOC

The CSR FOC ticket follows a structured workflow that supports the procedure needed to solve the issue
experienced by Leonardo’s customer.

The Ticket Status allows users to understand in which step of the ticket management process a specific ticket
is, and which are the actions that can/must be performed. The workflow is described below, along with the
ticket Status correspondent to each phase:

o Draft: the ticket is visible only to Leonardo Customer Portal users. In this status, it is possible to carry
out changes and add information before sending. In order to attach files to the ticket, it must at least
be created in draft. The procedures to add Involved Users and to insert Repair Instruction Query details
can only be performed when the ticket is in draft status.

o Request creation: a ticket that has just been sent to Leonardo operators. From this stage the field
“History Log” is available and can be used to collaborate with Leonardo.

o Rejected: if Leonardo operators cannot solve/answer to the issue or evaluate that the ticket does not
point out a proper issue, they can reject the ticket. If the Ticket is rejected, it cannot be edited
anymore, and the user must create a new one from scratch, adding additional information, to grant
its acceptability.
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o Converted: the FOC ticket, after being submitted by the user, could be converted in Technical Queries
if Leonardo Operators evaluate that the issue of the ticket is addressable trough a TQ.

o Acceptance: the ticket has been analysed and considered correctly created. Once accepted, Leonardo
is in charge of solving the issue experienced.

o Customer Action: in order to work on the ticket, some additional information should be provided by
the customer. Here the customer is supposed to provide the required information from the ticket page
in order to support Leonardo in managing the request properly. To facilitate the communication
between portal users and Leonardo operator an “History log” section is available accessing each ticket
and the button “Add Files” in the “Attachments” section can be used to upload any useful files.

o Scheduling: in this phase, Leonardo is evaluating and organizing the activities needed to work on
customer’s request. In the “Task” section that will be displayed now on, the user can look at all the
activities scheduled by Leonardo operators, and additional details regarding each task can be retrieved
by clicking on the arrow next to each task, if they are present.

TASK s

Subject Priority Activity Status Recipient / Team Target

sk di supporte Normal Complated CSMITALY (IT) O

The task contains the following details:
= TaskID
= Category (E.g. Reliability, Repair DIWG/Procedure, Troubleshooting...)
=  Activity Status (E.g. Completed, In Progress etc...)
= Subject of the task
= Note describing task’s activities
= Closing Note, written upon completion, that describes the adopted solution and how
activities were carried out.

In the task page, the user can also download attachments in the related section, by clicking on file’s
name.
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<= BACK
Task ID Activity &
o fere e i . . Completed
[ASK,/2020/525 General - Reliability
CARD
Subject *
task di supporto
Naote
B Source | B g m Q
@2 E 2
Closing note
B Source | d m Q
2 a ?
Attachments
~Name - ~Modified On

[ Visualizzazione ricerca avanzata Proposal Permission View 20-03-2020 11-04-05.

Fulfilment: Leonardo’s employees are currently working on customer’s request to address it.
Closure: Leonardo considers the ticket resolved. A “Closing Note” written by a Leonardo operator is
available to communicate how the ticket has been managed and to specify the solution provided as
well as other relevant information. Customers can provide a feedback on how Leonardo managed the
request, changing the status from Closure to Completed Accepted or Completed Rejected clicking on
the related buttons situated at the bottom of the page, highlighting if the solution provided is
considered appropriate or not.
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CLOSING NOTE ”~

B Source G & Q

# & ?

( COMPLETED ACCEPTED ) COMPLETED REJECTED )

o Complete Accepted: If the ticket is brought from Closure to “Completed Accepted”, the ticket is
considered resolved, and the Customer accepts the remediation enacted by Leonardo.

o Complete Rejected: When a ticket is in Completed Rejected status, a new ticket connected to the one
rejected will be created (named Child Ticket) in fulfilment phase. The Child Ticket will be named as the
rejected one but will have a different document ID. All the ticket’s data inserted in the old ticket (called
Parent Ticket) will be transferred into the Child one. In the Query Description section of the Parent
ticket will be displayed the code of the correspondent Child ticket generated form it, and in the same
section of the Child ticket it is visible the ID of the Parent ticket.

2.3.3 Customer Commercial Queries
This section allows to Search and Submit requests to the Customer Support & Services Management Team. In
this area customers can submit any request related to general service fleet support and aftermarket services.
They can also submit requests to ask for any coordination support or service information you may require. The
request will be addressed directly to dedicated Customer Support & Service Managers. You will be able to
monitor the status and updates regarding requests through the “Search” function.

The main page of the “Customer Commercial Queries” section consists of a list of the queries that can be
modified or viewed by the user.

In the preview, the ticket list contains information about each item, in order to help the user to have a quick
overview of each record.
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Home > My Communications > Customer Commercial Guery

Customer Commercial Query

FILTERS W/

maore info

(== 90CD

Document ID -

Chafing Damage on LH Spoiler Rib 2 iy Completed Accepted 27022020 28022020

Status - Creation = Closure =

Below there is a brief description of the fields showed in this page:

Field Name ‘ Description

Document ID Unique identification code assigned to the ticket.
Subject Brief description of the object of the ticket.
Status Current status of the ticket, useful to monitor the progresses made in addressing the issue.

Creation Date

The date in which the ticket has been created. A ticket can both be created by Portal Users and
by Leonardo Internal Users.

Closure Date

Shows the date in which the User has accepted or rejected the solution proposed by the
customer after ticket’s closure. After ticket closure, the customer can accept the solution
implemented by Leonardo, or can reject it, creating automatically a new ticket that must be
addressed by Leonardo through a different solution.

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > © Guery

Customer Commermal Query

FILTERS V [ Search QJ @h
[ Filter By Status V] [ From: dd/MM/yyyy = ] [ T dd/MM/Syyyy = ]
Document ID - Subject - Status - Creation - Closure =

AZ4-00% - Chafing Damage on LH Spoiler Rib 2 iy Completed Accepted 27022020 28022020

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:
o Ticket Status
o Starting/Ending date (based on the last modify date)
- Search: it is possible to search for a ticket by inserting some keywords or field values (e.g. Document
ID, Subject, Status).
- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.
- More info: by pressing this button, the page shows a brief description of the section, and clicking on
“Section Guide” it is possible to open the Portal Manual Section dedicated to Customer Commercial
Query tickets.

Home 2 MyCommunications = © Cor ial Guery

Customer Commercial Query

This section allows to Search and Submit requests to the Custormer Support & Services Management Team.

In this area you can submit any request related to general in service fleet support and aftermarket services. You can also
submit requests for any coordination support or service information you may require. Your request will be addressed directly
to your dedicated Customer Support & Services Manager. You will be able to monitor the status and updates regarding your
requests through the Search function.

New ticket creation — Customer Commercial Query
To create a new Customer Commercial Query, the user must click on the “New” button in the “Customer
Commercial Query” section of “My Communications”
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Home > My Communications > Customer Commercial Guery

Customer Commercial Query

more info

FILTERS [ Search QJ @ @

Document ID Subject - Status - Creation - Closure =

CEM/CO/2020/1811 AZ4-003 - Chafing Damage on LH Spoiler Rib 2 iy Completed Accepted 27022020 28022020

The system will then show a page containing all the information that can be added during the creation phase.

Below there is a list of all the section featured by the Customer Commercial Query creation page, with the
description of all the fields available:

Area of intervention

AREA OF INTERVENTION Fal

Topic Subtopic Issue

( v) v) v)

Field Name Description ‘Mandatory Notes

. Ticket’s topic (E.g. Commercial, Customer, Process .
Topic pic (E-g No Dropdown list
etc...)
. Ticket’s subtopic (E.g. Material, Fi , S it Dropd list, opti bset based
Subtopic icket’s subtopic (E.g. Material, Finance, Security No ropdown lis o‘p ions subset based on
etc..) the selected topic
. . Dropdown list, options subset based on
Issue Ticket’s issue (E.g. Budget, Improvement etc.. No ’ .
Y ! issue (E.g. Budg prov ) the selected sub-topic

Query Description

65



S

«u‘
\ W
@

QUERY DESCRIPTION

Document ID

LEONARDOD

HELICOPTERS

Contacts *

)

Ticket Status

Your Code Reference

) J

Description *

@souce | O [@ @ | @ @ @ @ Q R5 |WE|er-
B I U S x, x*|& L |i= 3= Az |9y W = = = =9 9« BE-
Styles - Format ~ Font - Size - A- B~ |32 E0| 2
Parent Ticket Child Ticket
ATTACHMENTS
t will be possible to add attachments only after the first save!

B2 @ OO0 = i/
™~ O = Q- =®

Field Name Description Mandatory
ID number given by the system once the ticket has | - Automatically assigned after
Document ID L “ ”
been created clicking on “Save as Draft”.
Contacts Automatically filled with the user’s name Yes Automatically Filled
Subject Write a subject for the ticket Yes Text field
Your code reference | User can write a reference here No Text field
Description Write here ticket’s brief description Yes Text field
. . ) . Aut ticall filled h
. It is automatically filled with the ID Document of utomatica y e w.en .a
Parent Ticket . No document linked to a ticket is
the ticket that generated the current one .
rejected.
It is automatically filled with the ID Document of Automatically  filled when a
Child Ticket the ticket that has been created from the original | No document linked to a ticket is
ticket. rejected.
Here it is possible to add attachments. Attachments Choose files to be uploaded or drag
Attachments ) - | No . .
can be added only after the first save. and drop function available

Due Date & Involved Users
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DUE DATE & INVOLVED USERS FaY
Requested Due Date Priority *

INVOLVED USERS FOR THIS QUERY

t will be possible to add involved users only after the first save!

Field Name Description Mandatory

Requested Due Date Due date for the ticket Yes Selection _ from cafler?da'r. Automatically
proposed when the priority is selected.
Dropdown list. 3 items available:
. AOG
Priority Select a priority for the ticket Yes e  Routine
. URG
Involved Users for this Contacts to be informed through No To add new records, the ticket must be saved
Query an email about the issue as draft first

After clicking on “New”, to create a ticket, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.
Be aware that only in draft it is possible to add new “Involved Users”.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

e N
SEND TO LEONARDO \_ SAVE AS DRAFT /I

In the tab “Due Date & Involved Users” it is possible to add “Involved Users for This Query”. The action can
only be performed when the ticket is saved as draft and it is currently in draft status.

When saved as draft the option “Add” will appear in the “Involved Users for this Query” section. In the next
window the User can search profiles to be added, or select multiple ones from the list, and then click on
“Assign”. The currently selected records will be highlighted with a tick and will be visible in the Selected
Records Tab.
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DUE DATE & INVOLVED USERS P

Reguested Due Dats Priority *

[ 3/8/2020 952 AM E] [ Houtine A ]

INVOLVED USERS FOR THIS QUERY

User TDA Accepted Date

First Name Last Name Name Email User Type TDA Accepted (UTC) Created Om (UTC) -

There are no records to display.

x Search record

[ Search ‘ Q)l

" Full Mame -

15dic_test3 avanade

£ l6dec 16dec
7 16dic_1 avanade
R 16dic_test? avanade

l6dic_testd avanade

17dic_l avanade

ected Records

16DEC 16DECX 16DIC_1 AVANADEX 16DIC_TEST2 AVANADEX

@ chmesr

It is possible for Leonardo operators to open tickets on behalf of the portal user. As far as the “ticket visibility
on portal” is set to “yes” (on CRM), the portal user will be able to see them in the ticket list.

Ticket Functionalities — Customer Commercial Queries
Each Customer Commercial Query can be accessed by clicking the document ID present in the records of the
“Customer Commercial Query” section of “My Communication”

68



'~ | EONARRDO

-y
g
" HELICOPTERS

Status - Creation - Closure =

Document ID ~ Subject -
AZ4-00% - Chafing Damage on LH Spoiler Rib 2 iy Completed Accepted 27022020 28022020

The page shows all the fields already inserted during the creation phase, and new features and sections are
added when the ticket is published or saved as draft.

After the first “Save as draft” of the document, or after publishing it, the sections “Attachments” and “History
Log” will be added, and the Document ID field will be automatically filled with a progressive ldentification

Code.

In the section “History Log” after the ticket publication the customer can collaborate with Leonardo, by typing
instant messages and looking at message history, at the top of the section. The user can leverage the HTML
Editor toolbar to write the message. The History Log is fundamental especially when the ticket is in “Customer
Action” status, where Leonardo asks for additional information required to properly address the issue object
of the ticket. When the ticket is in “Customer Action” status, the interface features the “Send to Leonardo”
button that publishes the message that will be visible to Leonardo, and the “Save ad Draft” button, that saves
the message, without allowing Leonardo users to see it. Otherwise if the ticket is in another status that enables
the “History Log” tab, the only visible button will be “Send Message” that publishes the message, that can be

then seen also by Leonardo users.

HISTORY LOG

Utentely Test : 12/5/2020 M16:12 (UTC) : Please provide some documents.

UtentelS Test - 12/5/2020 1113:24 (UTC) : Please provide further informations and details

Customer Chat
Bsarce | @ @B B & @ « QA%E % w000 i
B I USx x L I£: el WlEl2 5 5919 E = MNELOE=®Q=E®
Styles + | Normal - | Font + | Size A~ 52w 2

Please check the attached file to have further informations

body p
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In the section “Documents” it is possible to upload files using the “Upload” button, indicating the file location
or through drag & drop.

ATTACHMENTS

DOCUMENTS

el Filename Created on Created by
Test2 Elicotteri.docx 02/10/23,12:58 X4004g1@extleonardocompany.com o o
Risposta_Back o customer.docx 02/10/23, 1257 X400481@ext leonardocompany.com o 9
Test Elicotteri.docx 02/10/23. 12:57 X400481@extleonardocompany.com ° o

The documents management will be opened in another Tab with the same features of Preview, Download and
Deletion (allowed only to the owner of the attachment).
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Allowed types: bin,doc,docx.jpeg.mpd,mpp,pdf png.oet, potstxt,xs, xisx,zip

UPLOAD CLOSE

In each status, apart from Closure the portal user has the possibility of adding a comment to the history log
and attach documents.

In each status, apart from Closure the portal user has the possibility of adding a comment on the history log
and attach documents.

Every time a ticket changes status and/or a comment is added to the history log an email is sent to all the
parties involved in the ticket resolution.

Ticket Flow — Customer Commercial Queries
Customer Commercial Queries follow a structured workflow that supports the procedure needed to solve the
issue experienced by Leonardo’s customer.
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The Ticket Status allows users to understand in which step of the ticket management process a specific ticket
is, and which are the actions that can/must be performed. The workflow is described below, along with the
ticket Status correspondent to each phase:

O

Draft: the ticket is visible only to Leonardo Customer Portal users. In this status, it is possible to carry
out changes and add information before sending. In order to attach files to the ticket, it must at least
be created in draft. The procedures to add Involved Users can only be performed when the ticket is in
draft status.

Request creation: a ticket that has just been sent to Leonardo operators. Now on the field “History
Log” is available and can be used to collaborate with Leonardo.

Rejected: if Leonardo operators cannot solve/answer to the issue or evaluate that the ticket does not
point out a proper issue, they can reject the ticket. If the Ticket is rejected, it cannot be edited
anymore, and the user must create a new one from scratch, adding additional information, to grant
its acceptability.

Acceptance: the ticket has been analysed and considered correctly created. Once accepted, Leonardo
is in charge of solving the issue experienced.

Customer Action: in order to work on the ticket, some additional information should be provided by
the customer. Here the customer is supposed to provide the required information from the ticket page
in order to support Leonardo in managing the request properly. To facilitate the communication
between portal users and Leonardo operator an “History log” section is available accessing each ticket
and the button “Add Files” in the “Attachments” section can be used to upload any useful files.
Scheduling: in this phase, Leonardo is evaluating and organizing the activities needed to work on
customer’s request. In the “Task” section that will be displayed now on, the user can look at all the
activities scheduled by Leonardo operators, and additional details regarding each task can be retrieved
by clicking on the arrow next to each task, if they are present.

TASK s

Subject ~ Priority Activity Status Recipient / Team Target

sk di SUPpOTTC Normal Complated CSM ITALY (IT) O

The task contains the following details:
= TaskID
= Category (E.g. Reliability, Repair DWG/Procedure, Troubleshooting...)
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= Activity Status (E.g. Completed, In Progress etc...)

=  Subject of the task

= Note describing task’s activities

= (Closing Note, written upon completion, that describes the adopted solution and how
activities were carried out.

In the task page, the user can also download attachments in the related section, by clicking on file’s
name.

<= BACK

Task ID Category * Activity Status *

Completed

TASK/2020/525 General - Reliability

CARD
Subject *

task di supporto

Mote

b2

Closing note

o) Source | d m Q
2 E ?
Attachments
~Name - ~Modified On
[ Visualizzazione ricerca avanzata Proposal Permission View 20-03-2020 11-04-05. 01.04 2020 12:40
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o Fulfilment: Leonardo’s employees are currently working on customer’s request to address it.

o Closure: Leonardo considers the ticket resolved. A “Closing Note” written by a Leonardo operator is
available to communicate how the ticket has been managed and to specify the solution provided as
well as other relevant information. Customers can provide a feedback on how Leonardo managed the
request, changing the status from Closure to Completed Accepted or Completed Rejected clicking on
the related buttons situated at the bottom of the page, highlighting if the solution provided is
considered appropriate or not.

CLOSING NOTE S

B Source G & Q

£ & ?

( COMPLETED ACCEPTED ) COMPLETED REJECTED )

o Complete Accepted: If the ticket is brought from Closure to “Completed Accepted”, the ticket is
considered resolved, and the Customer accepts the remediation enacted by Leonardo.

o Complete Rejected: When a ticket is in Completed Rejected status, a new ticket connected to the one
rejected will be created (named Child Ticket) in fulfilment phase. The Child Ticket will be named as the
rejected one but will have a different document ID. All the ticket’s data inserted in the old ticket (called
Parent Ticket) will be transferred into the Child one. In the Query Description section of the Parent
ticket will be displayed the code of the correspondent Child ticket generated form it, and in the same
section of the Child ticket it is visible the ID of the Parent ticket.

2.3.4 Feedbacks
This section allows to Search and Submit requests to the Customer Support & Services Management Team. In
this area you can submit any feedback or complain related to general in service, material and fleet support.
Your request will be addressed directly to your dedicated Customer Support & Services Manager and relevant
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department. You will be able to monitor the status and updates regarding your requests through the Search
function.

The main page of the “Feedback” section consists of a list of the queries that can be modified or viewed by
the user.

In the preview, the ticket list contains information about each item, in order to help the user to have a quick
overview of each record.

Home > My Communications > Feedback

Eéedback

maore infa

FILTERS V [ Search Q] @@

Document ID Subject - H/C Model - Part Number - Status - Creation - Closure =
CEM/CR2020/1986 ATA ABA12 ¥ Completed Rejected 03,18/2020 0319/2020
CEM/CR20200/ 1995 ATA ABA12 iy  Complated Accepted 03192020 03192020

Below there is a brief description of the fields showed in this page:

Field Name ‘ Description

Document ID Unique identification code assigned to the ticket.

Subject Brief description of the object of the ticket.

H/C Model Specific Model of the Helicopter (E.g. AW139, AW101...)

Part Number Unique identification code of the component object the query.

Status Current status of the ticket, useful to monitor the progresses made in addressing the issue.

The date in which the ticket has been created. A ticket can both be created by Portal Users and
by Leonardo Internal Users.

Shows the date in which the User has accepted or rejected the solution proposed by the
customer after ticket’s closure. After ticket closure, the customer can accept the solution
implemented by Leonardo, or can reject it, creating automatically a new ticket that must be
addressed by Leonardo through a different solution.

Creation Date

Closure Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > Feedback

Feedback

FILTERS W [ Search QJ @m

[ Filter By Model V] [ Filter By H/C Tail number V] [ Filter By H/C =serial number V] [ Filter By Status v]

[ Filter By ATA code V] [ From: MM/dd/yyyy = ] [ To: MM/dd/yyyy = ]

Document ID ~ Subject - H/C Model -~ Part Number = Status - Creation - Closure =

CEM/CR2020/1986 ATA ABA12 ®X Completed Rejected 0318/2020 0319/2020
M/CF/2 ATA ABA12 xy Completed Accepted 03/19/2020 0319/2020

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:

o Helicopter Model (E.g. AW101, AW169...)

o Helicopter Tail Number (Selecting from the list that contains the codes of the helicopters
possessed by the customer. If a S/N is filtered, only tail numbers of the selected model can be
selected)

H/C Serial Number (Serial number of the Helicopter)
Ticket Status
ATA Code

o Starting/Ending date (based on the last modify date)

- Search: it is possible to search for a ticket by inserting some keywords or field values (e.g. Document
ID, Subject, H/C model, Part Number, Status).

- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.

- More info: by pressing this button, the page shows a brief description of the section, and clicking on
“Section Guide” it is possible to open the Portal Manual Section dedicated to Feedback tickets.

o O O
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Home > My Communications > Feedback

Feedback

This section allows to Search and Submit requests to the Customer Support & Services Management Team.

In this area you can submit any feedback or complain related to general in service, material and fleet support. Your request will
be addressed directly to your dedicated Customer Support & Services Manager and relevant departrnent. You will be able to
monitor the status and updates regarding your requests through the Search function.

less info

[0 section guide

New ticket creation — Feedbacks
To create a new Feedback request, the user must click on the “New” button in the “Feedback” section of “My
Communications”

Home > My Communications > Feedback

Feedback

maore info

FILTERS V' [ Search QJ @ @|

Document ID ~ Subject - H/C Model - Part Number - Status = Creation = Closure =

CEMACR2020/1386 ATA, ABAL2 X) Completed Rejected O3/18/2020 Q31942020

ATA ABALZ iy Completed Accepted 0192020 0ZA19/2020

The system will then show a page containing all the information that can be added during the creation phase.

Below there is a list of all the section featured by the Feedback creation page, with the description of all the
fields available:

Area of intervention
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Subtopic

Issue

(

v)

v) v)

Field Name ‘ Description ‘ Mandatory Notes
. Ticket’s topic (E.g. Customer .
Topic Service, Material/delivery) No Dropdown list
Subtopic Ticket’s subtt':)p.|c (E.g. Support, No Dropdown I|§t, options subset based on the
Product, Logistics etc..) selected topic
lssue Ticket's issue (E.g. Performance, No Dropdown list, options subset based on the

Data Issue etc..)

selected sub-topic

Query Description
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Document ID
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ntacts *

C
[ Massimc J

o

Ticket Status

Your Code Reference

Subject *
Description *
@source |0 @ @ | B B @ @ QLB EE- EpeODDle K
B I USx x|& L|[i= = <€ | 99 M N EE- | e MELOMmM=®Q=E®
Styles - | Format = | Font - | Size - ?
ATA Code *
( a

Parent Ticket

Feedback Type *

Child Ticket

[ Complaint

v)

ATTACHMENTS

It will be possible to add attachments only after the first save!

Field Name

Description

ID number given by the system once the ticket has been

Mandatory Notes

Automatically

assigned

Document ID - after clicking on “Save as
created "
Draft”.
Contacts It is automatically filled with the user’s name Yes Automatically Filled
Subject Write a subject for the ticket Yes Text field
Your code reference | User can write a reference here No Text field
Description Write here the ticket’s brief description Yes Text field
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Field Name Description Mandatory Notes
Dropdown list. It s
ATA Code Select helicopter’s ATA Code from the dropdown list Yes possible to search typing a
record.
Automatically filled when
. It is automatically filled with the ID Document of the ticket the ticket is generated
Parent Ticket No
that has been converted. from a Completed
Rejected previous ticket.
. . . . . Aut tically filled wh
- It is automatically filled with the ID Document of the ticket utomatically Tifled when
Child Ticket . . No a completed
that has been created from the original ticket. .
rejected by the customer.
The user must select the most appropriate cluster to
categorize the ticket, selecting from the list:
e  Complaint
Feedback Type e Concern Yes Drop-down list
e  Positive FB
e  Opportunity
° Routine
Here it is possible to add attachments. Attachments can be Choose files to be
Attachments . No
added only after the first save. uploaded or drag and drop
Helicopter Identification
HELICOPTER IDENTIFICATION
H/C Model * H/C Serial Number or Tail Number Aircraft Tail Number S/N Details

(

v)

v] -

F/H Helicopter

On (Date)

(

5 CID

Please report time expressed in the
sexagesimal format (minutes in
sixtieths) in the corresponding decimal

format (minutes expressed in
hundredths) (ie. 45 min => 0.75 hours)

(

Field Name ‘ Description ‘ Mandatory Notes

H/C Model Select the helicopter model code Yes Dropdown list

H/C S.erlal Number Select the helicopter Serial Number or Tail Number No Dropdown list

or Tail Number

Aircraft Tail . .

Number - - Automatically filled

S/N Details It is possible to be filled id the Helicopter S/N is Dummy No Text field

F/H Helicopter It is the total amount of helicopter’s flight hours No Automatically filled

On (Date) It is the date when the flight hours have been registered Yes Selection from calendar
The button unlocks the

Add F/H Button to insert Flight Hours and the last date No F/H Helicopter and FH
date fields.
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If Flight Hours has been updated in the ticket, it could be possible that after clicking on “Save as Draft” or
“Send to Leonardo” a warning message appears: it informs that the inserted Flight Hours are a % greater
or lower than the actual one. If they are correct, within the following 60 seconds, re-insert the same Flight
Hours value and date, click again on “Save as Draft” or “Send to Leonardo” and the system will
automatically save them.

Component Identification

COMPOMEMNT IDENTIFICATION

Fart Mumber Component 5/MN Component F/H On {Date)

( al ) ( ) ( &)

Field Name Description Mandatory

Select from a list. In the list is
Part Number Hellcopter part number affected by the No possible t.o Ylew P'roduct' ID
issue and Description. It is possible
to search by item
Component S/N Component S/N affected by the issue No Text field
Component F/H Amount of flight hours of the component ves, if Cor'r)ponent S/N Text field
has been filled.
Yes, if N
On (Date) Last flight hours update date e ! Con'wponent S/ Selection date from calendar
has been filled

Logistic Data

LOGISTIC DATA A

Sales Order Number Sales Order ltem

( o a

Field Name Description Mandatory Notes

This field must be filled if the feedback is referred to a

specific Sales Order. The user can type the Order Number,

or search one clicking on the lens, and then using the | No -
search function or selecting from the list, with the

possibility to apply filters.

Sales Order
Number
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Field Name Description

This field must be filled if the feedback is not referred to
the entire Sales Order selected, but only to some of its
line items. The user can press the lens to select between
Order lines and search them, with the possibility to apply
filters.

Sales Order
Item

Mandatory Notes

No

Additional information will be
displayed when using the search
tool, such as Line Item Number,
Description of the item, Part
Number, Packing List, Packing List
Item

Due Date & Involved Users

DUE DATE & INVOLVED USERS

Reguested Due Date Priority *

[ 8] (

INVOLVED USERS FOR THIS QUERY

t will be possible to add involved users only after the first save!

Field Name Description Mandatory Notes

Requested Due Date Due date for the ticket Yes Selection from calendar
Dropdown list. 3 items available:
e AOG
Priority Select a priority for the ticket Yes e  Routine
o URG
Involved Users for Contacts to be informed through an email No To add new records, the ticket must be
this Query about the issue saved as draft first

After clicking on “New”, to create a ticket, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

SEND TO LEONARDO SAVE AS DRAFT )
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In the tab “Due Date & Involved Users” it is possible to add “Involved Users for This Query”. The action can
only be performed when the ticket is saved as draft and it is currently in draft status.

When saved as draft the option “Add” will appear in the “Involved Users for this Query” section. In the next
window the User can search profiles to be added, or select multiple ones from the list, and then click on
“Assign”. The currently selected records will be highlighted with a tick and will be visible in the Selected
Records Tab.

DUE DATE & INVOLVED USERS Fa
Reguested Due Date Priority *
[ 419/2020 11:04 AM E] [ URG hd ]

INVOLVED USERS FOR THIS GUERY

User TDA Accepted Date
First Name Last Name Name Email User Type TDA Accepted (UTC) Created On (UTC) -
There are no records to display
x Search record
[ Search ‘ Q)l
o Full Mame -

15dic_test3 avanade

£ l6dec 16dec
R 16dic_| avanade
o 16dic_test? avanade

l6dic_testd avanade

ected Records

16DEC 16DECX 16DIC_1 AVANADEX 16DIC_TEST2 AVANADEX
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It is possible for Leonardo operators to open tickets on behalf of the portal user. As far as the “ticket visibility
on portal” is set to “yes” (on CRM), the portal user will be able to see them in the ticket list.

Ticket Functionalities — Feedbacks
Each Feedback can be accessed by clicking the document ID present in the records of the “Feedback” section
of “My Communication”

Document ID - Subject - H/C Model - Part Number - Status - Creation - Closure =

ATA ABAIZ oy Completed Accepted 19.032020 19.03.2020

ATA ABAI2 ¥ Completed Rejected 18.032020 19.032020

The page shows all the fields already inserted during the creation phase, and new features and sections are
added when the ticket is published or saved as draft.

After the first “Save as draft” of the document, or after publishing it, the sections “Attachments” and “History
Log” will be added, and the Document ID field will be automatically filled with a progressive Identification
Code.

In the section “History Log” after the ticket publication the customer can collaborate with Leonardo, by typing
instant messages and looking at message history, at the top of the section. The user can leverage the HTML
Editor toolbar to write the message. The History Log is fundamental especially when the ticket is in “Customer
Action” status, where Leonardo asks for additional information required to properly address the issue object
of the ticket. When the ticket is in “Customer Action” status, the interface features the “Send to Leonardo”
button that publishes the message that will be visible to Leonardo, and the “Save ad Draft” button, that saves
the message, without allowing Leonardo users to see it. Otherwise if the ticket is in another status that enables
the “History Log” tab, the only visible button will be “Send Message” that publishes the message, that can be
then seen also by Leonardo users.
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HISTORY LOG

Utentely Test : 12/5/2020 T:16:12 (UTC) : Please provide some documents.
Utentel5 Test - 12/3/2020 1113:24 (UTC) : Please provide further informations and details.

Customer Chat

souce 0 @ @ B B @ @ « QbR (Y- |m ®@ OO ® @ 7
B I USx x|[& L[z El B2 = 1|0 E @ ML OeE=6 Q=8
Siyles - | Normal - | Font - | Size - A-B- 1 2 ?

Please check the attached file to have further informations

body p

In the section “Documents” it is possible to upload files using the “Upload” button, indicating the file location
or through drag & drop.

ATTACHMENTS

o ciename Crestzd on Created by
Test2 Elicottari.docx 02/10/23, 1258 X400481@extleonardocompany.com o 9
Risposta_Back to customerdocx 02/10/23.12:57 X400481@ext leonardocompany.com ° °
Test] Elicotteri.dacx 02/10/23, 12557 %4004g1@extleonardocompany.com o o

The documents management will be opened in another Tab with the same features of Preview, Download and
Deletion (allowed only to the owner of the attachment).
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In each status, apart from Closure the portal user has the possibility of adding a comment on the history log
and attach documents.

Every time a ticket changes status and/or a comment is added to the history log an email is sent to all the
parties involved in the ticket resolution.

Ticket Flow — Feedbacks
Feedbacks follow a structured workflow that supports the procedure needed to solve the issue experienced
by Leonardo’s customer.

The Ticket Status allows users to understand in which step of the ticket management process a specific ticket
is, and which are the actions that can/must be performed. The workflow is described below, along with the
ticket Status correspondent to each phase:

o Draft: the ticket is visible only to Leonardo Customer Portal users. In this status, it is possible to carry
out changes and add information before sending. In order to attach files to the ticket, it must at least
be created in draft. The procedures to add Involved can only be performed when the ticket is in draft
status.

o Request creation: a ticket that has just been sent to Leonardo operators. From this stage the field
“History Log” is available and can be used to collaborate with Leonardo.

o Rejected: if Leonardo operators cannot solve/answer to the issue or evaluate that the ticket does not
point out a proper issue, they can reject the ticket. If the Ticket is rejected, it cannot be edited
anymore, and the user must create a new one from scratch, adding additional information, to grant
its acceptability.
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o Acceptance: the ticket has been analysed and considered correctly created. Once accepted, Leonardo
is in charge of solving the issue experienced.

o Customer Action: in order to work on the ticket, some additional information should be provided by
the customer. Here the customer is supposed to provide the required information from the ticket page
in order to support Leonardo in managing the request properly. To facilitate the communication
between portal users and Leonardo operator an “History log” section is available accessing each ticket
and the button “Add Files” in the “Attachments” section can be used to upload any useful files.

o Scheduling: in this phase, Leonardo is evaluating and organizing the activities needed to work on
customer’s request. In the “Task” section that will be displayed now on, the user can look at all the
activities scheduled by Leonardo operators, and additional details regarding each task can be retrieved
by clicking on the arrow next to each task, if they are present.

TASK s

Subject ~ Priority Activity Status Recipient / Team Target

task di supporto Normal Completed CSM ITALY (IT) O

The task contains the following details:
= TaskID
= Category (E.g. Reliability, Repair DIWG/Procedure, Troubleshooting...)
=  Activity Status (E.g. Completed, In Progress etc...)
=  Subject of the task
= Note describing task’s activities
= Closing Note, written upon completion, that describes the adopted solution and how
activities were carried out.
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In the task page, the user can also download attachments in the related section, by clicking on file’s

name.
<= BACK
Task ID Category * Activity Status *
o e ) . Completed
TASK/2020/525 General - Reliability
CARD
Subject *

task di supporto

Maote

B source | B @ & Q
ma oy
2= ?
Closing note
B source | A @ @ Q
Ay
L ?
Attachments
+Name - ~Modified On
BiVisualizzazione ricerca avanzata Proposal Permission View 20-03-2020 11-04-05.

o Fulfilment: Leonardo’s employees are currently working on customer’s request to address it.

o Closure: Leonardo considers the ticket resolved. A “Closing Note” written by a Leonardo operator is
available to communicate how the ticket has been managed and to specify the solution provided as
well as other relevant information. Customers can provide a feedback on how Leonardo managed the
request, changing the status from Closure to Completed Accepted or Completed Rejected clicking on
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the related buttons situated at the bottom of the page, highlighting if the solution provided is
considered appropriate or not.

CLOSING NOTE ”~

[ Source GO =] Q

2 a2

this is the closig note

( COMPLETED ACCEPTED ) COMPLETED REJECTED )

o Complete Accepted: If the ticket is brought from Closure to “Completed Accepted”, the ticket is
considered resolved, and the Customer accepts the remediation enacted by Leonardo.

o Complete Rejected: When a ticket is in Completed Rejected status, a new ticket connected to the one
rejected will be created (named Child Ticket) in fulfilment phase. The Child Ticket will be named as the
rejected one but will have a different document ID. All the ticket’s data inserted in the old ticket (called
Parent Ticket) will be transferred into the Child one. In the Query Description section of the Parent
ticket will be displayed the code of the correspondent Child ticket generated form it, and in the same
section of the Child ticket it is visible the ID of the Parent ticket.

2.3.5 Technical Publication Query
The Technical Publication Queries (TPQ in brief) are designed to manage technical publications queries raised
by the Customer (e.g. notice of a discrepancy or proposal/integration on a maintenance procedure) facilitating
reporting and tracking activities. The TPQ is an efficient tool that allows:

e Reporting, through a standardized format compiled by the Customer, of a single technical publication
related query which the Customer intends to submit to Leonardo Helicopters;

e Tracking of the status of activities performed by Leonardo Helicopters to manage the TPQ
(comprehensive of the additional request for clarification when needed);
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e Storage of the replies to the Customer TPQ; The management of automatic notification of TPQ Status
change (e.g. closure, request for information), by means of adequate and customizable settings;
e Retrieval of the information related to previous TPQ by means of the “Search” area.

In the preview, the ticket list contains information about each item, in order to help the user to have a quick
overview of each record.

Home > My Communications > Technical Publication Guery

Technical Publication Query

FILTERS

maore info

== O CD

Document ID ~

0020101261

Subject - H/C Model - H/C Serial Number - Status - Creation ~ Closure =
Info materiale alternativo 5B 139-375 AWIET g Draft 21062019
Aggiornamento AMPI AmerigodMobile AWIET g Draft 251209

Below there is a brief description of the fields showed in this page:

Field Name ‘ Description

Document ID Unique identification code assigned to the ticket.
Subject Brief description of the object of the ticket.
H/C Model Specific Model of the Helicopter (E.g. AW139, AW101...)

H/C Serial Number

Unique identification code of the Helicopter.

Status

Current status of the ticket, useful to monitor the progresses made in addressing the issue.

Creation Date

The date in which the ticket has been created. A ticket can both be created by Portal Users and by
Leonardo Internal Users.

Closure Date

Shows the date in which the User has accepted or rejected the solution proposed by the customer after
ticket’s closure. After ticket closure, the customer can accept the solution implemented by Leonardo, or
can reject it, creating automatically a new ticket that must be addressed by Leonardo through a different
solution.

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > Technical Publication Guery

Technical Publication Query

FILTERS [ Search QJ @m

[ Filter By Model V] [ Filter By H/C Taill number V] [ Filter By H/C seral number V] [ Filter By Status v]

[ Filter By ATA code V] [ From: dd/MM/yyyy = ] [ T dd/MM/Syyyy = ]

Document ID ~ Subject - H/C Model - H/C Serial Humber - Status - Creation - Clasure =
0020101261 Info materiale alternativo 5B 139-375% AWIET g Drait 21062019

0020109553 Aggiornamento AMPI AmerigodMobile AWIET g Drait 2512019

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:

o Helicopter Model (E.g. AW101, AW169...)

o Helicopter Tail Number (Selecting from the list that contains the codes of the helicopters
possessed by the customer. If a S/N is filtered, only tail numbers of the selected model can be
selected)

H/C Serial Number (Serial number of the Helicopter)
Ticket Status
ATA Code

o Starting/Ending date (based on the last modify date)

- Search: it is possible to search for a ticket by inserting some keywords or field values (e.g. Document
ID, Subject, H/C model, Part Number, Status).

- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.

- More info: by pressing this button, the page shows a brief description of the section, and clicking on
“Section Guide” it is possible to open the Portal Manual Section dedicated to Technical Publication
Query tickets.

o O O
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Home > My Communications > Technical Publication Guery

Technical Publication Query

The Technical Publication Query (TPQ in brief) is designed to manage technical publications queries raised by the Customer
(e.g. notice of a discrepancy or proposal/integration on a maintenance procedure) facilitating the reporting and the tracking
activities.

The TPQ is an efficient tool that allows:

less info

- The reporting, through a standardized format compiled by the Customer, of a single technical publication related query
which the Customer intends to submit to Leonardo Helicopters;

- The tracking of the status of activities performed by Leonardo Helicopters to manage the TPQ {comprehensive of the
additional request for clarification when needed);

- The storage of the replies to the Custormer TPQ;

- The management of automatic notification of TPQ Status change (eg. closure, request for information), by means of
adequate and customizable settings;

- The retrieval of the information related to previous TPQ by means of the "Search” area.

[0 section guide

New ticket creation — Technical Publication Query
To create a new Technical Publication Query, the user must click on the “New” button in the “Technical
Publication Query” section of “My Communications”

Home > My Communications > Technical Publication Guery

Technical Publication Query

more info

FILTERS [ Search QJ @ @

Document ID - Subject - H/C Model - H/C Serial Number - Status - Creation - Closure =

Q020101261 Info materiale alternativo SB 139-275% AWIID g [DCraft 21062019

Aggiornamento AMPI AmerigodMobile AWIZT g Draft 25112019

The system will then show a page containing all the information that can be added during the creation phase.

Below there is a list of all the section featured by the Technical Publication Query creation page, with the
description of all the fields available:

Area of intervention
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AREA OF INTERVENTION A

Topic Subtopic Issue

( v) v) v)

Field Name Description ‘ Mandatory Notes
Topic Ticket's topic (E.g. Publications) No Dropdown list
. Ticket’s subtopic (E.g. Operative, Maintenance, Dropdown list, options subset based on
Subtopic . . No .
Service Bulletin) the selected topic
- . I . Dropdown list, options subset based on
Issue Ticket’s issue (E.g. Clarification, Discrepancy etc.. No ! .
Y ! issue (E-g meatl ! pancy ) the selected sub-topic
Query Description
QUERY DESCRIPTION Fay
Document ID Contacts * Ticket Status
[ Massimc J
Subject * Your Code Reference

( ) ( )

Description *

WSouwrce | ) @ @ | B B @ @ Qb = % m @ e 0OHE e[/

BJI US x x|« L|i= = iE|9 Wl =918 = M ZOMmM=E Q=E®
Slyles - | Format ~ | Font ~ | Size - A-B- % 2 ?

ATA Code ™

( Q
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Child Ticket

ATTACHMENTS
tw

be possible to add attachments only after the first save!

Field Name Description Mandatory Notes

Document ID IP number given by the system once the | Automatically assigned after clicking on
ticket has been created “Save as Draft”.

Contacts It is automatically filled with the user’s name | Yes Automatically Filled

Subject Write a subject for the ticket Yes Text field

Your code reference User can write a reference here No Text field

Description Write here the ticket’s brief description Yes Text field

ATA Code Select heli'copter’s ATA Code from the Yes Dropdown list. It is possible search typing
dropdown list a record.

Automatically filled when:

It is automatically filled with the ID e  When a Technical Publication Query

Parent Ticket Document of the ticket that has been | No is converted to a Technical Query.
converted. e  When a document linked to a ticket

is rejected.
Automatically filled when:

It is automatically filled with the ID e  When a Technical Publication Query

Child Ticket Document of the ticket that has been | No is converted to a Technical Query.
created from the original ticket. e  When a document linked to a ticket

is rejected.

Here it is possible to add attachments. .

Attachments Attachments can be added only after the | No ;Ir:;se files to be uploaded or drag and
first save.

Helicopter Identification
HELICOPTER IDENTIFICATION
H/C Model * H/C Serial Number or Tail Number Aircraft Tail Number 5/N Details

(

v) v) -

F/H Helicopter

On (Date)

| = CID

Please report time expressed in the
sexagesimal format (minutes in
sixtieths) in the corresponding decimal

format (minutes expressed in

hundredths) (ie. 45 min => 0.75 hours)

Field Name
H/C Model

Description

Select the helicopter model code

( J

Mandatory Notes

Yes

Dropdown list
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Field Name Description Mandatory Notes
H/FZ serial Number or Select the helicopter Serial Number or Tail Number No Dropdown list
Tail Number
Aircraft Tail Number - - Automatically filled
S/N Details It is possible to be filled id the Helicopter S/N is Dummy | No Text field
F/H Helicopter It is the total amount of helicopter’s flight hours No Automatically filled
gzthate) Itis the date when the flight hours have been registered | Yes Selection from calendar

. . The button unlocks the F/H

Add F/H Button to insert Flight Hours and date No Helicopter and FH date fields.

If Flight Hours has been updated in the ticket, it could be possible that after clicking on “Save as Draft” or
“Send to Leonardo” a warning message appears: it informs that the inserted Flight Hours are a % greater
or lower than the actual one. If they are correct, within the following 60 seconds, re-insert the same Flight
Hours value and date, click again on “Save as Draft” or “Send to Leonardo” and the system will
automatically save them.

Publication Data

PUBLICATION DATA

Technical Publication *
[ V]
ata Module Code *

( ) (

Field Name

Technical Publication

‘ Description
Select the name of the technical
publication object of the issue

‘ Mandatory

Yes, if Data Module Code is not
Fulfilled

Data Module Code

Yes, if Technical Publication
Code is not Fulfilled

Number identifying the revision

Affected Issue of the object of the ticket No N

Affected Revision Number |c.ient|fy|ng tche issue |\ ]
number object of the ticket

IETP Issue Date in which the IETP was No ]

Issued

Involved Users for This Query
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INVOLVED USERS FOR THIS QUERY P

It will be possible to add involved users only after the first savel

Field Name Description Mandatory Notes
Involved Users for Contacts to be informed through an email about the No To add new records, the ticket
this Query issue must be saved as draft first

After clicking on “New”, to create a ticket, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.
Be aware that only in draft it is possible to add new “Involved Users”.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

e ™
SEND TO LEONARDO \_ SAVE AS DRAFT /I

In the tab “Due Date & Involved Users” it is possible to add “Involved Users for This Query”. The action can
only be performed when the ticket is saved as draft and it is currently in draft status.

When saved as draft the option “Add” will appear in the “Involved Users for this Query” section. In the next
window the User can search profiles to be added, or select multiple ones from the list, and then click on
“Assign”. The currently selected records will be highlighted with a tick and will be visible in the Selected
Records Tab.
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INVOLVED USERS FOR THIS QUERY I

User TDA Accepted Date
First Name Last Name Name Email User Type TDA Accepted (UTC) Created On (UTC} -
There are no records to display.
® Search record
[ Search ‘ Q)l
L4 Full Name -

15dic_test3 avanade

~ l6dec I6dec
R 16dic_| avanade
R 16dic_test? avanade

l6dic_testd avanade

17dic_1 avanade

16DEC 16DECK 16DIC_1 AVANADEX 16DIC_TEST2 AVANADEX

It is possible for Leonardo operators to open tickets on behalf of the portal user. As far as the “ticket visibility
on portal” is set to “yes” (on CRM), the portal user will be able to see them in the ticket list.

Ticket Functionalities — Technical Publication Query
Each Technical Publication Query can be accessed by clicking the document ID present in the records of the
“Technical Publication Query” section of “My Communication”

Document 1D~ Subject - H/C Model ~ Part Number ~ Status - Creation = Closure =
SPACER B/N Q67-1/800 AWIE9 Request Creation 27032017

Tools WOW P/N 6F 3260G00331 e B/N

- s ) Regquest Creation [05.2
6F 32606 Aawies 3 27032017

96



'~ | EONARRDO

-y
-
» HELICOPTERS

The page shows all the fields already inserted during the creation phase, and new features and sections are
added when the ticket is published or saved as draft.

After the first “Save as draft” of the document, or after publishing it, the sections “Attachments” and the
“History Log” will be added, and the Document ID field will be automatically filled with a progressive

Identification Code.

In the section “History Log” after the ticket publication the customer can collaborate with Leonardo, by typing
instant messages and looking at message history, at the top of the section. The user can leverage the HTML
Editor toolbar to write the message. The History Log is fundamental especially when the ticket is in “Customer
Action” status, where Leonardo asks for additional information required to properly address the issue object
of the ticket. When the ticket is in “Customer Action” status, the interface features the “Send to Leonardo”
button that publishes the message that will be visible to Leonardo, and the “Save ad Draft” button, that saves
the message, without allowing Leonardo users to see it. Otherwise if the ticket is in another status that enables
the “History Log” tab, the only visible button will be “Send Message” that publishes the message, that can be

then seen also by Leonardo users.

HISTORY LOG

srovide some documents.
orovide further informations and details.

Customer Chat
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Please check the attached file to have further informations

body p

In the section “Documents” it is possible to upload files using the “Upload” button, indicating the file location

or through drag & drop.
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ATTACHMENTS
DOCUMENTS
Filename Created on Created by
Test2 Elicotteri.docx 02/10/23, 12558 %4004g1@extleonardocompany.com ° o
Risposta_Back to customerdoc 02/10/23, 12:57 X400481@extleonardocompany.com o 9
Test Elicotteri.docx 02/10/23. 12:57 X400481@extleonardocompany.com ° o

The documents management will be opened in another Tab with the same features of Preview, Download and
Deletion (allowed only to the owner of the attachment).
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Allowed types: bin,doc,docx.jpeg.mpd,mpp,pdf png.oet, potstxt,xs, xisx,zip

UPLOAD CLOSE

In each status, apart from Closure the portal user has the possibility of adding a comment on the history log
and attach documents.

Every time a ticket changes status and/or a comment is added to the history log an email is sent to all the
parties involved in the ticket resolution.

Ticket Flow — Technical Publication Query
Technical Queries follow a structured workflow that supports the procedure needed to solve the issue
experienced by Leonardo’s customer.

The Ticket Status allows users to understand in which step of the ticket management process a specific ticket
is, and which are the actions that can/must be performed. The workflow is described below, along with the
ticket Status correspondent to each phase:
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o Draft: the ticket is visible only to Leonardo Customer Portal users. In this status, it is possible to carry
out changes and add information before sending. In order to attach files to the ticket, it must at least
be created in draft. The procedures to add Involved Users and to insert Repair Instruction Query details
can only be performed when the ticket is in draft status.

o Request creation: a ticket that has just been sent to Leonardo operators. From this stage the field
“History Log” is available and can be used to collaborate with Leonardo.

o Rejected: if Leonardo operators cannot solve/answer to the issue or evaluate that the ticket does not
point out a proper issue, they can reject the ticket. If the Ticket is rejected, it cannot be edited
anymore, and the user must create a new one from scratch, adding additional information, to grant
its acceptability.

o Converted: Technical Publication Queries, after being submitted by the user, could be converted in
Technical Queries if Leonardo Operators evaluate that the issue of the ticket is not related to a
publication but rather to a technical problem that occurred.

o Acceptance: the ticket has been analysed and considered correctly created. Once accepted, Leonardo
is in charge of solving the issue experienced.

o Customer Action: in order to work on the ticket, some additional information should be provided by
the customer. Here the customer is supposed to provide the required information from the ticket page
in order to support Leonardo in managing the request properly. To facilitate the communication
between portal users and Leonardo operator an “History log” section is available accessing each ticket
and the button “Add Files” in the “Attachments” section can be used to upload any useful files.

o Scheduling: in this phase, Leonardo is evaluating and organizing the activities needed to work on
customer’s request. In the “Task” section that will be displayed now on, the user can look at all the
activities scheduled by Leonardo operators, and additional details regarding each task can be retrieved
by clicking on the arrow next to each task, if they are present.

TASK s

Subject ~ Priority Activity Status Recipient / Team Target

task di supportc Normal Completed CSMITALY (IT) O

The task contains the following details:
= TaskID
= Category (E.g. Reliability, Repair DIWG/Procedure, Troubleshooting...)
= Activity Status (E.g. Completed, In Progress etc...)
=  Subject of the task
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= Note describing task’s activities
= Closing Note, written upon completion, that describes the adopted solution and how
activities were carried out.

In the task page, the user can also download attachments in the related section, by clicking on file’s

name.
<= BACK
Task ID Category * Activity Status *
Completed
TASK/2020/525 General - Reliability
CARD
Subject *

task di supporto

Mote

7]
g?l
i

@
)
a
el

b2

Closing note

B source | A Q@ @ Q
2 a ?
Attachments
~MName ~ ~Modified On
Bivisualizzazione ricerca avanzata Proposal Permission View 20-03-2020 11-04-05. 01.04.2020 12:40

o Fulfilment: Leonardo’s employees are currently working on customer’s request to address it.
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o Closure: Leonardo considers the ticket resolved. A “Closing Note” written by a Leonardo operator is

available to communicate how the ticket has been managed and to specify the solution provided as
well as other relevant information. Customers can provide a feedback on how Leonardo managed the
request, changing the status from Closure to Completed Accepted or Completed Rejected clicking on
the related buttons situated at the bottom of the page, highlighting if the solution provided is
considered appropriate or not.

CLOSING NOTE s

8 Source G -] Q

€Al

( COMPLETED ACCEPTED )| COMPLETED REJECTED )

Complete Accepted: If the ticket is brought from Closure to “Completed Accepted”, the ticket is
considered resolved, and the Customer accepts the remediation enacted by Leonardo.

Complete Rejected: When a ticket is in Completed Rejected status, a new ticket connected to the one
rejected will be created (named Child Ticket) in fulfilment phase. The Child Ticket will be named as the
rejected one but will have a different document ID. All the ticket’s data inserted in the old ticket (called
Parent Ticket) will be transferred into the Child one. In the Query Description section of the Parent
ticket will be displayed the code of the correspondent Child ticket generated form it, and in the same
section of the Child ticket it is visible the ID of the Parent ticket.

2.3.6 Service — Technical Bulletin Application

This section will allow you to share information on the application of a Service Bulletin through subsequent

data:

= Helicopter
=  Flight Hours registered during a specific Service Bulletin Application
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=  Main Remarks associated to the Application phase.

It will be possible to search all documents created through the Search function.

In the preview, the ticket list contains information about each item, in order to help the user to have a quick

overview of each record.

Home ® My Commurications > Service - Technical Bulletin Application

Service - Technical Bulletin Application

more info

FILTERS WV (Scan?.

20D

- Service Total
Helicopter .y C . . Part Component
SN v Bulletin Model + Revision Number + SN+ Flight
D - Hours -

Last Flight
Hours
Date -

Document ID -

109-001 AWI39 K 12.00 30032020

Note/Description ~ Creation -

published from CRM 31.03.202¢

Below there is a brief description of the fields showed in this page:

Field Name ‘ Description

Document ID Unique identification code assigned to the ticket.

Helicopter S/N Identification Serial Number of the Helicopter

Service Bulletin ID Unique identification code assigned to the technical bulletin.

H/C Model Specific Model of the Helicopter (E.g. AW139, AW101...)
Revision Revision of the document, selected from the provided options.
Part Number Unique identification code of the component object the query.
Component S/N Serial Number of the component object of the query.

Total Flight Hours Total flight Hours recorded for the selected helicopter.

Last Flight Hours Date in which the last flight hours were registered.

Note/Description Brief description of the ticket.

Creation Date

by Leonardo Internal Users.

The date in which the ticket has been created. A ticket can both be created by Portal Users and

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > Service - Technical Bulletin Application

Service - Technical Bulletin Application

E—To

( Filter By Model V] { Filter By H/C serial number V] [ From: dd/MM/yyyy E] [ To: dd/MM/yyyy ﬁj

Helicopter i H/C Part Component 1083 Last Flight
Document ID  ~ 1cop! Bulletin Revision = P Flight Hours Note/Description ~ Creation =
S/N Model = MNumber + S/N *
D -+ Hours = Date =
PSE/SBAC/2020/1759 NCOOZ 109-001 AWIZD K 12,00 30032020 published from CRM IL0Z.2020

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:
o Helicopter Model (E.g. AW101, AW169...)
o H/C Serial Number (Serial number of the Helicopter)
o Starting/Ending date (based on the last modify date)
- Search: it is possible to search for a ticket by inserting some keywords or field values (e.g. Document
ID, Subject, H/C model, Part Number, Status).
- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.
- More info: by pressing this button, the page shows a brief description of the section, and clicking on

“Section Guide” it is possible to open the Portal Manual Section dedicated to Technical Bulletin
Application tickets.

Home > My Commurnications > Service - Technical Bulletin Application

Service - Technical Bulletin Application

This section will allow you to share information on application of a Service Bulletin through subsequent data:
- Helicopter

- Flight Hours registered during a specific Service Bulletin Application
- Main Remarks associated to the Application phase

In addition it will be possible to search all docurments created through the Search function.

[0 section guide

New ticket creation — Technical Bulletin Application

To create a new Technical Bulletin Application, the user must click on the “New” button in the “Technical
Bulletin Application” section of “My Communications”
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Home » My Commurnications > Service - Technical Bulletin Application

Service - Technical Bulletin Application s

FILTERS WV (St‘al’c"\ O.j @@

Service

, Total Last Flight
Document ID ~ Helicopter Bulletin H/C Revision =~ Part Companent Flight Hours Note/Description ~ Creation ~
S/N v Model - Mumber ~ S/IN -
o - Hours ~ Date ~
PSE/SBAC/2020/1759 109-001 AWIZ9 K 12,00 30.03.2020 publshed from CRM 3.03.2020

The system will then show a page containing all the information that can be added during the creation phase.

Below there is a list of all the section featured by the Technical Bulletin Application creation page, with the
description of all the fields available:

General
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Home > My Communications > Service - Technical B, > Service - Technical Bulletin Application

Service - Technical Bulletin Application

<- BACK
GENERAL W
General
Document ID * Contact *
PSE/SBAC/20201765 [ Massim
Helicotper Component Total Flight Created On
S/N Service Bulletin 1D Revision Part Number S/N Hours Last Flight Hours Date MNote/Description {UTC) »

There are no records to display.

SEND TO LEONARDO SAVE AS DRAFT

Field Name Description Mandatory ‘

Document ID tLiJ:Il::le Identification Code related to the ) Automatically filled

Automatically filled. When clicking on new the
ticket will be set in draft status.

Contact Contact of the user who created the ticket. | - Automatically filled

Details Field describing ticket’s type - Automatically filled

Status Reason | Ticket’s current status. -

To add additional data regarding bulletin application (Helicopter data, component and revision data) the user
must click on the “Add” button of the “General” section during tickets creation.
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Bulletin Application

Home > My Communications > Service- Technical B, > Bullettin Application

Bullettin Application

<- BACK

Helicotper /M *

Part Number

(

v (

Helicopter Line

Component 5/N

(

v (

Helicopter Model

(

Mote/Description
v

Service Bulletin ID *

Revision *

(

al

Total Flight Howrs *

Last Flight Hours Date *

Please report time expressed in the sexagesimal format (minutes in sictieths) in the

(

comesponding decimal format (minutes expressed in hundredths) (ie. 45 min => 075

hours)

Field Name Description Mandatory
. Unique Serial Number of the Selection from a list of the Serial Numbers
Helicopter S/N . Yes .
helicopter. correspondent to helicopters owned.
. . . To insert a Part Number th er can click on th
Code that identifies the part object insert a Fart Mumber the user ca . click on The
Part Number . No lens and then add records by selecting from the
of the ticket. . . .
part number list or by using the search function.
. . Helicopter Line correspondent to The field will be automatically filled when a
Helicopter Line . No . . .
the selected Helicopter helicopter serial number is selected.
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Field Name ‘ Description ‘ Mandatory ‘ Notes
Component /N Ser.lal Number of the component No Text field
object of the query
Helicopter Model Helicopter Model of the selected No The field will be automatically filled when a

Helicopter helicopter serial number is selected.
Description of the issue that caused
the generation of the ticket

Note/Description Yes Text field

To insert a Bulletin ID the user can click on the lens
Yes and then add records by selecting from the bulletin
list or by using the search function.

Unique identification code of the

Service Bulletin ID bulletin object of the ticket

Code identifying the revision of the

Revision
document

Yes Drop-down list

. Must be registered in sexagesimal format
Amount of the total flight hours & &

Total Flight Hours registered for the helicopter Yes (additional information regarding the notation to
g P be used can be found when filling the field)
Last Flight Hours Last flight date Yes Selection from calendar

Below there is a screen of the window that will be opened when adding a new Part Number. The user can
search a Part Number trough the search record function, by Description or PN Code. Selected records to be
added are marked with a tick.

(o B

L Product ID ~ Description

00010347-01 CABLE ASSY FWD FOR NOSE SKI

00010347-02 CABL W AFT FOR NOSE SK)

03053310160 CARL W SK 16
030752-34-25
0520-3408
109-0301-25-109
109-0325-69-1M

109-N330- 431059

A similar window will be used to add the information regarding the Service Bulletin ID. The user can search a
Bulletin trough the search record function. Selected records to be added are marked with a tick.
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x Search record
[ Search | Q)
ol Mame - Created On
13122019 0006
12122019 0218
109-001 12122019 00:50
109-001 12122019 00:5]
109-002 12122019 00:50
109-002 1012020 1754
105-003 1212 2019 0050
109-003% 1212 201019 O0rA9 M

o 2 3 4 5 6 7 a . 77
@ CANCEL

After clicking on “New”, to create a ticket, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

s B
SEND TO LEONARDO \_ SAVE AS DRAFT /I

Ticket Flow — Technical Bulletin Application
Technical Bulletin Application, unlike other tickets do not follow a workflow. Because of that, they can only be
in:

Draft: The ticket creation is still in progress and Leonardo cannot see it on the Portal.

Published: The ticket is now visible by Leonardo. The ticket information can no longer be updated, the only
action the user can perform, is to remove one of the inserted records in the window accessible selecting an
helicopter S/N.
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Home > My Communications > Service - Technical Bulletin Application

Service - Technical Bulletin Application

(== IOCD

Heli ter Service H/C Part Component Total Last Flight
Document ID  + elicopte Bulletin Revision * a omponen Flight Hours Note/Description = Creation =+
S/N - Model - Number - S/N -
D - Hours = Date -

PSE/SBAC/207

| NCOO! | 109001

2,00

120 publishad from ClRiM

It is possible to delete a record (only if the SBAC is in Draft status) by clicking on the arrow next to each item
of the list and the remove.

Helicotper Component  Total Flight Created On
SN Service Bulletin D Revision Part Number  S/N Hours Last Flight Hours Date Mote/Description T -
NCO( 109001 N CABLE ASSY 3455 123,00 30.03.2020 test 01042020 O
[ [0 1]

MOSE SKI ~
NCO( 109003 N 20.00 09.03.2020 Jescnplion | (‘:)
NCOK 109-063 F 10,00 06032020 @
NCOC 109-002 P 1

00 05032020 test 17.03.2020 @
o

2.3.7 Service Plan Monthly Report
This section allows to submit and visualize the Service Plan Monthly Reports related to the logged user.

The main page of the “Service Plan Monthly Report” section consists of a list of the reports that can be
modified or viewed by the user.
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In the preview, the ticket list contains information about each item, in order to help the user to have a quick
overview of each record.

Home * My Communications > Service Plan Monthly Report

Service Plan Monthly Report

more info

FILTERS V [ Search QJ @@

Document I = Status - Creation -
OM/SPMR/2020/26 8 Publizhed 12.032020
OM/SPMR/2020/260 g Draft 12.03.2020

Below there is a brief description of the fields showed in this page:

Field Name Description

Document ID Unique identification code assigned to the ticket.

Service Plan Monthly reports do not follow a specific ticket flow. Therefore, the possible status in this field can
only be “Draft” or “Published”

The date in which the ticket has been created. A ticket can both be created by Portal Users and by Leonardo
Internal Users.

Status

Creation Date

By clicking on each header, the list can be ordered by the selected field, in ascending or descending order.

At the top of the page, there are additional functionalities useful to find and manage existing tickets.
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Home > My Communications > Service Plan Monthly Report

Service Plan Monthly Report [
= J0em
[ Filter By Status V] [ From: dd/MM/yyyy = ] [ To: dd/MM/yyyy £ ]
Document ID - Status - Creation =
OM/SPMIY/ 2020/ 26 @ rublished 19.03.2020
OM/SPMI/2020/260 g Drait 19.03.2020

- Filters: Clicking on the filters button the user can apply additional filtering criteria by:
o Ticket Status
o Starting/Ending date (based on the last modify date)
- Search: it is possible to search for a ticket by inserting some keywords or field values (e.g. Document
ID, Subject, H/C model, Part Number, Status).
- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.
- More info: by pressing this button, the page shows a brief description of the section, and clicking on
“Section Guide” it is possible to open the Portal Manual Section dedicated to Service Plan Monthly
Report tickets.

Home > My Communications > Service Plan Monthly Report

Service Plan Monthly Report

Submit and visualize your Service Plan Monthly Report, to share with Leonardo information critical for invoicing.

[0 section guide

New ticket creation — Service Plan Monthly Report

To create a new Service Plan Monthly Report, the user must click on the “New” button in the “Service Plan
Monthly Report” section of “My Communications”
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Home > My Communications > Service Plan Monthly Report

Service Plan Monthly Report

FILTERS W/

Document ID ~

OM/SPMR/Z020/26

OM/SPMR/2020/260

[ Search
Status -
B Published
g Draft

more info
Creation -
19.032020
12.032020

The system will then show a page containing all the information that can be added during the creation phase.

Below there is a list of all the section featured by the Service Plan Monthly Report creation page, with the

description of all the fields available:
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GENERAL

General

Document ID *

OM/SPMRE/2020/282

Contact *

HELICOPTERS

Status Reason

Draft

[ Massimc

CONTACT DETAILS

Customer Description *

AlR

Customer ID

0050000191

Report Information

Total
Helicopter Amount of
Service Flight Time Landings Helicopter
Plan Reporting (During (During Total Flight SAP Invoice
Helicopter Helicopter Contract PO Period Reporting Reporting Reporting Time (Since Invoice  Document Pdf Negotiation
S/N Model N° Number  (Month) Period (Year) Period) - Period) Delivery) Number Id Exists  Pdf Exists
4 )
There are no records to display.
Field Name Description ‘ Mandatory Notes
Unique Identification Code related to the . .
Document ID . 9 Yes Automatically filled
ticket.
Automatically filled. When clicking on
Status Reason Ticket’s current status. - . . .
new the ticket will be set in draft status.
Contact Contact of the user who created the ticket. Yes Automatically filled
Customer Description | Client’s company name Yes -
Customer ID Identification Code assigned to the customer | - -

Report Information
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By clicking on “New” in the ticket creation window, it is possible to add new records to the “Report
Information” section. A pop-up page will be displayed allowing the user to add detailed information:

Crast
x Lregie

H/C IDENTIFICATION
Helicopter 5/N * Helicopter Model *

[ v v)

[ v)

SERVICE PLAN IDENTIFICATION
Service Plan Contract N* PO Number

[ )

Invoice Number

SAP Document Id

The reporting section displayed can have two layouts, the main difference is the presence of the fields
“Helicopter Flight Time Below” and “Helicopter Flight Time Above”. Additional details can be found in the
table below.

REPORTING
Reporting Period (Year) * Reporting Period {Manth) *
Helicopter Total Flight Time (Since Delivery) * Helicopter Flight Time (During Reporting Pericd) *

[ ) ( )

Total Amount of Landings (During Reparting Period)

Optional Kit
& Mo Si
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Reporting Period (Year) *
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Reporting Period (Manth) *

[

v

Helicopter Total Flight Time (Since Delivery) *

Helicopter Flight Time (During Reporting Period) *

[

) (

Helicopter Flight Time Below

. Helicopter Flight Time Abave *

[

) (

Total Amount of Landings {During Reporting Period)

[

)

Optional Kit
& Mo Si

Field Name Description Mandatory Notes
. Unique Serial Number of the Selection from a list of the Serial Numbers
Helicopter S/N . Yes .
helicopter. correspondent to helicopters owned.
. Helicopter Model correspondent to The field will be automatically filled when
Helicopter Model . Yes . . .
the selected Helicopter a helicopter serial number is selected.
. . Helicopter Line correspondent to the The field will be automatically filled when
Helicopter Line . No . . .
selected Helicopter a helicopter serial number is selected
Service Plan Contract N° Un|q.ue \dentification Code of the No Automatically filled
Service Plan contract
PO Number Code of the Purchase Order related to No Text Field
the record.
. . Automatically filled after Leonardo has
Invoice Number Invoice number No .
addressed the ticket
SAP Document ID Identification code used in SAP No Automatically ﬂ.IIEd after Leonardo has
addressed the ticket
Reporting Period (Year) Year covered by the report Yes Selection from drop-down list
Reporting Period (Month) | Month covered by the report Yes Selection from drop-down list
A f flight h i
Helicopter Total Flight .mour.1t ° '.g thours rgg|stered .
. . . since first helicopter delivery to the Yes Text Field
Time (Since Delivery) .
client
For some helicopter contracts, this field is
locked, and the user must fill two
additional fields called Helicopter Flight
Helicopter Flight Time Amount of flight hours registered Yes Time Below and Helicopter Flight Time

(During Reporting Period)

during the reporting period specified

Above. In this case, the field is locked but
will be automatically calculated as the sum
of Helicopter Flight Time Below and
Helicopter Flight Time Above
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Field Name Description Mandatory Notes

This field will be displayed only in special
Helicopter Flight Time The Helicopter Flight Ours below a f:ontracts. that require this aqdltlonal .

. - Yes information. The sum of Helicopter Flight

Below defined height threshold . .

Time Above and Below is used to calculate

total flight time

This field will be displayed only in special
Helicopter Flight Time The Helicopter Flight Ours above a Yes ;:r:)fr;trﬁ;si(::a:'r:zqstl:: ;?ﬁ:l?:jc:n:;a;“ ht
Above defined height threshold ’ P &

Time Above and Below is used to calculate
total flight time

Total Amount of Landings Number of landings performed by the

(During Reporting Period) helic.o.pter during the reporting period | No Text Field
specified
Indi hether the aircraf
Optional Kit ndicates whether the aircraft Yes Radio button selection

features an optional kit or not

If the optional kit field is set on yes, it
Optional Kit # is possible to add a maximum of 5 No Text Field
kits, with related descriptions

If the optional kit field is set on yes, it
Optional Kit # Description | is possible to add a maximum of 5 No Text Field
kits, with related descriptions

After clicking on “New”, to create a ticket, the user has two possibilities:

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users have the
possibility of carrying out changes and adding further information. It is not compulsory to fill all the
mandatory fields to save a ticket in draft. When in Draft, a ticket is not visible by Leonardo operators.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from a Draft.
The ticket is sent to Leonardo and Leonardo operators will start to manage it.

7 ™
SEND To LEONARDO Q.

Ticket Flow — Service Plan Monthly Report
Service Plan Monthly Reports unlike other tikets do not follow a specific ticket workflow. Because of that, they
can only be in:

Draft: The ticket creation is still in progress and Leonardo cannot see it on the Portal.

Published: The ticket is now visible by Leonardo. The ticket information can no longer be updated, the only
action the user can perform, is to remove one of the inserted records in the window accessible selecting a
Document ID.
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Home > My Communications > Service Plan Monthly Report

Service Plan Monthly Report

more info

FILTERS v [ Search Q] @@

Document ID ~ Status - Creation -

B Published 19.032020

OM/SPMR/2020/260 g Draft 19.032020

In ticket’s page it is possible to delete a record by clicking on remove pressing the arrow next to each record,
or look at additional informations or attachemnts by clicking edit.

Report Information

Total
Helicopter Amount of
Flight Time Landings Helicopter
Reporting Reporting (During (During Total Flight SAP Invaice
Helicopter Helicopter Service Plan PO Period Period Reporting Reporting Time (Since  Invoice Document  Pdf Megotiation
S/N Model Contract N°  Number  ([Month) (Vear) Period) Period) Delivery) Number Id Exists  Pdf Exists
NCOO! AWIES OZ00C February 2020 3324 120 O

m
5

The service plan monthly report has an additional feature that allows the portal to automatically retrieve
information from the SAP® system. Once the invoice is billed, the portal recovers information regarding Invoice
Number and Sap Document ID as well as PDF files containing invoice and negotiation documents. The fields
“Invoice PDF Exists” and “Negotiation PDF Exists” report to the user whether the pertinent PDF documentation
is present or not.
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CONTACT DETAILS

Customer Description *

Customer ID

Report information

Total

Mellcopter  Amount  Melicopter
Flight of Total
Time Landings  Flight
Reporting  Reporting 3 Invoice
Helicopter  Helicopter  Service Plan PO Period Period Invoice SAP Document Pt Negotiation
SIN Madet Contract N Number  (Month)  (Year) Number ] Exists Pl Exists
O 100,800 ve " (v)

By pressing edit and accessing each record, the user can download Invoice and Negotiation PDF files by
clicking on file name, and navigate through them using page numbers.

Attachment

| K 0210515186.pdf (3715 KB)

9 _
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2.4 My Fleet
Display the list of helicopters managed, having information retrieved directly from Leonardo Helicopters
databases. Here you can update helicopter flight hours and helicopter availability. Monitoring your entries.

-::E- Leonardo Customer Portal

News ¥  What's New My Communications ¥ My Fleet My Publication ¥ Store Heliwise Account & Settings ¥ Help v Q

..,Qﬂv#: = NCOC w139 o
= Ncoc

_‘g:;f_,' - NCOO e NS
-@;#: s NCOO AWISS o

- L
d‘_:l\ NCOC AW ROBS
et
Showing 110 10 of 10 entries < >

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

Home > My Fleet

My Fleet

Display the list of helicopters managed, having information retrieved directly from Leonardo Helicopters databases. Here you
can update helicopter flight hours and helicopter availability. Monitoring your entries.

[ section guide

When the user enters this section a list of all the Helicopters owned by user’s company is displayed, with the
indication of basic details regarding each aircraft, in order to easily distinguish them and retrieve fundamental
information.
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H/C Serial Number ~ H/C Model ~ Reg. Marks or Tail Number = Contract -

NCOC ABAI2 I-AGUI

Field Name ‘ Description

H/C Serial Number Unique Serial Number of the helicopter.
H/C Model Helicopter Model of the Helicopter
Reg. Marks or Tail Number Registration Mark or Tail Number related to the Helicopter
Contract Active contract for the Helicopter. Visible only to master users.

It is possible for the portal user to search a Helicopter according to the S/N, the Model, the registration tail
number and the contract. Only Master users can see the information related to the contract associated to the
Helicopter. To access Helicopter’s information, the user must click on the S/N. Here below the Helicopter
Details page.

eonardo Customer Portal

What's Mew My Communications ¥ My Fleet My Publication ¥ Store  HeliWise

Homa > MyFiest > My Fleet

< BACK
UPDATE FLIGHT HOURS
e
Mo AwW39 Role
SN NCOL Registration Type
Opsrator Tyne Status * Active
Operated Since - Country of Operation

Defivery Date

Warranity Expirirg Date

The next table contains additional details regarding the information accessible in each Helicopter page in My
Fleet:
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Field Name Description

Model Helicopter Model (E.g. AW139)

Role Identifies the role in which the Helicopter is used (E.g. EMS — Emergency Medical Services)

Registration Type Identifies the type of destination of use for which the Helicopter is registered (E.g. Civil, Military
etc...)

Status Reports the current status of the Helicopter (E.g. Active, Inactive etc...)

S/N Serial Number associated to the Helicopter
Indicated the typology of operator that utilizes the Helicopter

Operator Type (E.g. Civil, Military etc...)

Operated Since The first date in which the Helicopter started being operative

Country of Operation The state in which the helicopter currently operates

Delivery Date Date in which the Helicopter was delivered to the customer

Warranty Expiring Date The Expiring Date of the warranty contract that covers the aircraft

Flight Hours Flight hours of the Helicopter, that can be updated through the dedicated function.

FH Last Update The last date in which the Flight hours were updated

The portal user can update the FH by clicking on the red top right button “Update Flight Hours”.

UPDATE FLIGHT HOURS

The portal will then show a pop-up window that the user can leverage in order to insert flight hours and the
last update date. The page features additional details regarding the notation to be adopted when indicating
the flight hours.

Please report time expressed in the sexagesimal format (minutes in sixtieths) in the corresponding decimal
format (minutes expressed in hundredths) (Le- 45 min => 0.75 hours)

ght Hours

FH Last Update

( &)
<D

It could be possible that after clicking on ”Submit” a warning message appears: it informs that the inserted
Flight Hours are a % greater or lower than the actual one. If they are correct, within the following 60
seconds, re-insert the same Flight Hours value and date, click again on “Submit” and the system will
automatically save them.
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The helicopter information page also features a section called “Update availability” containing detailed data
regarding Helicopter availability.

Update Availability

[Search | Q:I) UPDATE AVAILABILITY

Years Week N. Days Up Total Dispatch (%) Operational (%) Created On

2019 54 1/18/2019 11:54 PM
N/19/2019 1210 PM
2018 52 500 n.43 .43 12/3/201910:04 PM

2016 52 500 /857 1435 12/4/2019 1121 AM

The section shows:

- The reference Year and Week number of each record

- Days up Total during the reference week

- Dispatch % and Operational % automatically calculated using user’s input regarding Days Up and Days
Down due to scheduled maintenance

- Creation date of each record

The user can add new weekly records pressing the “Update Availability” button.

The portal will then display a pop-up window in which the user must insert data regarding the reference
period, days up and days down.
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GENERAL

Years *

Wesk M. *

( v) ( v

Ending On

B) ( &)

(0 Monday is used as the first day of the week

toi J 150 8601

DAYS UP

Days Up Total *

(

DAYS DOWN

Days Down Due to Other Reason

Days Down Due to Scheduled Maintenance

( )

( )

Days Down to Logistic Spares

Days Down Due to Unscheduled Maintenance

( )

( )

Downtime Reason

(

OTHER INFORMATION

TSMN

Landings

( )

( )

AVAILABILITY (%)

Dispatch (%)

Operational (%)

[ 8571 ]

[ .43 ]

SUBMIT

Here is a brief description of each field of the window:
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Field Name Description Mandatory Note
Years Reference year of the record Yes Selectlgn through drop
down list
Number that identifies the reference week of the selected Selection through drop
Week N. Yes .
year down list
Automatically filled based
. . on the Year and Week N.
Starting On Starting day of the selected week No selected. Monday is used as
first day of the week.
Automatically filled based
on the Year and Week N.
Endi Endi f the sel k N
nding On nding day of the selected wee o selected. Monday is used as
first day of the week.
Days Up Total Number of flight days during the reference week Yes Number between 0 and 7
Days Down Due to Day Down during the reference week, due to a reason thatis | Yes, if there Number between 0 and 7
Other Reason not part of the standard reasons featured in the page are days down
Days Down Due to Day Down during the reference week, due to a scheduled | Yes, if there
) . Number between 0 and 7
Scheduled Maintenance | maintenance are days down
Days Down to Logistic Day Down during the reference week, due to a reason thatis | Yes, if there
. Number between 0 and 7
Spares not part of the standard reasons featured in the page are days down
Days Down Due to Yes, if there

Unscheduled
Maintenance

Day Down during the reference week, due to a reason that is
not part of the standard reasons featured in the page

are days down

Number between 0 and 7

Yes, if there
are days down

Downtime Reason Brief description of the reason that caused a downtime Text Field
due to other
reason
TSN - No Text Field
Landings Number of landings performed during the reference period No Text Field
Percentage of dispatch time, calculated as: Automatically Filled. It is
Dispatch (%) Days Up + Days Down Due to Scheduled Maintenance | No updated when the total sum
of the days up and the days
TOT Weekdays .
down is equal to 7
Percentage of operational time, calculated as: Automatically Filled. It is
hen th I
operatal 4 bwsty o | et
TOT Weekdays ys up y

down is equal to 7

To submit the new record, the sum of the days up and days down must be equal to 7. In this way it is possible
to avoid typos and errors when adding the new record, since a classification must be identified for each day

of the period.
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2.5 LogBook
This section has been developed to download the Aircraft logbook in electronic version and to share the data
exchange for an easy digital tracking of the whole helicopter life.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

2.5.1 Logbook As Delivered

The digital logbook as delivered available on electronic format allows users to download it and track the
helicopter configuration from delivery/acceptance phase.

e Search: it is possible to search the logbook as delivered choosing the H/C Model or Serial Number, to
view the Log Book in cvs.p7m format and the attachments.

e Download: clicking on the XLS icon, it is possible to download the logbook serialized

7
-:\5 Leonardo Customer Portal

News ¥ What's New My Communications ¥ My Fleet LogBooks ¥ My Publications ¥ My Software Store Account & Settings ¥ Help ¥ Reporting v Q

As Delivered

As Maintained

Home > Digital LogBooks

Digital LogBooks

Search: Q @

H/C Model ~ Serial Number ~ Signed Date ~ LogBook Attachments ~ Count ~ Status ~

00419 @

Showing 1to 1of 1 entries Previous n Next

£ open
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Here below you can find an

examples of: DLB P7M

i& LEONARDO

AgustaWestiand Products

139

HELICOPTER
LOG BOOK

Equipment List (EQL)

aircraft_model aircraft_SN chapter logcard part_number  description manufacturer mfg_part_number serial_number notes
AW139 18 FALSE 3G1830V00252 AVCS CONTROL PANEL SIRIO PANEL S.P.A. 520190392

AW139 18 FALSE 3G1830V00451 AVCS CIRCULAR FORCE GENERATOR LEONARDO S.p.A. NVX-2131-1 LK1473

AW139 64 TRUE 3G6430A02531 SLIDING CONTROL ASSY LEONARDO S.p.A. AW1130

Life Limits Parts (LLP)

aircraft_model aircraft SN ata_chapter logcard  part_number  serial_number description part_of position mfg date installation_date life_limit label_date assy_total time ac_total_time
AW139 21 FALSE 11337391 520MM POLY V BELT 3G2150V10151 01/06/2020 01/12/2020 3000.0 FH/2.0 YEARS I/D 00:00 00:00
AW139 24 TRUE 11525462 1152546-03323 DC GENERATOR 01/06/2018 01/01/2021 1000.0 FH OVHL 00:00 00:00
AW139 25 TRUE 362550101931 FORWARD NET 01/03/2020 01/03/2021 10.0 YEARS M/D 00:00 00:00
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CHART A

AW169 — CHART A EQUIPMENT LIST

RECORD OF CHECKING
(DATE AND SIGNATURE)

For All page of "Chart A"
V =Means installed on the helicopter
0 =Means NOT installed on the helicopter

MODEL: AW169 REGISTRATION MARKS s/N
r4
=}
LONGITUDINAL | LATERAL |LONGITUDINAL | LATERAL |2 % » | 2| 5 | 2| 5 | &
INSTALLATION WEIGHT de|Z|s|8ls8|2
/N ITEM DESCRIPTION el ARM ARM MOMENT |MOMENT|2 31 8| 5| 5|5 |55 NOTE
w = o w o (&) o (%]
[mm] [mm] [kgmm] lkgmml 1o S5 E |5 |e|T |0
glc|s|<|E|<|E
YlElolEfo SO
6FO000F00211 KIT MTOW INCREASE 0,000 0,0 0,0 0,0 0,0 For reference ONLY.
6FO000F00511 KIT ENHANCED PERFORMANCE PACKAGE 2,291 10268,9 267,6 23526,0 613,1

2.5.2 Logbook As Maintained
In this section, the user can provide their maintenance records and technical documentation with
Leonardo. This is important in order to share with Leonardo a lot of information about the helicopter
configuration (i.e. Helicopter flights hours, parts hours, parts, serialized parts, service bulletins, etc.).

In order to have the data records updated, we suggest that the customer fill out the DLB as
maintained and send it to Leonardo Helicopters at least once a month.

Aircraft data are analyzed and evaluated so to elaborate the aircraft configuration (list of installed
parts and life limit parts) as per the information as received and available into Leonardo system.

[
:\é Leonardo Customer Portal

News ¥ What's New My Communications ¥ My Fleet LogBooks ¥ My Publications ¥ My Software Store Account & Settings ¥ Help ¥ Reporting v Q

As Delivered

As Maintained

In the preview, the ticket list contains information about each item, in order to help the user to
have a quick overview of each record.
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Home > Logbook As Maintained - List

HELICOPTERS

Logbook As Maintained - List

[AI 1

V] [ Sent To Leonardo V]

e @ D D

Document ID -

DLB/2022/6

DLB/2022/%

Contact - H/C Serial Number - H/C Model - StatusCode -

MNCO0AWIES AWIED Closed

MNCOO0AWIES AWIED Closed

Below there is a brief description of the fields showed in this page:

Field Name Description

Document ID Unique identification code assigned to the ticket.

Contact Customer Contact Name

H/C Serial Number Unique identification code of the Helicopter.

H/C Model Specific Model of the Helicopter (E.g. AW139,AW189, A169...)
Status Code Current status of the ticket

At the top of the page, it is possible to find and manage existing tickets.

Home > Logbook As Maintained - List

Logbook As Maintained - List

[L ast Week

V] [ Sent To Leonardo Vj

Document ID ~

- ) D

Contact ~ H/C Serial Number ~ H/C Model ~ StatusCode ~

- Search: it is possible to search for a ticket by typing some keywords or field values

(e.g. Document ID, Contact, H/C Serial Number, H/C Model, StatusCode)
- Download: clicking on the XLS icon, it is possible to download the tickets list in excel format.
- More info: by pressing this button, the page shows a brief description of the section,

and clicking on “Section Guide” it is possible to open the Portal Manual Section

dedicated to Logbook tickets.
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Download Templates — Logbook As Maintained

In this section, it is possible to download the templates files Life Limits Parts list, EqQuipment List
and CHART “A” (includes kits and service bulletin applied on the helicopter).

Home > Logbook Mantained - List

Logbook Mantained - List

(I asl Week V] [ Sent To Leonardo V]

Sea'm:[ Q] @ NEW  DOWNLOAD TEMPLATES

Document ID ~ Contact ~ H/C Serial Number ~ H/C Model ~ StatusCode ~

o The Life Limits Parts contains, as a minimum, the following information:
Aircraft model, Aircraft Serial Number, ATA chapter, Log Card False/True, Part
Number, Serial Number, Description, Part of, Position, Manufacturing date,
Installation Date, Life Limit, Label Date, Assy total time and Aircraft total time.

o The Equipment List contains, as a minimum, the following information:
Aircraft model, Aircraft Serial Number, ATA chapter, Log Card False/True, Part
Number, PN Description, Manufacturer, Manufacturing PN, Serial Number and
notes.

o The Chart A contains, as a minimum, the following information:
Aircraft model, Aircraft Serial Number, Installation PN, Description, Weight,
Longitudinal Arm, Lateral Arm, Longitudinal Moment, Lateral Moment, Delivery
Configuration and Note.
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New ticket creation — Logbook As Maintained

V2 | EONARDO

To create a new ticket, the user must click on the “New” button in the “Logbook As Maintained”

section of “Logbooks”.

Home > Logbook Mantained - List

Logbook Mantained - List

(L ast Week VJ [ Sent To Leonardo VJ

Document ID ~

General

Document ID

H/C Serial Number *

Contact ~

Search: (

QJ 9 NEW DOWNLOAD TEMPLATES

H/C Serial Number ~

Contact *

H/C Model ~ StatusCode ~

Status Reason

H/C Model

(

v (

v)

“Chart A" File Date *

“Life Limit Parts” File Date *

"Equipment List™ File Date *

[ MDY

=] ] | M/DAYYYY

=] ] |: M/D/YYYY ] ]

Note
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Below there is a brief description of the fields showed in this page:

Field Name Description ‘ Mandatory ‘ Notes
ID number given by the system once the ticket has Automatically assigned after
Document ID - L u ”
been created clicking on “Save as Draft”.
It i t tically filled with Cust Contact| . .
Contact 5 automatically Tifled wi ustomer tontact yog Automatically Filled
name
Allows users to understand
Status Reason Current status of the ticket No the process of a specific
ticket.
H/C Serial Number Unique identification code of the Helicopter. Yes Dropdown list. It is possible
to search typing a record
H/C Model Specific Model of the Helicopter (E.g. AW139, No Dropdown I|§t. It is possible
AW189,AW169...) to search typing a record
Chart “A” File Date It is the date when the file has been registered Yes Selection date from calendar
Life Limit Parts File Date It is the date when the file has been registered Yes Selection date from calendar
Equipment List File Date It is the date when the file has been registered Yes Selection date from calendar
Notes Additional notes regarding the file No Text field

Once the ticket has been created, it is possible to save it as a draft.

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users
have the possibility of carrying out changes and adding further information. It is not
compulsory to fill all the mandatory fields to save a ticket in draft. When in Draft, a ticket is
not visible by Leonardo operators.

131




2 LEONARDO

HELICOPTERS

Upload file — Logbook As Maintained

wwumetld $ 000 rontsct

Dt

C Serial Nu C Model *
[ MO0 R ] [ AWIED W ]

“Life Limit Parts™ File Data * “Equiprmant List” File Date *

| &r28/2022 = ] | &r26/2022 E] | &/26/2022 5]

Attachments
SAVE AS DRAFT SEND TO LEONARDO @

o Save as Draft: in this case the record will be saved but not sent to Leonardo. Customer users
have the possibility of carrying out changes and adding further information. It is not
compulsory to fill all the mandatory fields to save a ticket in draft. When in Draft, a ticket is
not visible by Leonardo operators.

o Send to Leonardo: users can click here when creating a ticket from scratch or starting from
a Draft. The ticket is sent to Leonardo and Leonardo operators will start to manage it.

o Delete: it is possible to delete a record only if the is in Draft status.

In order to proceed sending the ticket to Leonardo it is necessary to attach at least one file.
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2.6 My Publication
This section stores all the documents that can be searched, viewed and downloaded through the portal,

depending on customer’s fleet composition, helicopter models owned and active subscriptions.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section

guide” link.

Home > My Publication > Publication Library

Publication Library

The technical documentation available on electronic format to consult in real time and/or to download. Technical publications

and services are available depending on the active subscription for each helicopter model.

It is possible to search a publication by keyword or to filter by helicopter models owned by the client.

Home > MyPublication > Publication Library

Publication Library

RECENTLY UPDATED

Q SR @ &y AWIEI COMPATIBILITY

SEARCH A PUBLICATION

BROWSE BY PUBLICATION TYPE

p y
Filter by mode vj

COMPATIBILITY REFERENCE HANDBOOKS
FAVOURITE

FLIGHT CREW DATA
<

The user can also perform an advanced search through the Advanced Search tool, by clicking on the “Advanced
search” option situated at the top of the page. This feature provides the possibility of:

Filtering publications by helicopter models owned by the client (E.g. AW139, AB412, ...)

Filtering publications by publication type (E.g. Quick Reference Handbook, AMPI MPM manuals, ...)

- Filtering Publications by publication date

Choosing if the “Keyword Search” field must find matches looking only at its data (ID Code, Title) or if
it has also to seek matches also inside document’s text. The default setting for the page is “Don’t
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search inside document text”. The user can change the selection picking an option from the drop-
down list.

SEARCH A PUBLICATION

[ Search by keyword Q ] Advanced Sesrch @

[ All Pubhcation Type V] [ All Model V]
[ From: dd/MMfyyyy E] [ To: dd/MM Sryyy E]
[ Don't search inside document text ‘l']

In the left side of the page there is the list of the type of publications. By clicking on each item of the list, the
user will be redirected to the page containing only the specified type of document. The user can press the
information icon next to each ticket category to retrieve additional information.
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SEARCH A PUBLICATION RECENTLY UPDATED

[ Search by keyword QJ Advancad Search @

BROWSE BY PUBLICATIOMN TYPE

FAVOURITE

[ Filter by Model V]

o CPINCIDENT REPORT

AMPI/MPM MANUALS ©  AWIESI18004

o AWIZ-7-084

< ABIZ2-05-001
COMPATIBILITY REFERENCE HANDBOOKS

FLIGHT CREW DATA

IETP

INFORMATION LETTERS

MASTER MINIMUM EGUIPMENT LIST

GQUICK REFERENCE HANDBOOK

ROTORCRAFT FLIGHT MANUALS

SERVICE BULLETINS

If some subscriptions are expiring within six months, a tab in the right side of the page will appear, reporting
that the publications have a close expiring date.

135



2 LEONARDO

HELICOPTERS

SUBSCRIPTION EXPIRING

=] Al0DASAI09A0 CD-ROM
21.09.2020

=) Al09ASAN MPM FAA APPROVE
21.09.2020

\I/C Update On In-Service Events.

21092020
A0S CD-ROM

21092020

On the right side of the page “Recently Updated” and “Favourite” publications are displayed. In those sections
it is possible to click on publications’ name to open and download them.

Home > My Publication > Publication Library

Publication Library

SEARCH A PUBLICATION RECENTLY UPDATED

Search by keyword Advanced Sear ,
[ i " Q j S @ g AWIE9 COMPATIBILITY

REFERENCE HANDBOOK T-PED
10/4/2019 5:43:59 PM

BROWSE BY PUBLICATION TYPE

=] Flight Crew Data
( Filter by model V] 10/4/2019 5:43:59 PM

COMPATIBILITY REFERENCE HANDBOOKS

FAVOURITE

FLIGHT CREW DATA
©  AWIES COMPATIBILITY REFERENCE
HANDBOOK T-PED

It is possible to save a publication as favourite by clicking on the heart shape icon present in the overview of
the publication, as shown below.

Master Minimum
00000 quipment List for 3 -10-
O 00000 Equi List f AWIZY; 201910-04
AWI139

Publications do follow a hierarchy, based on which files are organized. Three levels are present:

Publication Type -> Publication-> Single Publication File

An example of hierarchy’s functioning is provided below to show how files’ classification works:
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By selecting a Publication Type in the My Publications page, the portal will show all the Publications (that act
as file folders) of the selected type. The screenshot shows an example selecting “Rotorcraft Flight Manuals”.
Publications do contain one or more publication files and are identified by the ™ icon.

DOCUMENTS FOUND A
[ Search Q] @
Code - Title - Model - Isfue Issue Date - Revision - Revision Tem.p_olary
N® - Date - Revision -
[} AWIES; 2 28022017 6 14.05.2018 14.05.2018
[} AWIES; 1 31102016
[ 50216304 (flt'j;’ bl AWIES; 1 TI0.2006
[ 502163047 (flt'j;’ bl AWIES; B 27072017
[ 502163049 (flt'j;’ bl AWIES; 1 29.02.2016
[} 1 v Referance AWIED; M 03082017
3 NVG

[} 502169056 ility Reference  AWIES; 22082017

b
Handbook

Showing 1to 7 of 7 entries < n >

By clicking the code of each folder, it is possible to open the page that shows its content.

For the opened publication folder, the page features general details about the publication and the list of the
publication files it contains. The publication files are marked with the @ icon, that can be clicked in order to
download them. In each publication page it is also possible to apply additional filters by model and date, use
the search functionality and download the excel list.
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™ Fublication P/N: 502168001
Publication Description:
Model: AWIES;
Issue n®: 2 Issue Date: 28022007
Revision: (-] Revisian Date: 14.05.2018
[ Filter by Madel VJ [ From: dd/MM/yyyy = ] [ lo: dd/MM/yyyy = J [ Search Qj ®
- Mame -~ Subject - Type - Rew - Motes = Date - -
ROTORCRAFT FLIGHT . . .
AP0 .\ 12 rderico 26 G € 6.06 9
\P3 MANUAL AWIESD 2 Test Federico 26 Giu 2019 26.06.200
ROTORCRAFT FLIGHT AWIES RFM Avionic Phase 3.0 A
AP0 . 4.05.2018
o e MANUAL AWIED ? and later 1052008
ROTORCRAFT FLIGHT -
A A A 0
[nn] P20 MANUAL AWI63 2 WIESD RFM Avionic Phase 2.0 1.05.2018
m TRANMSMITTAL LETTER AWIED Transmittal Letter
AP2O Avionic Phase 2.0
m TRANSMITTAL LETTER AWIES Transmittal Letter
AP0 Ayionic Phase 3.0 and later

When using the search or advanced search functionality from the main menu, the results will be divided in
two sections, one showing the Publications ( ™ ) that match the search criteria and the other containing

Publication Files ().

In this page is still possible to apply an advanced search or use the search/export functionalities of each sub-

section.
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DOCUMENTS FOUND 23
[ Search Q] ®
. . : . . Issue Issue . . Revision Temporary
Code Title Model N - Date - Revision Date = Revision =
MAINTENANCE
3 502101676 PLANMNING ABANZABAZER ABAIZHP.ABN25P; 1 10/M/2008 4 09/10/2015 23/05/2016

MANUAL

Showing 1to 10of 1 entries < n >

PUBLICATIONS FOUND

[ Search Q] ®

- Name - Subject - Type ~ Rev ~ Notes ~ Date =~
m ABA1ZMPM MPM 3 09/10/2015
m ABA1ZMPM MPM 3

For each Publication the portal shows a set of general data in order to easily identify the publication the user
is interested in:

| . Code + Title = Model ~ ',j:“f Issue Date ~ Revision + :i;’l’i"'“ ;::‘I::":r"v . |
D 3 AWNED; 2 28022017 6 14.052018 14.052018
Code Unique identification code of the publication
Title Title of the document
Model List of the helicopter models to which the document can be applied
Issue N° Code defining the progressive issuing of the document
Issue Date Date in which the document was issued
Revision Progressive number identifying the revision of the document
Revision Date Date correspondent to the last revision of the document
Temporary revision -

Publication Files lists have a set of generic details when displayed:

- Name - Subject - Type - Rev - Motes - Date - -
ROTORCRAFT FLIGHT
APT () .06 |}
m AP30 MANUAL AWTES 2 26062013
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Field Description

Name Code assigned to the Publication File

Subject Brief description of the subject of the Publication File

Type Publication Type (E.g. Emergency alert, optional, mandatory ect..)
Rev Progressive revision number

Notes Additional notes regarding the file

Date Date in which the file was issued

When the user is in the Publication Library main page, by clicking on “My Publication” in the top ribbon, it is
possible to select a new voice in the list called “Amerigo 4 Mobile” (only if the user has a specific publication

type), that gives access to the related external portal.

et My Publications v My Software Store Forum Heliwise Service Centre v  Account & Settings + Help » Reporting « Q

cation Library

n Library

more info

SEARCH A PUBLICATION RECENTLY UPDATED

[ Search by keyword Q ] Advanced Ssarch @

BEROWSE BY PUBLICATION TYPE

FAVOURITE

[ Filter by Model v]

© CPINCIDENT REPORT
AMPI/MPM MANUALS (@ @ AWIZD 13 004

AWIEHIT-084

COMPATIBILITY REFERENCE HANDBOOKS @

With Amerigo 4 Mobile Leonardo Helicopters has extended the usage of IETP to tablet devices and
smartphones. Amerigo 4 Mobile doesn’t need any installation software; the navigation through the
publications is independent from the browser or device and it is available on MAC and PC.
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@ Avemco &

|ETP Amerigo4Mobile is a web application, therefore it does not require any dedicated installation or content update on the devices, and the navigation is independent from the browser or device used

2 o ‘\
P ¥ A D =
,r;:. \\ ,r,r{. \ \} ‘;.1. . | &\

A109A A109A11 Al109C A109E

:\\
‘am
e

A109K2 A109LUHS A1098S A9

The Interactive Electronic Technical Publications (IETP) published in the Leonardo AW Customer Portal web
site and accessible in Amerigo 4 Mobile, allow the Customer to consult online the latest version of the
maintenance publications related to Leonardo helicopters. Interactive Electronic Technical Publications (IETP)
may contain, depending on the helicopter model, the Aircraft Maintenance Manual, the lllustrated Parts
Catalogue, the Wiring Diagram, the Structural Repair Manual, the Overhaul Manual ect.

2.6.1 Tracking Publication Delivery
This section contains the list of all the publications physically delivered to the customer. Here it is possible to
have an overview of the status of different deliveries.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

Home > My Publication > Tracking Publication Delivery

Tracking Publication Delivery

Track the shipment of technical publication distributed on hard copy, suche as Rotorcraft Flight Manual or Quick Reference
Handbook.

[ section guide |

It is possible to order results by specific fields clicking on each correspondent column. To search a specific
element type in the search bar. Click on download icon to get information about the documents in an excel
file.
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[ Search Qj @
Ship to Party . _— Delivery Tracking Shipping
h P ol . I P . .
Ship to Party Description * Publication P/N Description Quantity Number Date *
0020000406 Al S0Z169001_2067 AWIED REM. 1 0081307421 ]
0020000406 AlR 502700600_218R AWIOISP RFM. 1 0081295651 05/04/2018

The following fields are displayed for each document.

Field Description

Ship to party

Client SAP Code

Ship to party Description

Client Description

Packing List

Shipping document

Publication P/N

Part Number that identifies the publication

Description

Description of the item delivered

Delivery Quantity

Quantity of the item delivered

Tracking Number

Tracking number assigned to the delivery

Shipping Date Date in which the document was shipped

2.6.2 My Subscription
This section provides the list of subscriptions of the customer for the publications.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

Home > My Publication > My Subscriptions
My Subscriptions

Consult the status and the expiry date of your Technical Publication Subscription.

[ section guide

The page provides core information regarding Publication subscription, and it is possible to search by keywords
and to export in excel the subscriptions’ list.
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Home > MyPublication > My Subscription

My Subscription

< BACK

SUBSCRIPTION LIST

[C= 3 @]
Code - Name - Model - Expiring date = |
125129 Quick Reference Handbook - AWI189 Document Nurnber 189G0290X003 AI09C 2022-01-05
1231350 RDSG Monthly Report AWI09-C 2022-01-06

Showing 1to 2 of 2 entries

The details displayed are:

e Publication code

e Publication name

e Helicopter Model the publication refers to
e Expiring date of the subscription

2.7 My Software

< n i

In this section it is possible to download software available to the customer, depending on customer’s fleet

composition, helicopter models owned and active subscriptions.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section

guide” link.

Home > My Software

My Software

The software available, depending on the fleet or Customer’s helicopter models and on the active subscriptions are available

for download.

[ section guide
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It is possible to search a software by keyword or to filter by helicopter models owned by the client.

Home > My Software

My Software

more info

SEARCH A SOFTWARE RECENTLY UPDATED

[ Search by keyword Q Jl Advanced Search @
By 6H4630A0306/

B 6F4620A03067

EROWSE BY SOFTWARE TYPE

B BF2460AS0403
| Filter by Mode A

AIRBORNE sW

The user can also perform an advanced search through the Advanced Search tool, by clicking on the “Advanced
search” option situated at the top of the page. This feature provides the possibility of:

- Filtering software by helicopter models owned by the client (E.g. AW139, AB412, ...)
- Filtering software by software type (E.g. Airborne SW, ...
- Filtering software by software date

SEARCH A SOFTWARE

[ Search by keyword Q J Advanced Search @

[ All Software Type v] [ All Models v]

[ From: dd/MM/yyyy E] [ lo: dd/MM/yyyy EJ

In the left side of the page there is the list of the type of software that the user can access. By clicking on each
item of the list, the user will be redirected to the page containing only the specified type of programs.

The section “Recently Updated” contains new software or software that have a new updated version. The user
can click on software codes to open the related pages.
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Home > My Software

My Software

SEARCH A SOFTWARE

HELICOPTERS

[ Search by keyword

Q J Advanced Search @

BROWSE BY SOFTWARE TYPE

Filter by Mode!

more info

RECENTLY UPDATED

B 6F4620A03067

By 6F2460A50403

AIRBORNE SW

When clicking on the software type, the portal will redirect to the Software List page, displaying all the
software of the selected type. Each software is identified by the m icon, because they act like a folder in which
the related files are stored. The user can click on Software P/N to be redirected in the specific software page,

that allows to download program’s files.

In the Software List page, additional filters can be applied by:

e Helicopter Model

e Revision Date

The user can also search software by keyword and export programs’ list in excel format.
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Home > My Software > Software List

Software List

<- BACK

DOCUMENTS AVAILABLE IN "Airborne SW”"

[ Filter by Model V] [ From: dd/MM/yyyy E] [ [0 dd/MM/Syyyy E] | | [ Search Qj @l

| - Software P/N ~ Software Description - Models - Issue N* - Issue Date ~ Revision - Revision Date '|

D OPTION FILE FOR CDS AWIES; A 01.04.2019 A 01.04.2019

[ BFAB20A03067 OPTION FILE FOR AMMC AWIBY; A 01.04.2019 A 01.04.2019
WI69 REPU CONFIG

|| 6F2460A50403 AWIES REPU CONFIC AWIEY; A 05.04.2019 A 05.04.2019

TABLE

Showing 1to 3 of $ entries < n >

In the Software List the fields displayed are:

Field Description

Software P/N Unique identification code assigned to the software
Software Description Software brief description

Models Helicopter models to which programmes can be applied
Issue N° Progressive code used to identify program’s issuing

Issue Date Date in which the program is issued

Revision Progressive code that identifies the revision of the program
Revision Date Revision date of the program

As previously stated, in order to download files from My Software, the user must open the page of the software
desired. It can be opened by clicking on a Software Part Number in the Software List, reached after picking a
Software type in the main menu, or after performing a research. A software page can also be opened by
clicking on one of the software in the “Recently Updated” section of the My Software main page.

The page shows in the top grey section general information about the software. The fields available are the
same displayed in the Software List and are listed in the previous table.

The items in this window are all the files related to the selected software. They are identified by the =) icon,
that can be also clicked to download the files. The user is then redirected to the Leonardo Download page and
the download will automatically start.
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Home > My Software > Software List > My Software
<- BACK
DOCUMENTS AVAILABLE IN "LOADABLE SOFTWARE"
) Software P/N: B6F4630A03067
Software Description: LOADABLE SOFTWARE
Model: AWIE9;
Issue n®: A Issue Date: 01.04.2019
Revision: A Revision Date: 01.04.2019
Filter by Mode VJ [ From: dd/MM/yyyy ﬁ] [ lo: dd/MM/Ayvyyy E] [ Search Qj @

| - Description -

Software Version ~

Notes -

Date ~ |

6FA630A0 5067

(=] 6F4630A03067

Showing 1to 2 of 2 entries

‘@

Records in the list can be filtered by helicopter model and by date. It is possible to use the search and export
functions also in this page. The fields used to describe each record are:

e File description
e Software version

e Notes - Visible only if the Customer related to the contact is a Military Client.

e Date

2.8 Forum

It is a section where users can hold conversations in the form of posted messages organized by thread. In this
section users can start or participate to a conversation with other users on many different topics. It is possible
to start a thread or to answer to one already started or give suggestions to Leonardo for new threads.

Home page

In Forum section home page shows the forums that customer can view. Leonardo can choose which forums

each customer can visualize.
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Home > Forum
YOUR FORUMS
Forum Last Post N° Thread N° Post
Al Forum da disattivare Maslmagy

AA forum Massimc 1
5.04.202
discussione 1403 Test1

Discussione1303

final forum v2 Massm(

forum 1303

Forum 17.03 - A ‘

Forum 18.03 on AW139

The main view is divided into four columns. From left to right there are:
Forum: is the forum’s name, given by Leonardo. It is in red and it is a clickable option.

Last Post: it contains the name of the last user that published a post in the forum and the date when this post
has been published.

N° Thread: number of threads in the forum. Each forum contains at least one thread.
N° Post: number of posts in the forum.

In the top right of the home page there is the button “Expand Forum Rules”. Click on it to open a page which
contains forum rules.

Forum rules are:

1. Posts are to be made in the relevant Topic thread. Members are asked to read the forum descriptions
before posting.

2. Members are asked to Keep the focus: questions outside the scope of the forum will either be moved,
locked or simply be deleted.
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10.

11.
12.

13.
14.
15.

HELICOPTERS

Members should post in a way that is respectful of other Members. Flaming or abusing Members in
any way will not be tolerated.

Members may not suggest or encourage illegal activity.

Members are asked to not act as “back seat moderators”. If members note an issue which
contravenes something in this policy document, they are welcome to bring it to the attention of the
Moderator.

Members should remember this board is aimed at a general audience. Posting offensive text, images,
links, etc. will not be tolerated.

Members must have copyright ownership of all material that they post on Leonardo Helicopters
boards. No files, articles, recipes, song lyrics, art or graphics may be posted without the express written
consent of the copyright holder.

Members are asked only to post in English.

Spam is not tolerated under any circumstance. Recruiting members for your own projects is not
permitted and is also considered spam. Members posting spam will be warned and their post
removed.

The moderator reserves the right to edit, remove or put on moderation queue any post at any time.
Any very first post is automatically placed in the moderation queue and will be approved/disapproved
by the Moderator.

Private messaging is not allowed.

Posts have an internal length; it is required to have a message of minimum length of 10 characters and
a maximum of 500 characters.

Attachments maximum dimension allowed: 20 Mg; only .pdf, .jpg and .bmp files can be attached.
Banning: The Moderator can, without any pre-alert, ban a member.

Leonardo Helicopters reserves the right to change FORUM RULES advising Customers via Leonardo
AW Customer Portal

Forum Functionalities

To open a forum, click on the forum name in red. On the top of the page the forum name is displayed. There
is “Forum description” which contains a “Welcome title” and right above a “Welcome text”.

In the main view there are 3 columns: “Thread”, “Last post”, “Replies”.

“Thread”: you can see all the threads in the forum. Each forum contains at least one thread. Each Thread can
be seen as a sub section of the forum.

“Last Post”: it is the name of the last user that published a post in the thread and the date when this post
has been published.

“Replies”: number of posts in the thread.
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Homg > Forum > AW 139 (Forum name)

AW 139 (Forum name)

<- BACK

AW 139 (FORUM NAME)

forum description

welcome title

walcome Laxl

Thread Last Post Replies
thread Massime .
Description 07042020
Engine Massimo !
Description 07042020

SUGGEST THREAD

To open a thread, click on its name. The page will show all the posts within the thread. For each post you can
see:

e Post title

e Author
e Date and time when it was published
e Content

A post containing a document will show the symbol b

<- BACK

thread

Posted 07042020 OB1/-58 by 15dic_tests avanade

This is a test post

Posted D7.04. 2020 O8:20'56 by Massimo
Post reply

This is Lhe reply Lo Lhe posl made by Leonardo user

B

POST A REPLY

POST
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|
To create a post or to post a reply, click on button “Post”.

Then write a post “Subject” and “Post Content”. It is possible to add a document clicking on the button “Add

Files”.
Click “Post” to publish the reply.

POST A REPLY

Subject *
[Pcst
Post Content
Beurce @ 0 G @ B [ERENE QREY- EreoeOU el
B I USx x & T, == El R =S| NE = RO =6 Q=06
Siyles Format ~ | Font - | Size ~-A-B- 8 H 7

POST

Suggest a Thread
Portal users have the possibility to suggest a thread to Leonardo.

Click on “Suggest Thread”.

151



2 LEONARDO

HELICOPTERS

Home > Forum > AW 139 (Forum name)

W 139 (Forum name)

<- BACK

AW 139 (FORUM NAME)
forum descrptior

welcome title
welcome text
Thread Last Post Replies

thread

Description

Massimo

Engine

Massimo

Descriptior

SUGGEST THREAD

Fill the fields in the following form.

e Name: suggested Thread’s name
e Description: write a description for the thread.

Click “Send” to send it to Leonardo. Leonardo user will take in charge the request and evaluate it. If the thread
will be approved by Leonardo it will be published. The thread will be then available within the customer portal.
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GENERAL

Name * Forum*

[ ] [ AW 139 (Forum name)

Description *

2.9  Wingman

The users with the required permissions could access directly clicking on the link to the Wingman
application.

2.10 Heliwise

The users with the required permissions could access directly clicking on the link to the Heliwise application.

2.11 Service Centre

The “Service Centre” section provides Performance monitoring tools and gives the possibility of updating
performance data.

It is accessible by clicking on “Service Centre” in the top bar and then selecting Performance Monitoring or
Update Performance monitoring
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{4
-2\5- Leonardo Customer Portal

News ¥ Whats's New My Communications ¥ My Fleet My Publications ¥ My Software Store Heliwise Service Centre ¥ Account & Settings v

Performance monitoring

performance monitoring

Performance Monitoring

This section features the tab “Company Identification” that provides basic information regarding the service
Centre: name, last update date and country

COMPANY IDENTIFICATION

cantre name: AIR Servicn contra country Italy
Last update: 07.04.2020

Performance Monitoring Update

This section allows the user to upload Performance Monitoring data models. In order to start the update
process, the user must select the desired database between the options in the “Select a data model” window.

The possible selections are:

- ART. 4.1.9 List of Blade or Component Repair Services (every 6 months)
- ART. 5.1.9 List of Spare Parts and Tools Sold or Used (every 6 months)

- ART. 4.1.10 Maintenance Activity List (every 6 months)

- ART. 5.1.22 Annual Spare Parts and Overhaul Forecast

- ART. 5.1.25 Service Centre Data Sheet (every year)

- ANNEX 01 Minimum Inventory for Scheduled (every year)

- ANNEX 01 Yearly Stock Average Value
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tome = Update performance monitoring

Update performance monitoring

PERFORMANCE MONITORING DATA MODELS

SELECT A DATA MODEL

Data modeal available

ART. 419 LIST OF BLADE OR COMPONENT REPAIR SERVICES (EVERY & MONTHS)
ART. 519 LIST OF SPARE PARTS AND TOOLS SOLD OR USED (EVERY 6 MONTHS)

ART 5110 MAINTENANCE ACTIVITY LIST (EVERY 6 MONTHS)

ART 5122 ANNUAL SPARE PARTS AND OVERHAUL FORECAST
ART. 5125 SERVICE CENTRE DATA SHEET (EVERY YEAR)

ANNEX 01 MINIMUM INVENTORY FOR SCHEDULED (EVERY YEAR)
ANNEX 01 YEARLY STOCK AVERAGE VALUE

After clicking on continue the user will be redirected to a page that describes the next steps of the procedure.
The user must first download the Excel template using the download button.

In the section “Documents” it is possible to upload files using the “Upload” button, indicating the file location

or through drag & drop.

ATTACHMENTS

Lo Filename Created on
Test2 Elicotteri docx 02/10/23.12:58
Risposta_Back to customerdocx 02/10/23.12:57
Tastl Elicottari cocx 02/10/23, 12:57

Created by

X400481@ext lecnardocompany.com ° o
X400481@ext.lecnardocompany.com e o
X400481@ext leonardocompany.com ° 9

The documents management will be opened in another Tab with the same features of Preview, Download and
Deletion (allowed only to the owner of the attachment).
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Allowed types: bin,doc,docx.jpeg.mp4,mpp.pdf png.oet, potx tx,xs,xsx,zip

UPLOAD CLOSE

<=- BACK

PERFORMANCE MONITORING DATA MODELS

Annex 01 Yearly Stock Average Value

1. Download template
Please download here last version of the template

Template Annex 01 Yearly Stock Average Value
Last update: 31.03.2020

2. Update Information
Pleasa upload your file hers and tha click on "Upload" to submit it

ADD FILES |

UPLOAD

The user must then complete the file with the required information, leveraging built in functionalities of the
file such as drop-down menus selection and respecting formatting restrictions.

Below a template example:
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¢ eover.

SERVICE/REPAIR CENTRE KPI'S REPORT FORMAT

Service/Repair Centre I

Ranking/Category | |

Year 7 wew [ ]

SUBMITTED BY: REPORT TO BE SENT BY E-MAIL TO:
Name:

Position:
Date:

Every template is composed of a Summary sheet, in which general information is present regarding the
Repair Centre and the person that is submitting the file.

The other sheets vary between each template type and are the specific data models that will be used for
performance monitoring and evaluation.

The file must then be uploaded on the portal by clicking on the “Add Files” button and then selecting file’s
location in the pop-up window or through drag and drop.

After file’s upload, it is visible at the bottom of the section, and it is possible to remove it by clicking on the
arrow next to the record.

ADD FILES

*Mame * ifi
Modified On Semove

| B ANNEX_OIB.xlsm 004 KB) | DB04.202015:20 @l

To complete the procedure the user can press the “Upload” button, then a page will show up, confirming that
the upload process was successful. Clicking “Back to homepage” will redirect to the Portal Main Menu.
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Update performance monitoring uploaded!

Your file have been submitted successfully!

A notification has been sent to our team: thanks for your contribution.

BACK TO HOMEPAGE

2.12  Accounts & Settings
In this section, each user can retrieve information related to his/her personal profile and the company. For
Master User in addition is available normal user management, billing, shipping addresses and active contracts
related to his/her company’s helicopters. It is possible to view data referred to general company detail, update
personal data and view the list of permitted areas.

Account & Settings has 5 sub sections:

e My Profile

e User Management
e Billing Address

e Contracts

e Shipping Address

News ¥ What's New My Communications ¥ My Fleet My Publication ¥ My Software Store HeliWise Wingman Account & Settings ¥ Help ¥ Search

Welcome

We are pleased

2.12.1 My Profile
In the “My Profile” section all user’s information is collected. It sums up the main information related to the
user account and the company.
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By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section

guide” link.

Home > Account& Settings > My Profile

My Profile

View data referred to general company detail, update personal data, these information will be automatically registered in

less info

Leonardo Helicopters database and users can view the list of permitted area.

[ section guide

In the following sections are shown the information about the user portal account and his personal data.

Home > Account& Settings > My Profile
more info

My Profile

COMPANY IDENTIFICATION

Company Name

INFORMATION ABOUT YOUR COMPANY

ation Number/ Vi Data Agreement Expiring Date

Accounl < Active

ACCOUNT INFORMATION

Massimo 07.04.2020 08:15:33

Avanade User
06.04.2022

Master User

Account Active
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INFORMATION ABOUT YOU

L Name

Role

Street/Locality
Postal/ZIP Code
Country

Email

Fax

Date and Value Preference

HELICOPTER MODEL PERMISSION

ABANZEP
AWIES
AWM
AWIES
ANDSE

ABAZ

Massimo

HELICOPTERS

Maintenance Manager

Italy

EU FORMAT

Show
Show
Show
Show
Show
Show

PORTAL SECTIONS & RELATED PERMISSION

Technical Query

CSRFOC

Customer Commercial Query
Feedback

Technical Publication Query
Service-Technical Bulletin App
Service Plan Monthly Report
FAG

My Publications

My Software

My Fleet

Heliwise

Store

Forum

Service

PUBLICATION SUBSCRIPTION

AMPI/MPM Manuals
Compatibility Reference
Handbooks

Flight Crew Data

IETP

Information Letters

Master Mimmum Equipment List
Quick Reference Handbook
Rotorcraft Fight Manuals

Service Bulletins

Edit
Edit
Edit
Edit
Edit
Edit
Edit
Read
Read
Read
Edit
Read
Read
Hidden
Edit

Yes

% LEONARDO
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Last Name

Department Maintenance
Street Number 0

City

Region

Phone

Mobile 122

EDIT
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Company Ildentification
Here there are information on user company.

Field Name

Description

Company Name

Customer ID

Identification number of the company for Leonardo
Customer Portal

Information About Your Company

Field Name

Registration Number/VAT

Description

Status Account

Status of Leonardo Account

Data Agreement Expiring Date

Account Information

Here is possible to view information about user account

Field Name

Username

Description

Type Account

It can be Mater or Normal user

Status Account

Last Login

User Created by

Account Expiring Date

Information About You

Information about user.

First Name -

Last Name -

Role Role within the company
Department Department within the company

Street/Locality

Street Number

Postal/ZIP Code

City

Country

Region
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Field Name ‘ Description

Email -
Phone -
Fax -
Mobile -
Date and Value Preference -

It is possible to modify the personal information clicking on the red button “Edit”.

INFORMATION ABOUT YOU EDIT

First Name Massimo Last Name

Role Maintenance Manager Dep Maintenance

<y reet N 13

< Italy Region

E Ph

Fax Mobile 122

Date and Value Preference EU FORMAT

The following screen shows the current personal information.
« BACK
L)
(e ) )
[ it [ | w | (l‘-:. v)
C ) G )
— ) G )
(e J ®x a [ ] ®x a
) @ )

( ) C )
I : . . I\ - ~
[ vPoR
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Each user can modify his personal data (apart from Name and Surname) as well as his preference on the
date and currency format (US with mm/dd/yy and “,” for thousands or EU with dd/mm/yyyy and “.” for
thousands). Click “Update” so save changes or “Cancel to go back”.

A Master User can use the tab “Account & Settings” to manage all his company Normal Users. It is possible
for him/her to check and modify their personal data as well as check and modify their portal permissions.

It is important to notice that a Normal User cannot exceed the permissions of the related Master (e.g. if a
Master user has read permissions for Technical Queries, the Normal cannot have Edit permission for this
section).

Helicopter Model Permission

The section shows all the helicopter models that user is authorized view and manage. According to these
permissions, all the portal sections will be segregated (E.g. the user can see publication, create ticket, update
fleet information only for the helicopter models shown in these section). As default, a master user views and
manages all the helicopter models of his customer fleet.

Portal Sections & Related Permission

The section shows user’s permission for the related sections.
User’s permission can be:

e Edit: user can view and edit section and fields
e Read: user can view section and fields
e Hidden: user can’t view the section

Publication Subscription

Shows the list of publication type for which the user would like to receive email campaign. As default, a
master user receives all the email campaign for every publication type of his customer. Publications
Subscription can be modified by normal users pressing the “Edit” button in “My Profile” and then selecting
the desired options using the Yes/No radio buttons. Only publications types to which the user has access will
appear in this page.
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PUBLICATION SUBSCRIPTION

Publication Type o No
Air vehicle Material Data Information o] ®
Airborne SW. [e] ®
AMPI/MPM Manuats e] @
Compatibility Reference Handbooks o] @
Vendor Manuals [e] @®

Home > Accoure A Settinas > My Profile

My Profile

COMPANY IDENTIFICATION

Company Neme: Customer 1D

INFORMATION ABOUT YOUR COMPANY

v Active
ACCOUNT INFORMATION
1/21/2019 5:40:41 P
Master User od by Avanade User
Active unt expiring date

Filippe

Chiod Exec. Officer Purchasing
8

Prstal/Z® code:

Cauntry: maty

Email

Fax

Diate and vslue prefersnce EU FORMAT

PORTAL SECTIONS & RELATED PERMISSION

Eait
csrroC Edit
Customer Gueries: Eait
Complaints/ e Edit
Technical Publication Guery Eait
Service Technical Busietin Eait
Service Plan Manthly Repos Eait
Fac Eait
My Publcation: Edit
Eait
Eait
Read
Read
Haden
Wingmen Norwsy Hidden
wingmen Portugsi Hidden
wingman v Higden
Aead
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PUBLICATION SUBSCRIPTION

Service Instructions Yes
Vendor Manuals Yes
AMPI/MPM Manuals Yes

Compatibility Reference
Handbooks

Flight Crew Data Yes

n Letters Yes

nimum Equipment list Yes

de

cok Yes

Rotorcraft Flight Manuals Yes
Service Bulleting Yes
/ Main

Tempo tenance

Instruction

2.12.2 User Management
From this section the master user can visualize all the normal users available for the Customer, create new
normal users, modify their portal permissions, edit their helicopter model permission and their email alert
permission.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

Home > Account& Settings > User

User Management

The master user can easily visualize all the standard users available for the Customer, add new standard users and modify

ss info

permission to visualize and edit specific sections of the Customer Portal.

[ section guide

It is possible to search for a user using the “Search” tab. Master user can also download an Excel template
containing the complete list of users by clicking on the “XLS” button situated at the top of the tab.
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Home »  Account & Sefings > User Management

User Management
USER LIST - USERS 328 / 2000 SEATS AVAILABLE

©f o |
Username - $::'e . E::t:n'lver Customer - Last Name -~ First Name -~ Email - IbzstteLo.gin
1 oonofok
This tab contains the list of  that respect  the filtering criteria selected.

User’s list tab features the following fields:

Field Name ‘ Description

Username -

User Type Master or Normal User

First Name -

Email-address -

Last Name -

Last Login Date -

Access Enabled Users enabled to access the portal

Buttons: Edit, Extended Access, Send Credentials,
i Delete
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View User Information

Click on the Username to view all the information about the user, included portal section permission.

Home > Account & Jeftings >

Users management

> Users management
more info

<- BACK
PERSONAL ACCOUNT
User Name Last Login (UTC)

2BN.201913:53

User Type * User Created by

Normal User

Status * Expiring Date (UTC) *

Active
19102019

INFORMATION ABOUT

First Name * Last Name *
Administrator Portale
Role * Department *
Logistic Manager Purchasing
Streat * Street Number
34

Postal/ZIP Code * City *
Country * Region *
Italy Milan
Email * Business Phone *
Fax Mobile Phone

Date and Value Format
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PORTAL SECTIONS & RELATED PERMISSION

Technical Guery Edit
CSR FOC Edit
Customer Commercial Query Edit
Feedback Edit
Technical Publication Query Edit
Service-lechmical Bullelin App Edit
Service Plan Monthly Report Edit
FAG Read
My Publications Read
My Software Read
My Fleet Edit
Heliwise Read
Wingman Canada Read
Store Read

Copia Campione
Forum

Service Center Read

User Management
Click on the three red dots in the last column do expand some user management options:

e Edit

e Extend access

e Send credentials
e Delete
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Home > Account Setfings > User Management

User Management

USER LIST - USERS 88 / 250 SEATS AVAILABLE

Username = User Type =

Normal User

Master User

Normal Uk

MNormal User

Normal U

Normal User

MNormal L

Mormal User

Username = User Type ~

MNormal User

Normal User

MNormal User

Mormal User

Edit

First Name ~

Administrator

Massimo

Paolo

adrano

portall

Test 7

Mario

First Name -

Administrator

Paolo

adriano

portall
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[ Search

Last Name = Last Login Date ~

2802019 1253:37

02042020 0B:15:35

06.12.2019 19:27:51

Last Name - Last Login Date =

ZBN 2019 125557

06122009 19:27:51

From this tab is possible to edit user data, information and permissions.

Bio
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BlO
First Name * Last Name *
{ Administrator j [ Portale ]
Role * Department *
[ Logistic Manager v J [ Purchasing ~ ]

Username

§ )

First Name No
Last Name No
Role Yes, through selection from drop down list
Department Yes, through selection from drop down list
Username Automatically filled
Address
Street * Street Number
Postal/ZIP Code * City *
( ) (tono )
Country * Region *
[lialv ‘ x  Q [Mulc‘n ‘ x Q
Field Name Mandatory
Street Yes
Street Number No
Postal/ZIP Code Yes
City Yes
Country Yes
Region Yes
Contacts
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CONTACTS
Company e-mail address * Mobile Phone
‘. | | Providea telephone number
Fax Telephone

| | | Provide a telephone number |

Field Name Mandatory

Email Yes
Mobile Phone* Yes
Fax No
Telephone* Yes

*At list one of the Phone fields has to be fulfilled
References

PREFERENCES

Date and Value Format Show All Model

[U.B\ORMA W ] [NO v ]

Field Name ‘ Mandatory
Date and Value Format No
Show All Model No
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Customize Model Permission View

From this tab master user can select which models the user is authorized to view and to manage.

CUSTOMIZE MODEL PERMISSIONS VIEW

Model Show Hide
AWIBD © O
ABA2SP © O
AW139 © O
AW © O
AWIBEY @ O
AWI095 © O
AWI0151 O ©
Al0DE O ©
AB205 O ©
ABa2 O ©

Customize User Permissions

From this tab Master user can manage Normal user permission for each section of the portal.
It is important to notice that a Normal User cannot exceed the permissions of the related Master (e.g. if a
Master user has read permissions for Technical Queries, the Normal cannot have Edit permission for this
section).

User’s permission can be:

e Edit: user can view and edit section and fields
e Read: user can view section and fields
e Hidden: user can’t view the section
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CUSTOMIZE USER PERMISSIONS

Section Hide View Edit
Technical Query O] @] @]
CSRFOC @] O] O
Feedback @] @] O]
Customer Commercial Guery ® @] O
Technical Publication Query O] @] @]
Service Plan Monthly Report ® O O
Service-Technical Bulletin App @] O] @]
My Software @ O
My Publications O] @]
rAQ @ O
My Flet ® O O

Click “Save” to submit or “Cancel” to go back.
() T

Extend Access

Master User can click on this button to extend the access to the portal of two years from today for the selected
user.

Send Credentials

Master User, using this tab, can send personal credentials through an email to the selected normal user. Click
on “Send Credentials” to send the email with credentials or “Not Now” to go back.
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Welcome on board!

X0 massime

i LEONRRDO
==y

Delete

Click on “Delete” to delete normal user account.

New User Creation
Master user can create a new normal user clicking in button “Create”.
Below there is a list of all the section featured by “Create” page, with the description of all the fields available.
Bio
CREATE/EDIT USER

BlO

First Name * Last Name *

( ) )

Role * Department *
( ¥ v )
Username

§ )

First Name Yes
Last Name Yes
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Field Name ‘ Mandatory

Role Yes

Department Yes

Username Automatically filled
Address

ADDRESS

Street * Street Number

( )| )

Postal/ZIP Code * City ™
Country * Region *

( al a

Street Yes

Street Number No

Postal/ZIP Code Yes

City Yes

Country Yes

Region Yes
Contacts
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CONTACTS
Email * Phone *
Fax Mobile Number
Existing Users with no portal access
Full Name Email
SELECT THIS USER
First Name Last Name Email Username

In this section it is possible to automatically fill the tab fields with the data of an Existing Users with no portal
access. To do this click on “Select this user”.

Field Name ‘ Mandatory

Email Yes
Phone Yes
Fax No
Mobile Number No

Date & Value Format

DATE & VALUE FORMAT

Date and Value Format Show All Model

[I:UIOI-\’MAI A4 ] {No v ]

Field Name Mandatory

Date and Value Format No
Show All Model No

Customize Model Permission View

From this tab Master User can select which models the user is authorized to view and to manage.
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CUSTOMIZE MODEL PERMISSIONS VIEW
Model show Hide
Awig ® o
ABause ® o
Awizo ® o
AW ® O
Awiga ® o
Awi095 ® o
Aworsn o) ®
A9 o ®
AB205 o) ®
Anaz o ®

Customize User Permission

From this tab Master user can manage Normal user permission for each section of the portal.
It is important to notice that a Normal User cannot exceed the permissions of the related Master (e.g. if a
Master user has read permissions for Technical Queries, the Normal cannot have Edit permission for this
section).

User’s permission can be:

e Edit: user can view and edit section and fields
e Read: user can view section and fields
e Hidden: user can’t view the section
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CUSTOMIZE USER PERMISSIONS
Section Hide View Edit
echnical Query ® O O
® & O
i ) [C) O O
) " ) O (@) (©)
I Publ ® Q) (@)
Plan b f @ C

hrical Bulletin Appicat ® O O

4 tw ® _

My Publicat ® @)

FAQ @ ®)
My Il ® O &)

Heliwi ® O
@ O O

Click “Save” to submit or “Cancel” to go back.

NB. When creating a new contact the system will check the following fields:

- First Name (Name)

- Surname

- Email-address

- Customer ID and Customer Description
- Division

This control will display a message if a contact (active or inactive) with the same characteristics already
exists. If it belongs to another division, the block being created will not be active.
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2.12.3 Billing Address

This section shows billing information linked to the customer’s account:

e Company Name
e Billing Address
e Phone

e Email

Billing Address

Company Name + Billing Address + Phone + Email

Alb

Showing 1to 1 of 1 entries

more info

p
|L Search Q]

Search Term ~

< n)

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section

guide” link.

Home > Billing Address
Billing Address
Visualize the billing addresses linked to Customer’s account

[ section guide

2.12.4 Contracts

This section shows the contracts signed by the company and the linked information.

less info

It is possible to search a contract by keyword and to filter by Contract Name, Contract Expire Date and Fleet.
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Home > Account&Settings > Contracts

Contracts morainfo

[ Search Q]

Contract Name -~ Contract Expire Date - Fleet ~

03104 012028

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

Home > Account&Settings > Contracts

Contracts

View your selected Leonardo contacts.

ess info

[ section guide

2.12.5 Shipping Address
In this section is possible to visualize the shipping addresses linked to Customer’s account.

By clicking on the “More info” button situated at the top of the page, it is possible to look at a brief description
of section’s functionalities, and open the related section of the portal manual, by clicking on the “Section
guide” link.

180



2 LEONARDO

HELICOPTERS

Home > Account & Settings > Shipping Address

Shipping Address

Visualize the shipping addresses linked to Customer’s account.

ess info

[ section guide

2.13 Help
In the “Help” section users can find additional answers. The sub-section F.A.Q.s contains all the frequently
asked questions with all the related answers. It is possible to filter F.A.Q.s exploiting the Search function. In
fact, it is possible to carry out searches according to a word contained in the content of a F.A.Q., in its related
keywords (and consequently topic), or words contained in titles.

Home > FAGs

FIAIGIS

Frequent Asked Questions \- t Q/ Need Suppor r L
1. WHERE CAN | FIND THE PORTAL USER MANUAL? v
2.1 NEED TO COMMUNICATE WITH LEONARDO. HOW CAN | DO IT? v

3. | CAN'T FIND A NEWS | HAVE READ TIME AGO ON THE PORTAL. IS THERE ANY WV
POSSIBILITY OF READING IT AGAIN?

To visualize the content of a F.A.Q. just click on it.
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Hi, Massimo | Sign out
Last Login:

'3(5 Leonardo Customer Portal

News v My Communications v Account & Settings v Help v My Publication v My Software My Fleet v HeliWise Wingman Search v

Home > FAQs

F.A.Q.s oty

Frequent Asked Questions a1 Q | | Need Support? Contact s

1. WHERE CAN | FIND THE PORTAL USER MANUAL? A

In the F.A.Q section it is possible to ask help to a dedicated Leonardo Support team by sending a form. In order
to do so the user must click the “Contact Us” link situated at the top of the page.

The user is then redirected to the “Support Form” that has to be competed.

> Support Form

gupport Form

(e )
ATTACH A FILE

The topic can be selected by pressing the lens icon. A pop-up will appear, allowing to select a topic from the
list. When a record is selected it is highlighted with a tick. To find the most appropriate topic the user can
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leverage the search function typing keywords and navigate through different pages using page numbers and
arrows at the bottom of the item list. Then pressing the “Select” button the topic is added to the form.

=

Once the topic is selected, a new field called subtopic will appear in the form. The user can search a sub-topic
by clicking the lens icon. A pop-up will appear, and the user can select a sub-topic from the list and then click
on select to add the record to the form.

x Lookup records

The user must type a description of the issue experienced in the “Comments/questions” box.

It is possible to attach files to the form pressing the “Attach a File” button and then specifying file location,
helping Leonardo to understand and solve the issue experienced

After all the required fields are filled, it is possible to send the form to Leonardo’s support team, and a
confirmation message will be displayed.

New question submitted!

Your question has been submitted successfully!
A notification has been sent to our team: thanks for your contribution.

BACK TO HOMEPAGE

The second sub-section of “Help” is “Leonardo Contacts”. Here a list of support contacts or Leonardo people
is provided, with information regarding their working area and their email and telephone contacts.
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Home > Leonardo Contacts

Leonardo Contacts

more info

( Search Q)

Area ~ Name ~ Surname ~ Phone ~ Email ~

Cust. Serv. Manager Re +390 ar Dleonardocompany.Comxxx

PSE Manager F T +390 Fex leonardocompany.com

Showing 1to 3 of 3 entries S n 2

2.14 Reporting

The portal features a section called “Reporting” in which the user can have access to multiple graphics and
tabular views implemented in Power BI®, leveraging the data gathered by the system.

The functionality can be accessed by clicking on the “Reporting” tab, situated in the top ribbon, and then
selecting one of the reporting areas.

Store Forum Heliwise Service Centre v Account & Settings v Help v Reporting v Q

Welcome Massimo

We are pleased to present you the Leonardo Customer Portal!

This paragraph shows the common features that can be applied to every report of the section, while the next
paragraphs will cover all the reports, the views and the functionalities featured in each reporting area.
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In each page, it is possible to navigate between the sheets of the dashboard, by leveraging the selection bar
at the bottom of the window.

It is possible to apply multiple filters using the fields disposed at the top of the page.

Home > My Communications Reports

My Communications Reports

Ticket Type Ticket Status Ata Code Product N*° Prierity HIC Line H/C Madel

Al v A y A Al ’ A Al

N° OF TICKETS BY YEAR-MONTH N° OF TICKETS EY HELICOPTER LINE'MODEL

e Helicopter Line N" of Tickets

T AW13E 106
O AW133 106
NCO031024 98
054 5

&

. = LICENSE HC
50 = AB4123P

M of Tickets

NCO025601
2 B AB20S
| NCODO4056

=t B AB412

L oommues umoaecpnoonseod ool S o

May Jus Aug Sep Oat N Dec dan Feb Mar
2019 01 018 W18 A8 208 0% My 2 2020
“fearMonth

NCO025505
MCO0025507
I AWTED
o AWI1ES
Priority NCO089019
WS o aNin
2 awin

QADG

NCOOEH 101
o AW108M13
O A0SE
NCOO11838

Tatal 1

* Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DA AVG C5R Closure Time Volume - Performance Monitoring

The user can have additional data regarding single elements of each graph (E.g. columns, pie sections, clusters
etc...) by leaving the cursor on the selected element. As showed in the example, a black box will appear,
displaying record’s category and value.

N* OF TICKETS BY PRIORITY

Prigrity
oMWS

WADG
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In every graph or table, it is possible to press the =7 to expand it in full screen mode. After doing so, press
“Back to report” to return to the previous page.

Homes > My Communications Reports

My Communications Reports

< Back to report | N OF TICKETS BY PRIORITY

3 (1.85%) —
%)

41 (26.62%)

Priority
SMWS
BL0G
®HIGH
@Routine
@URG
@(Blank)
Drraft

@ Service

34 (22.08%)

34 (22.08%)

34 (22.08%)

In every graph or table, it is possible to click on the [] icon to:

- Select Export Data to export the database related to the selected object, in XLS or CSV extension. A
pop-up window will appear, in which the user must select the file format and then click export.
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Export data

Which data would you like to export?

® Summarized data

File format:
xlsx (Excel 150,00 ¥

@ Data experts with all applied filters.

(i) Forlarge data models, only a limited number of rows can be
exported. Learn more

- Select Show as table to visualize the graph alongside a table contained the related underlying values

¢ Backto repon | N* OF TICKETS BY PRIORITY

4(26%)

41(26.62%)

34 (22.08%)

34 (22.08%)
34 (22.08%)

Tickets by Priority  N° of Tickets

- Select Spotlight to visualize in foreground only the selected element while the others turn grey.
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N® OF TICKETS BY PRIORITY

PrioTity
BMWS
BADG
BHIGH
@ Routine
BURG

In every page, if the user clicks on a record of a graph or table, every other graph or table of the current window
will be adapted to highlight the selected category.

In the example provided below, by clicking on the AOG section of the pie, every other element in the table
adapts to show AOG related statistics. The table will only show AOG records, while in the histogram the section
of the bars representing AOG tickets will be highlighted.
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Home > My Communications Reports

My Communications Reports

Tieket Type Tieket Status Ata Cede Produst N° Prierity HIC Lina H/C Madel
N° OF TICKETS BY YEAR-MONTH N° OF TICKETS EY HELICOPTER LINE'MODEL
'
AW133 n

O AW133 n

2

1 LICENSE HC

N* of Ticket

€
5
2
1

Ko

. —
2

a8 e s
‘fearhonth

L4 Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DSA ANG CSR Closure Time Volume - Performance Monitoring

Erom oo

N* OF TICKETS BEY PRIORITY
Priority

2.14.1 My Communications Reports
This reporting area features key performance indicators related to the “My Communications” section,
therefore it contains statistics regarding tickets opened and Leonardo’s performances in addressing them.

It is accessible from “Reporting” in the top bar and then selecting “My Communications reports”.
Every tab of the section is described below.

Ticket Created Volume

This page contains graph and tables analysing the volume and composition of tickets created.
The page can be filtered by:

- Ticket type (E.g. Technical Query, CSR FOC etc...)
- Ticket Status (E.g. Acceptance, Closure, etc...)

- AtaCode

- Product N°

- Priority (E.g. AOG, HIGH, ROUTINE, etc...)

- H/CLine
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- H/CModel
The graphs and tables featured in the tab are:

- N° of Tickets by Year-Month: Histogram representing the number of tickets created every month

- N° of Tickets by Priority: Pie chart of tickets created segmented by priority, showing values and
percentages of each category

- N° of tickets by Helicopter Line/Model: Tabular view showing the volume of tickets created. The first
level represents the helicopter model that is then divided by helicopter line.

Home > My Communications Reports

My Communications Reports

Ticket Type Ticket Status Ata Code Product N*° Prierity HIC Line H/C Madel
N° OF TICKETS BY YEAR-MONTH N° OF TICKETS EY HELICOPTER LINE'MODEL
'
1 AW13E 106
2 AW135 106
&1
]
3
[
5 NE h
Z = LICEN HC 7
O AB412%P n
&
5
- 10
. I
YearMonth S
2
N* OF TICKETS BY PRIORITY z
8
Priority ]
SUWS 7
7
BADG 4
SHIGH NCODEH 101 3
§ o AW10EM13 &
®Routine 5 AN0SE 5
SURG MNC0011838 5
HE Total 154
@ Service
* Ticket Created Volurme Ticket Closed Volume Ticket Open Wolume On Time Closure Rate FOC DSA AVG C5R Closure Time Volume - Performance Monitoring

Ticket Closure Volume

This page contains graph and tables analysing the volume and composition of closed tickets. A ticket is
considered closed when it is in completed accepted or completed rejected status.

The page can be filtered by:

- Ticket type (E.g. Technical Query, CSR FOC etc...)
- Ticket Status (E.g. Acceptance, Closure, etc...)
- AtaCode
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- Product N°

- Priority (E.g. AOG, HIGH, ROUTINE, etc..)
- H/CLine

- H/C Model

The graphs and tables featured in the tab are:

- N° of Tickets by Year-Month: Histogram representing the number of tickets closed every month

- N° of Tickets by Priority: Pie chart of tickets closed segmented by priority, showing values and
percentages of each category

- N° of tickets by Helicopter Line/Model: Tabular view showing the volume of tickets closed. The first
level represents the helicopter model that is then divided by helicopter line.

Home > My Communications Reports

My Communications Reports

Ticket Type Ticket Status Ata Code Product N* Priority H/C Line H/C Model
N° OF TICKETS BY YEAR-MONTH N° OF TICKETS BY HELICOPTER LINE'MODEL
AW139 29
AW13S 29
NCO0031024 27
&2 NCO031054 2
2 LICEN SE HC 4
2]
E AB4125P ?
: C0025601 i
. NCO025
= AB205 1
NCO004058 1
AW101 2
AWM 2
Agr May Jun Jul Aug S4e Ot New O Jan Fab Mar Apr ‘:v:no:;"s :
2019 019 019 2010 201 010 2019 2019 2019 2020 2020 2020 2020 - .
YearMonth HCO0 11838 1
AW169 1
+ AW1ES 1
N' OF TICKETS BY PRIORITY NCO089019 .
Total 37
4
Priority
S HIGH
024329 ~
oMWS
@ Routine
L Llelc
1 (20.73%
J Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DSA AVG CSR Closure Time Volume - Performance Monitoring

Ticket Open Volume

This page contains graph and tables analysing the volume and composition of open tickets. A ticket is
considered open when it is not in closed, completed accepted or completed rejected status.
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The page can be filtered by:

- Ticket type (E.g. Technical Query, CSR FOC etc...)
- Ticket Status (E.g. Acceptance, Closure, etc...)

- Ata Code

- Product N°

- Priority (E.g. AOG, HIGH, ROUTINE, etc...)

- H/ClLine

- H/C Model

The graphs and tables featured in the tab are:

- N° of Tickets by Year-Month: Histogram representing the number of open tickets by creation date

- N° of Tickets by Priority: Pie chart of open tickets segmented by priority, showing values and
percentages of each category

- N° of tickets by Helicopter Line/Model: Tabular view showing the volume of open tickets. The first
level represents the helicopter model that is then divided by helicopter line.

Home > My Communications Reports

My Communications Reports

Ticket Type Ticket Status Ata Code Product N* Priority H/C Line H/C Model

N* OF TICKETS BY YEAR-MONTH N* OF TICKETS BY HELICOPTER LINE/MODEL

Helicopter Line N of
Tickets

AW119 [
AW138 7
NC0031024 il
NC0031054

NCO031082
NC0031248
LICENSE HC
AB205
NC0004058

N" of Tickels
o

O R0 s RO o s aw

AB4125P

Ap Jul Au Sep 0 Mo/ Dec/ Jan/  Feb/  Marl  Agr
2000 200 01 00 200 219 :cc-‘e 200 o :?:: :;:c :ci:c ::::c NCDo25801
YearMonth AB412

NC002550%
NC0025507
AW169
AW1E9
NCO089019
AW101
AW101
NCOOEH101

WO NN @

AW109/118
A109E
NC0O11838

-~ scan

Total 17

@ Sarvice

U Ticket Created Volume Ticket Closed Violume Ticket Open Volume On Time Closure Rate FOC DSA AVG CSR Closure Time Volume - Performance Monitoring

On time closure
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This page contains graph and tables useful to evaluate Leonardo’s performances in addressing the ticket
before the due date, based on the priority of the ticket.

The page can be filtered by:

- Ticket type (E.g. Technical Query, CSR FOC etc...)
- Ticket Status (E.g. Acceptance, Closure, etc...)

- Ata Code

- Product N°

- Priority (E.g. AOG, HIGH, ROUTINE, etc..)

- H/ClLine

- H/C Model

The graphs and tables featured in the tab are:

- N° of Tickets by Year-Month: Histogram representing the number of closed tickets by closure date,
divided in tickets closed “On Time” or “Late”. On time tickets are displayed in green, Late tickets in
red, and for each category the percentage of the total is displayed.

- N° of tickets by Helicopter Line/Model: Tabular view showing the volume of tickets closed On Time
or Late. The first level represents the helicopter model that is then divided by helicopter line. The
column N° of tickets contains the total number of closed tickets. The columns On Time and Late are
the number of tickets closed before and after the Closure Date.
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Home > My Communications Reports

My Communications Reports

Ticket Type Ticket Status Ata Code Product N° Priority H/C Line H/C Model

Al Al v Al Al v Al v Al ~ Al v

% OF TICKETS BY YEAR-MONTH

@0n Time @Late ®Unknown

60%
52%
40

Apr/2010  May/2018  Jun 172010 Aug Oct/2019  Now 019 Jan/2020  Fe 2020 Apr/2020
YearMonth

N* of Tickets

N° OF TICKETS BY HELICOPTER LINE/MODEL

Helicopter Line N* of Tickets
£ AW109/119 8 4 5
A108E 4 1 3
a1083 1 1
AVW108N 1 1
AW109SP 3 2 1
[ AW139 154 42 80 19
AW139 151 42 00 10
[ AW169 50 23 10 17
AW169 50 23 10 17
0 Aw139 19 9 4 6
A189 i 2 4 8
Total 229 78 109 42
Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DSA AVG CSR Closure Time Volume - Performance Monitoring

This page contains graph and tables useful to evaluate Leonardo’s performances in addressing the ticket in the
situation of AOG priority, that requires immediate action and high responsiveness. Therefore, the page shows
statistics related to CSR FOC tickets with AOG priority and checks DSA levels

The page can be filtered by:

Ticket Status (E.g. Acceptance, Closure, etc...)
Ata Code

Product N°

H/C Line

H/C Model

The graphs and tables featured in the tab are:

% of Tickets by Year-Month and Resolution Time (Above 12 hours): Histogram representing the
percentage of FOC with AOG priority for which the closure time is above or below 12 hours.
% of Tickets by Year-Month and Resolution Time (Below 24 hours): Histogram representing the
percentage of FOC with AOG priority for which the closure time is below or above 24 hours.
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Home > My Communications Reports

My Communications Reports

Ticket Status Ata Code Product N* H/C Line H/C Model

% OF TICKET BY YEAR-MONTH AND RESOLUTION TIME

@ Abcve 120

80%

N° of Tickets
g
#

Apr/ 209 May /2019 Jun 1 2019 Jul 12019 Aug 1 2010 Sep/ 2010 Qet / 2019 Nov (] Dec an / 2020 (L] ]
YearMonth
% OF TICKET BY YEAR-MONTH AND RESOLUTION TIME
®Eaiow 240
@
]
=
=
[=
S
z
Apr /2019 May /2019 Jun 2019 Jul i 2019 Augl2m9 Sep/ 2000 Qet 12019 New /2019 Dac/ 2019 Jan /2020 Fab/ 2020 Mar / 2020 Agr 2020
YearMonth
4 Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DSA AVG CSR Closure Time Volume - Performance Monitoring

AVG CSR Closure Time

This page contains graph and tables useful to evaluate Leonardo’s responsiveness in addressing CSR FOC
tickets.

The page can be filtered by:

- Ticket Status (E.g. Acceptance, Closure, etc...)
- Ata Code

- Product N°

- Priority (E.g. AOG, MWS, Service)

- H/CLine

- H/C Model

The graph featured in the tab is:

- CSR Average Closure Time: Histogram showing the monthly average time required to close CSR FOC
tickets, segmented by closure date and expressed in hours.
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Home > My Communications Reports

My Communications Reports

Ticket Status Ata Code Product N* Priority HIC Line H/C Model

CSR AVERAGE CLOSURE TIME

Avg ResolutionTime {h)

v Qet/ 2019 New ! 2019
YearMonth

‘ Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DSA AVG CSR Closure Time Volume - Performance Monitoring

Volume — Performance monitoring

This page contains graph and tables analysing tickets’ volume and composition, through graphs divided by
priority, indicating if they are On Time or Late with respect to the due date defined by the priority type.

The page can be filtered by:

- Ticket type (E.g. Technical Query, CSR FOC etc...)
- Ticket Status (E.g. Acceptance, Closure, etc...)

- Ata Code

- Product N°

- H/CLine

- H/C Model

The graphs and tables featured in the tab are:

- N° of AOG Tickets: Histogram representing the number of tickets with AOG priority created every
month. Tickets are divided in On Time and Late, according to the expected closure date. AOG tickets
must be closed within 24 hours.
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N° of URG Tickets: Histogram representing the number of tickets with URG priority created every
month. Tickets are divided in On Time and Late, according to the expected closure date. URG tickets
must be closed within 3 days.

N° of MWS Tickets: Histogram representing the number of tickets with MWS priority created every
month. Tickets are divided in On Time and Late, according to the expected closure date. MWS tickets
must be closed within 5 days.

N° of Service Tickets: Histogram representing the number of tickets with Service priority created every
month. Tickets are divided in On Time and Late, according to the expected closure date. Service tickets
must be closed within 10 days.

N° of “High” Tickets: Histogram representing the number of tickets with High priority created every
month. Tickets are divided in On Time and Late, according to the expected closure date. High priority
tickets must be closed within 3 days.

N° of Routine Tickets: Histogram representing the number of tickets with Routine priority created
every month. Tickets are divided in On Time and Late, according to the expected closure date. Routine
tickets must be closed within 10 days.

Home > My Communications Reports

My Communications Reports

Ticket Type Ticket Status Ata Code Product N* H/C Line H/C Model
N OF AOG TICKETS N° OF URG TICKETS N° OF MWS TICKETS
Late OnTime ®On Time @Late @N* of Ticket Late OnTime @0On Time @Late @N* of Ticket Late OnTime ®On Time @Late @N* of Ticket
7 5 a 7
% g & i
= = 1 E
5 =] B
z L 4 z

e 1 "
{1 | [

YearMonth YearMonth YearMonth
N* OF SERVICE TICKETS N° OF HIGH TICKETS N° OF ROUTINE TICKETS
Late OnTime @N® of Ticket Late OnTime @®On Time @Late @N* of T Late OnTime @ COn Time @N® of T

-
32 20
- - - -
T T T 28
= = =
] S ]
= E =
S S S
Zz = Zz
p
YearMonth YearMonth YearMonth
Ticket Created Volume Ticket Closed Volume Ticket Open Volume On Time Closure Rate FOC DSA AVG CSR Closure Time Volume - Performance Monitaring
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2.14.2 My Fleet Reports
This reporting area features graphs and tables related to the “My Fleet” section, therefore it contains details
regarding client’s fleet, its composition and current statistics.

It is accessible clicking on “Reporting” in the top bar and then selecting “My Fleet reports”.

The top part of the page features a pie graph showing the number of helicopters owned by the customer,
categorized by helicopter model.

This section features a table named “Fleet Information” showing details regarding each helicopter of the fleet.
The total row shows the total value for the numeric cumulative values.

FLEET INFORMATION

H/C Serial Number H/C Tall Number  H/C Line H/C Model Delivery Date Operated Since Flight Hours Last Update Date Flight Hours

Last Avaliability Update Year | Last Avaliability Update Week | Last Avaliability Operational (%) Update Last Avaliability Dispatch (%) Update N* of Ticket

50

The fields of the table are:

- H/C Serial Number

- H/C Tail Number

- H/CLine

- H/C Model

- Delivery Date

- Operated Since

- Flight Hours Last Update date
- Flight Hours

- Last Availability Update

- Last Availability Update Week
- Last Availability Operational (%) update
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- Last Availability Dispatch (%) update
- N° of Tickets

2.14.3 Customer & Contact reports
This reporting area contains general customer information and CRM statistics, as well as details regarding
every user profile created by the customer.

It is accessible clicking on “Reporting” in the top bar and then selecting “Customer & Contact Reports”.
Customer 360°

This section contains a table that summarizes key information on the client and CRM statistics, such as the
number of tickets opened. The total row shows the total value for the numeric cumulative values.

Customer Customer ID VAT Fiscal Code Type Legal Entity Country Region Address N of Open N of Open Technical Query
Ticket
AlR T Civil taly taly - 12 68
Total 112 68
16 9 12 7
16 9 12 T

The fields available are:

- Customer

- Customer ID

- VAT

- Fiscal Code

- Type

- Legal Entity

- Country

- Region

- Address

- N° of Open Tickets

- N° of Open Technical Queries

- N° of Open CSR FOC

- N° of Open Customer Commercial Queries
- N of Open Feedback

- N° of Open Technical Publication Query
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Contact Health Status

This section contains detailed information on every profile managed by the customer. For each record are
indicated personal data, numeric on Portal usage and user’s permissions status.

Name Username User Type Department Role Email Phone
Master User Maintenance Mz ce
Normal User Maintenance Tr \anager
Normal User Purchasing s Manager
No Portal Access Operations Deputy Commander

TDA Accepted Last Login Expiring Date N® of Open Ticket Permission Mycommunication Permission Technical Query
hd

True 2/4/2020 3:16:11 PM 4/1/2022 2:35:03 PM 110 Read Edit

False 12/15/2019 6:15:49 PM  3/30/2022 12:58:52 PM 1 Read Read

True 4/1/2020 11:12:64 AM  3/23/2022 1:53:50 PM 1 Read Hidden

False 12/15/2019 6:18:00 PM  12/17/2021 12:00:00 AM Read Read

The fields available are:

- Name
- Username
- User Type (E.g. Master User, Normal User, No Portal Access, etc..)
- Department (E.g. Maintenance, purchasing, operations etc..)
- Role (E.g. Manager, Pilot, Technician etc...)
- Email
- Phone
- TDA Accepted (True or false)
- Last Login
- Expiring Date
- N°of open tickets
- Permission My Communication (Hidden, read or edit)
- Permission Technical Query (Hidden, read or edit)
- Permission CSR FOC (Hidden, read or edit)
- Permission Customer Commercial Query (Hidden, read or edit)
- Permission Feedback (Hidden, read or edit)
- Permission Service Plan Monthly report (Hidden, read or edit)
- Permission Service — Technical Bulletin Application (Hidden, read or edit)
- Permission FAQ (Hidden, read or edit)
- Permission My Publication (Hidden, read or edit)
- Permission My Software (Hidden, read or edit)
- Permission My Fleet (Hidden, read or edit)
- Permission Heliwise (Hidden, read or edit)
- Permission Store (Hidden, read or edit)
- Permission Wingman Canada
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- Permission Wingman Denmark

- Permission Wingman Norway

- Permission Wingman Portugal

- Permission Wingman UK

- Permission Copia Campione (Hidden, read or edit)
- Permission Forum (Hidden, read or edit)

- Permission Service centre (Hidden, read or edit)

- Permission My Training (Hidden, read or edit)

3.0 Store

Please Note: The Store User Guide can be downloaded in the Store Section.

From Leonardo Customer portal it is possible to be redirected to the Leonardo E-Commerce Store by clicking
on the “Store” tab. This is the only way to access the Store, and only authorized users will be able to see the
related tab in the top bar of the portal.

:5 Leonardo Customer Portal

Newsv Whats'sNew My Communications v My Publications v  Store  Account & Settings v  Help v  Reporting v Q

Welcome MANEGGG_GN

We are pleased to present you the Leonardo Customer Portall

In the Store footer it will be possible to download the Store User Guide by clicking on “User Guide”.

TV
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