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Leonardo Customer Portal User Manual  

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 

 

 

 

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: 

 

o Log in: 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. 

 

Mandatory fields 
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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: 

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

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

• Fleet information: list of company’s Helicopters and their main info. New records can be added by 

clicking on “Add Helicopter” 

• 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” 

• Technical Data Agreement: the contact can download the TDA and upload it once read and signed 

through the “Add Files” button 

• 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 

Submitted By 

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

- Owner 
- Maintainer 
- Operator 

Yes 

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

Last Name Submitter’s Last Name. Yes 

Position 
Submitter’s position within the company, select one of the options in the drop-
down list. 

Yes 

Department Submitter’s department, select one of the options in the drop-down list. Yes 

Company Name -  Yes 

Registration 
Number/Fiscal Code/VAT 

Specify the Registration Number, Fiscal Code or VAT in order to uniquely identify 
the firm. 

Yes 

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 
Change of Ownership 

Yes 

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 

Warranty Point of 
Contact 

First Name, Last Name, Phone, Fax, Email of the Warranty Point of Contact 
No 

Technical Publication 
(Revision Service) 

First Name, Last Name, Phone, Fax, Email of the Technical Publication Point of 
Contact 

No 

Other Company Contacts 
First Name, Last Name, Phone, Fax, Email of additional profiles added. (New contacts 
can be added clicking “Add Contact”) 

No 

 

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.  
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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 

 

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 
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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 

 

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» 
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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 «PingID» MobileApp after 

entering the credentials. 

 

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

Password Change and Reset 

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



 
 

 

 

13 
 
 

 

 

 

 

 

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”. 
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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. 
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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.) 

2. 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.) 

3. 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.) 

4. 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.) 

5. 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. 
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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. 
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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. 

 

 
 

 

Each News (of both sections) is characterized by: 

o Publication date 
o Title (in red)  
o Image (if present) 
o A preview, reporting a brief description of the content of the news.  
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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. 

 

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..).  
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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: 
 

 
 

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.  

- 



 
 

 

 

20 
 
 

 

 

 

 

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. 
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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. 

Status 
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. 

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. Additional 
details can be found in the “My Communications” paragraph. 

 

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. 



 
 

 

 

22 
 
 

 

 

 

 

 

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. 

Status 
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. 

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. Additional 
details can be found in the “My Communications” paragraph. 

 

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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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. 

Status 
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. 

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. Additional 
details can be found in the “My Communications” paragraph. 

 

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. 
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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. 

Status 
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. 

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. 
Additional details can be found in the “My Communications” paragraph. 

 

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. 

 

 

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 

Status 
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. 

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. Additional 
details can be found in the “My Communications” paragraph. 

 

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. 

 

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 

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

 

 

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

Field Name Description 

Document ID Unique Identification code assigned to the Service Plan Monthly Report 

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

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

 

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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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. 
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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. 

 

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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o CSR FOC (2.3.2) 

o Customer Commercial Queries (2.3.3) 

o Feedbacks (2.3.4) 

o Technical Publication Query (2.3.5) 

o Service – Technical Bulletin Application (2.3.6) 

o Service Plan Monthly Report (2.3.7) 

 

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: 

 

 
 

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. 
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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.  

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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- 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) 

o H/C Serial Number (Serial number of the Helicopter) 

o Ticket Status 

o 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. 
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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” 

 

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 

 

Field Name Description Mandatory Notes 

Topic Ticket’s topic (E.g. Technical) No Dropdown list 

Subtopic 
Ticket’s subtopic (E.g. Material, Product, Safety 
etc..) 

No 
Dropdown list, options 
subset based on the selected 
topic 

Issue 
Ticket’s issue (E.g. Product performance, Spare 
parts management request etc..) 

No 
Dropdown list, options 
subset based on the selected 
sub-topic 

 

Query Description 
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Field Name Description Mandatory Notes 

Document ID  
ID number given by the system once the ticket has 
been created 

- 
Automatically assigned after 
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 

ATA Code 
Select helicopter’s ATA Code from the dropdown 
list 

Yes 
Dropdown list. It is possible 
to search typing a record. 

Parent Ticket 
It is automatically filled with the ID Document of 
the ticket that has been converted. 

No 
Automatically filled when a 
document linked to a ticket is 
rejected. 
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Field Name Description Mandatory Notes 

Child Ticket 
It is automatically filled with the ID Document of 
the ticket that has been created from the original 
ticket. 

No 
Automatically filled when a 
document linked to a ticket is 
rejected. 

Attachments 
Here it is possible to add attachments. 
Attachments can be added only after the first save. 

No 
Choose files to be uploaded 
or drag and drop 

 

Helicopter Identification 

 

Field Name Description Mandatory Notes 

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

H/C Serial Number or Tail 
Number 

Select the helicopter Serial Number or Tail Number No Dropdown list 

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 

On (Date) 
It is the date when the flight hours have been 
registered 

Yes Selection from calendar 

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

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

No Yes/No selection 

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 

 

Field Name Description Mandatory Notes 

Part Number Helicopter part number affected by the issue No 

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 

Component F/H Amount of flight hours for the component 
Yes, if Component 
S/N has been filled. 

Text field 

On (Date) 
It is the date when the flight hours have been 
registered 

Yes, if Component 
S/N has been filled 

Selection date from calendar 

 

Due Date & Involved Users 

 

Field Name Description Mandatory Notes 

Requested Due Date Due date for the ticket Yes Selection from calendar 

Priority Select a priority for the ticket Yes 

Dropdown list.  2 options available: 

• HIGH 

• Routine 

Involved Users for this 
Query  

Contacts to be informed through an email 
about the issue 

No 
To add new records, the ticket must 
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.  

 

 

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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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: 



 
 

 

 

41 
 
 

 

 

 

 

- 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.  

 

 

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.  

 

The mandatory data are: 

o Damaged Part Number 

o Part Number Flight Hours 

o Component S/N 

o F/H (of the damaged part) 

o Type of damage 

o Position - LH (side) or RH (side); if both please open as suggested a dedicated Technical Query 

o Unit of Measure (to describe the damage) 

o Dimension width 

o Dimension length 

o Dimension depth 

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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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. 

 



 
 

 

 

44 
 
 

 

 

 

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

or through drag & drop. 

 

 

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). 

 

 

 

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. 



 
 

 

 

45 
 
 

 

 

 

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. 

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 file. 

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. 

 

 

The task contains the following details: 

▪ Task ID 

▪ Category (E.g. Reliability, Repair DWG/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. 

 

 

 
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. 

 
 

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 CSR FOC 
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. 
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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. 

 

 

 

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.  

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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- 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) 

o H/C Serial Number (Serial number of the Helicopter) 

o Ticket Status 

o 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 CSR FOC tickets. 
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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 

 

Field Name Description Mandatory Notes 

Topic 
Ticket’s topic (E.g. Material, Technical, 
On Site Support) 

No Dropdown list 

Subtopic 
Ticket’s subtopic (E.g. Material, Product, 
Spares etc..) 

No 
Dropdown list, options subset based on 
the selected topic 

Issue 
Ticket’s issue (E.g. Missing Documents, 
Supply etc..) 

No 
Dropdown list, options subset based on 
the selected sub-topic 

 

Query Description 
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Field Name Description Mandatory Notes 

Document ID  
ID number given by the system once the 
ticket has been created 

- 
Automatically assigned after clicking on 
“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 helicopter’s ATA Code from the 
dropdown list 

Yes 
Dropdown list. It is possible to search 
typing a record.   

Parent Ticket 
It is automatically filled with the ID Document 
of the ticket that has been converted. 

No 
Automatically filled when: 

• a CSR FOC is converted to a 
Technical Query. 
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Field Name Description Mandatory Notes 

• When a document linked to a ticket 
is rejected. 

Child Ticket 
It is automatically filled with the ID Document 
of the ticket that has been created from the 
original ticket. 

No 

Automatically filled when: 

• a CSR FOC is converted to a 
Technical Query. 

• When a document linked to a ticket 
is rejected. 

Attachments 
Here it is possible to add attachments. 
Attachments can be added only after the first 
save. 

No 
Choose files to be uploaded or drag and 
drop 

 

Helicopter Identification 

 

Field Name Description Mandatory Notes 

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

H/C Serial Number or 
Tail Number 

Select the helicopter Serial Number or Tail Number No Dropdown list 

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 

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

Add F/H Button to insert Flight Hours and update date No 

Clicking the button 
unlocks the F/H 
Helicopter and Flight 
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 

 

 

Field Name Description Mandatory Notes 

Part Number 
Helicopter part number affected by the 
issue 

No 

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 

Component F/H Amount of flight hours for the component  
Yes, if Component 
S/N has been filled. 

Text field 

On (Date) 
It is the date when the flight hours have 
been registered 

Yes, if Component 
S/N has been filled 

Selection date from calendar 

 

 

Due Date & Involved Users 

 

Field Name Description Mandatory Notes 

Requested Due Date Due date for the ticket Yes Selection from calendar 

Priority Select a priority for the ticket Yes 
Dropdown list. 1 item available: 

• AOG 

Involved Users for this 
Query  

Contacts to be informed through an email about 
the issue 

No 
To add new records, the ticket 
must be saved as draft first 
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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.  

 

 

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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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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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. 

 

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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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). 

 

 

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. 

 

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. 

 

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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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. 

 
 

The task contains the following details: 

▪ Task ID 

▪ Category (E.g. Reliability, Repair DWG/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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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. 
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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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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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- 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. 

 

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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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 

 

Field Name Description Mandatory Notes 

Topic 
Ticket’s topic (E.g. Commercial, Customer, Process 
etc…) No Dropdown list 

Subtopic 
Ticket’s subtopic (E.g. Material, Finance, Security 
etc..) No 

Dropdown list, options subset based on 
the selected topic 

Issue Ticket’s issue (E.g. Budget, Improvement etc..) No 
Dropdown list, options subset based on 
the selected sub-topic 

 

Query Description 
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Field Name Description Mandatory Notes 

Document ID  
ID number given by the system once the ticket has 
been created 

- Automatically assigned after 
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 

Parent Ticket 
It is automatically filled with the ID Document of 
the ticket that generated the current one 

No 
Automatically filled when a 
document linked to a ticket is 
rejected. 

Child Ticket 
It is automatically filled with the ID Document of 
the ticket that has been created from the original 
ticket. 

No 
Automatically filled when a 
document linked to a ticket is 
rejected. 

Attachments 
Here it is possible to add attachments. Attachments 
can be added only after the first save. 

No 
Choose files to be uploaded or drag 
and drop function available  

Due Date & Involved Users 
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Field Name Description Mandatory Notes 

Requested Due Date Due date for the ticket Yes 
Selection from calendar. Automatically 
proposed when the priority is selected. 

Priority Select a priority for the ticket Yes 

Dropdown list. 3 items available: 

• AOG 

• Routine 

• URG 
 

Involved Users for this 
Query  

Contacts to be informed through 
an email about the issue 

No 
To add new records, the ticket 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. 

 

 

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

or through drag & drop. 

 

 

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). 

 

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.  

o 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. 

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 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. 

 
 

 

 

 

The task contains the following details: 

▪ Task ID 

▪ 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. 
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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. 

 
 

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 



 
 

 

 

74 
 
 

 

 

 

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. 

 

 

 

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.  

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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- 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) 

o H/C Serial Number (Serial number of the Helicopter) 

o Ticket Status 

o 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. 
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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” 

 

 

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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Field Name Description Mandatory Notes 

Topic 
Ticket’s topic (E.g. Customer 
Service, Material/delivery) 

No Dropdown list 

Subtopic 
Ticket’s subtopic (E.g. Support, 
Product, Logistics etc..) No 

Dropdown list, options subset based on the 
selected topic 

Issue 
Ticket’s issue (E.g. Performance, 
Data Issue etc..) 

No 
Dropdown list, options subset based on the 
selected sub-topic 

 

 

 

 

 

 

 

 

 

Query Description 
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Field Name Description Mandatory Notes 

Document ID  
ID number given by the system once the ticket has been 
created 

- 
Automatically assigned 
after clicking on “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 
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Field Name Description Mandatory Notes 

ATA Code Select helicopter’s ATA Code from the dropdown list Yes 
Dropdown list. It is 
possible to search typing a 
record. 

Parent Ticket 
It is automatically filled with the ID Document of the ticket 
that has been converted. 

No 

Automatically filled when 
the ticket is generated 
from a Completed 
Rejected previous ticket. 

Child Ticket 
It is automatically filled with the ID Document of the ticket 
that has been created from the original ticket. 

No 
Automatically filled when 
a completed ticket is 
rejected by the customer. 

Feedback Type 

The user must select the most appropriate cluster to 
categorize the ticket, selecting from the list: 

• Complaint 

• Concern 

• Positive FB 

• Opportunity 

• Routine 

Yes Drop-down list 

Attachments 
Here it is possible to add attachments. Attachments can be 
added only after the first save. 

No 
Choose files to be 
uploaded or drag and drop 

 

Helicopter Identification 

 

Field Name Description Mandatory Notes 

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

H/C Serial Number 
or Tail Number 

Select the helicopter Serial Number or Tail Number No Dropdown list 

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 

Add F/H Button to insert Flight Hours and the last date No 
The button unlocks the 
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 

 

 

Field Name Description Mandatory Notes 

Part Number 
Helicopter part number affected by the 
issue 

No 

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 

Component F/H Amount of flight hours of the component  
Yes, if Component S/N 
has been filled. 

Text field 

On (Date) Last flight hours update date 
Yes, if Component S/N 
has been filled 

Selection date from calendar 

 

Logistic Data 

 

Field Name Description Mandatory Notes 

Sales Order 
Number 

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 
search function or selecting from the list, with the 
possibility to apply filters. 

No -  
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Field Name Description Mandatory Notes 

Sales Order 
Item 

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. 

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 

 

Field Name Description Mandatory Notes 

Requested Due Date Due date for the ticket Yes Selection from calendar 

Priority Select a priority for the ticket Yes 

Dropdown list. 3 items available: 

• AOG 

• Routine 

• URG 
 

Involved Users for 
this Query  

Contacts to be informed through an email 
about the issue 

No 
To add new records, the ticket 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. 

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. 
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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. 
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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” 

 

 

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

or through drag & drop. 

 

 

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). 



 
 

 

 

85 
 
 

 

 

 

 

 

 

 

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. 

 
 

The task contains the following details: 

▪ Task ID 

▪ Category (E.g. Reliability, Repair DWG/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. 

 

 

 
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 



 
 

 

 

88 
 
 

 

 

 

the related buttons situated at the bottom of the page, highlighting if the solution provided is 

considered appropriate or not. 

 
 

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:  

• 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;  

• 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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• 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;  

• 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. 

 

 

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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- 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) 

o H/C Serial Number (Serial number of the Helicopter) 

o Ticket Status 

o 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. 
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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” 

 

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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Field Name Description Mandatory Notes 

Topic Ticket’s topic (E.g. Publications) No Dropdown list 

Subtopic 
Ticket’s subtopic (E.g. Operative, Maintenance, 
Service Bulletin) No 

Dropdown list, options subset based on 
the selected topic 

Issue Ticket’s issue (E.g. Clarification, Discrepancy etc..) No 
Dropdown list, options subset based on 
the selected sub-topic 

 

Query Description 
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Field Name Description Mandatory Notes 

Document ID 
ID number given by the system once the 
ticket has been created 

- 
Automatically assigned after clicking on 
“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 helicopter’s ATA Code from the 
dropdown list 

Yes 
Dropdown list. It is possible search typing 
a record.   

Parent Ticket 
It is automatically filled with the ID 
Document of the ticket that has been 
converted. 

No 

Automatically filled when: 

• When a Technical Publication Query 
is converted to a Technical Query. 

• When a document linked to a ticket 
is rejected. 

Child Ticket 
It is automatically filled with the ID 
Document of the ticket that has been 
created from the original ticket. 

No 

Automatically filled when: 

• When a Technical Publication Query 
is converted to a Technical Query. 

• When a document linked to a ticket 
is rejected. 

Attachments 
Here it is possible to add attachments. 
Attachments can be added only after the 
first save. 

No 
Choose files to be uploaded or drag and 
drop  

 

Helicopter Identification 

 

Field Name Description Mandatory Notes 
H/C Model Select the helicopter model code Yes Dropdown list 
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Field Name Description Mandatory Notes 

H/C Serial Number or 
Tail Number 

Select the helicopter Serial Number or Tail Number No Dropdown list 

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) 
Date 

It is the date when the flight hours have been registered Yes Selection from calendar 

Add F/H Button to insert Flight Hours and date No 
The button unlocks the F/H 
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 

 

Field Name Description Mandatory Notes 

Technical Publication 
Select the name of the technical 
publication object of the issue 

Yes, if Data Module Code is not 
Fulfilled 

- 

Data Module Code -  
Yes, if Technical Publication 
Code is not Fulfilled 

- 

Affected Issue 
Number identifying the revision 
of the object of the ticket 

No - 

Affected Revision 
Number identifying the issue 
number object of the ticket 

No - 

IETP Issue 
Date in which the IETP was 
Issued 

No - 

 

Involved Users for This Query 
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Field Name Description Mandatory Notes 

Involved Users for 
this Query  

Contacts to be informed through an email about the 
issue 

No 
To add new records, the ticket 
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. 

 

 

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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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” 
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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. 

 

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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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). 

 

 

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. 

 

 

The task contains the following details: 

▪ Task ID 

▪ Category (E.g. Reliability, Repair DWG/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. 

 

 

 
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. 

 
 

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. 

 

 

 

2.3.6 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. 

 

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

 

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. 



 
 

 

 

103 
 
 

 

 

 

 

- 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. 

 

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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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 



 
 

 

 

105 
 
 

 

 

 

 

 

Field Name Description Mandatory Notes 

Document ID 
Unique Identification Code related to the 
ticket. 

- Automatically filled 

Status Reason Ticket’s current status. - 
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 

 

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 

 

Field Name Description Mandatory Notes 

Helicopter S/N 
Unique Serial Number of the 
helicopter. 

Yes 
Selection from a list of the Serial Numbers 
correspondent to helicopters owned. 

Part Number 
Code that identifies the part object 
of the ticket. 

No 
To insert a Part Number the user can click on the 
lens and then add records by selecting from the 
part number list or by using the search function. 

Helicopter Line 
Helicopter Line correspondent to 
the selected Helicopter 

No 
The field will be automatically filled when a 
helicopter serial number is selected. 
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Field Name Description Mandatory Notes 

Component S/N 
Serial Number of the component 
object of the query 

No Text field 

Helicopter Model 
Helicopter Model of the selected 
Helicopter 

No 
The field will be automatically filled when a 
helicopter serial number is selected. 

Note/Description 
Description of the issue that caused 
the generation of the ticket 

Yes Text field 

Service Bulletin ID 
Unique identification code of the 
bulletin object of the ticket 

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

Revision 
Code identifying the revision of the 
document 

Yes Drop-down list 

Total Flight Hours 
Amount of the total flight hours 
registered for the helicopter 

Yes 
Must be registered in sexagesimal format 
(additional information regarding the notation to 
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. 

 

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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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. 

 

 

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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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. 

 

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.  

 

 

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. 

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

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. 

 

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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- 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. 

 

 

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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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 

 

Field Name Description Mandatory Notes 

Document ID 
Unique Identification Code related to the 
ticket. 

Yes Automatically filled 

Status Reason Ticket’s current status. - 
Automatically filled. When clicking on 
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: 

 

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.
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Field Name Description Mandatory Notes 

Helicopter S/N 
Unique Serial Number of the 
helicopter. 

Yes 
Selection from a list of the Serial Numbers 
correspondent to helicopters owned. 

Helicopter Model 
Helicopter Model correspondent to 
the selected Helicopter 

Yes 
The field will be automatically filled when 
a helicopter serial number is selected. 

Helicopter Line 
Helicopter Line correspondent to the 
selected Helicopter 

No 
The field will be automatically filled when 
a helicopter serial number is selected 

Service Plan Contract N°  
Unique Identification Code of the 
Service Plan contract 

No Automatically filled 

PO Number 
Code of the Purchase Order related to 
the record. 

No Text Field 

Invoice Number Invoice number No 
Automatically filled after Leonardo has 
addressed the ticket 

SAP Document ID Identification code used in SAP No 
Automatically filled 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 

Helicopter Total Flight 
Time (Since Delivery) 

Amount of flight hours registered 
since first helicopter delivery to the 
client 

Yes Text Field 

Helicopter Flight Time 
(During Reporting Period) 

Amount of flight hours registered 
during the reporting period specified 

Yes 

For some helicopter contracts, this field is 
locked, and the user must fill two 
additional fields called Helicopter Flight 
Time Below and Helicopter Flight Time 
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 

Helicopter Flight Time 
Below 

The Helicopter Flight Ours below a 
defined height threshold 

Yes 

This field will be displayed only in special 
contracts that require this additional 
information. The sum of Helicopter Flight 
Time Above and Below is used to calculate 
total flight time 

Helicopter Flight Time 
Above 

The Helicopter Flight Ours above a 
defined height threshold 

Yes 

This field will be displayed only in special 
contracts that require this additional 
information. The sum of Helicopter Flight 
Time Above and Below is used to calculate 
total flight time 

Total Amount of Landings 
(During Reporting Period) 

Number of landings performed by the 
helicopter during the reporting period 
specified 

No Text Field 

Optional Kit 
Indicates whether the aircraft 
features an optional kit or not 

Yes Radio button selection 

Optional Kit # 
If the optional kit field is set on yes, it 
is possible to add a maximum of 5 
kits, with related descriptions 

No Text Field 

Optional Kit # Description 
If the optional kit field is set on yes, it 
is possible to add a maximum of 5 
kits, with related descriptions 

No Text Field 

 

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. 

 

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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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. 

 

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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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. 
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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. 

 

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. 

 

 

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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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. 

 

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 

Operator Type 
Indicated the typology of operator that utilizes the Helicopter  
(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”. 

 

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. 

 

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.  

 

 

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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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 
Selection through drop 
down list 

Week N. 
Number that identifies the reference week of the selected 
year 

Yes 
Selection through drop 
down list 

Starting On Starting day of the selected week No 

Automatically filled based 
on the Year and Week N. 
selected. Monday is used as 
first day of the week. 

Ending On Ending day of the selected week No 

Automatically filled based 
on the Year and Week N. 
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 
Other Reason 

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

Yes, if there 
are days down 

Number between 0 and 7 

Days Down Due to 
Scheduled Maintenance 

Day Down during the reference week, due to a scheduled 
maintenance 

Yes, if there 
are days down 

Number between 0 and 7 

Days Down to Logistic 
Spares 

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

Yes, if there 
are days down 

Number between 0 and 7 

Days Down Due to 
Unscheduled 
Maintenance 

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

Yes, if there 
are days down Number between 0 and 7 

Downtime Reason Brief description of the reason that caused a downtime 

Yes, if there 
are days down 
due to other 
reason 

Text Field 

TSN - No Text Field 

Landings Number of landings performed during the reference period No Text Field 

Dispatch (%) 

Percentage of dispatch time, calculated as: 
 
𝐷𝑎𝑦𝑠 𝑈𝑝 +  𝐷𝑎𝑦𝑠 𝐷𝑜𝑤𝑛 𝐷𝑢𝑒 𝑡𝑜 𝑆𝑐ℎ𝑒𝑑𝑢𝑙𝑒𝑑 𝑀𝑎𝑖𝑛𝑡𝑒𝑛𝑎𝑛𝑐𝑒 

 𝑇𝑂𝑇 𝑊𝑒𝑒𝑘𝑑𝑎𝑦𝑠
 

 

No 

Automatically Filled. It is 
updated when the total sum 
of the days up and the days 
down is equal to 7 

Operational (%) 

Percentage of operational time, calculated as: 
 

𝐷𝑎𝑦𝑠 𝑈𝑝

 𝑇𝑂𝑇 𝑊𝑒𝑒𝑘𝑑𝑎𝑦𝑠
 

 

No 

Automatically Filled. It is 
updated when the total sum 
of the days up and the days 
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. 

• 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. 

• Download: clicking on the XLS icon, it is possible to download the logbook serialized 
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Here below you can find an 

examples of: DLB P7M 

 

 
Equipment List (EQL) 

 

 

Life Limits Parts (LLP) 
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CHART A 

 

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. 

 

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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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. 
 

 
‐ 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, Equipment List 
and CHART “A” (includes kits and service bulletin applied on the helicopter). 

 

 

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 

To create a new ticket, the user must click on the “New” button in the “Logbook As Maintained” 
section of “Logbooks”. 
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Below there is a brief description of the fields showed in this page: 
 

Field Name Description Mandatory Notes 

Document ID 
ID number given by the system once the ticket has 
been created 

‐ 
Automatically assigned after 
clicking on “Save as Draft”. 

Contact 
It is automatically filled with Customer Contact 
name 

Yes Automatically Filled 

 

Status Reason 
 

Current status of the ticket 
 

No 
Allows users to understand 
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, 
AW189,AW169...) 

No 
Dropdown list. It is possible 
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. 
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Upload file – Logbook As Maintained 

 

 

 
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. 

 

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

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. 

 

 

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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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. 
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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. 

 

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. 

 

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. 

 

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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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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For each Publication the portal shows a set of general data in order to easily identify the publication the user 

is interested in: 

 

Field Description 
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: 

 



 
 

 

 

140 
 
 

 

 

 

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. 

 

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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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 Illustrated 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. 

 

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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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. 

 

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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The details displayed are: 

• Publication code 

• Publication name 

• Helicopter Model the publication refers to 

• Expiring date of the subscription 

2.7 My Software 
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. 
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It is possible to search a software by keyword or to filter by helicopter models owned by the client.

 

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 

 

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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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  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: 

• Helicopter Model 

• Revision Date  

The user can also search software by keyword and export programs’ list in excel format. 
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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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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: 

• File description 

• Software version 

• Notes → Visible only if the Customer related to the contact is a Military Client. 

• 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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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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3. Members should post in a way that is respectful of other Members. Flaming or abusing Members in 

any way will not be tolerated. 

4. Members may not suggest or encourage illegal activity. 

5.  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. 

6. Members should remember this board is aimed at a general audience. Posting offensive text, images, 

links, etc. will not be tolerated. 

7. 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. 

8. Members are asked only to post in English. 

9. 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. 

10. 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. 

11. Private messaging is not allowed. 

12. Posts have an internal length; it is required to have a message of minimum length of 10 characters and 

a maximum of 500 characters. 

13. Attachments maximum dimension allowed: 20 Mg; only .pdf, .jpg and .bmp files can be attached.   

14. Banning: The Moderator can, without any pre-alert, ban a member. 

15. 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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To open a thread, click on its name. The page will show all the posts within the thread. For each post you can 

see:  

• Post title  

• Author 

• Date and time when it was published 

• Content  

A post containing a document will show the symbol  
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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. 

 

 

Suggest a Thread 

Portal users have the possibility to suggest a thread to Leonardo.  

Click on “Suggest Thread”. 
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Fill the fields in the following form. 

• Name: suggested Thread’s name 

• 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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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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Performance Monitoring 

This section features the tab “Company Identification” that provides basic information regarding the service 

Centre: name, last update date and country 

  

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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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. 

 

 

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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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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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.  

 

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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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: 

• My Profile 

• User Management 

• Billing Address 

• Contracts 

• Shipping Address 

 

 

 

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. 

 

 

In the following sections are shown the information about the user portal account and his personal data.  
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Company Identification 

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 Description 

Registration Number/VAT - 

Status Account Status of Leonardo Account 

Data Agreement Expiring Date - 

 

Account Information 

Here is possible to view information about user account 

Field Name Description 

Username - 

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. 

Field Name Description 

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”.  

 

The following screen shows the current personal information. 
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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: 

• Edit: user can view and edit section and fields 

• Read: user can view section and fields  

• 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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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. 

 

 

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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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, 
Delete 
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View User Information 

Click on the Username to view all the information about the user, included portal section permission. 
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User Management 

Click on the three red dots in the last column do expand some user management options: 

• Edit 

• Extend access 

• Send credentials 

• Delete 
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Edit 

From this tab is possible to edit user data, information and permissions. 

Bio 
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Field Name Editable 

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 

 

Field Name Mandatory 

Street Yes 

Street Number No 

Postal/ZIP Code Yes 

City Yes 

Country Yes 

Region Yes 

 

Contacts 
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Field Name Mandatory 

Email Yes 

Mobile Phone* Yes 

Fax No 

Telephone* Yes 

 

*At list one of the Phone fields has to be fulfilled 

References 

 

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 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: 

• Edit: user can view and edit section and fields 

• Read: user can view section and fields  

• Hidden: user can’t view the section 
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Click “Save” to submit or “Cancel” to go back. 

 

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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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 

 

Field Name Mandatory 

First Name Yes 

Last Name Yes 
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Field Name Mandatory 

Role Yes 

Department Yes 

Username Automatically filled 

  

Address 

 

Field Name Mandatory 

Street Yes 

Street Number No 

Postal/ZIP Code Yes 

City Yes 

Country Yes 

Region Yes 

 

 

Contacts 
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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 

 

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 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: 

• Edit: user can view and edit section and fields 

• Read: user can view section and fields  

• Hidden: user can’t view the section 
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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: 

• Company Name 

• Billing Address 

• Phone 

• Email 

 

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. 

 

 

2.12.4 Contracts 
This section shows the contracts signed by the company and the linked information. 

It is possible to search a contract by keyword and to filter by Contract Name, Contract Expire Date and Fleet.  
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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. 

 

 

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. 
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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. 

 

To visualize the content of a F.A.Q. just click on it.  
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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. 

 

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. 

 

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. 

 

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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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. 

  

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. 

 

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. 
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In every graph or table, it is possible to press the  to expand it in full screen mode. After doing so, press 

“Back to report” to return to the previous page. 

 

 

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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- Select Show as table to visualize the graph alongside a table contained the related underlying values 

 

 

- Select Spotlight to visualize in foreground only the selected element while the others turn grey. 
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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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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…) 
- Ata Code 
- Product N° 
- Priority (E.g. AOG, HIGH, ROUTINE, etc...) 
- H/C Line 
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- H/C Model 

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. 

 

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…) 
- Ata Code 
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- Product N° 
- Priority (E.g. AOG, HIGH, ROUTINE, etc..) 
- H/C Line 
- 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. 

 

 

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/C Line 
- 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. 

 

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/C Line 
- 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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FOC DSA 

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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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/C Line 
- 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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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/C Line 
- 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. 
 

 

 



 
 

 

 

198 
 
 

 

 

 

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. 

 

 

 

The fields of the table are: 

- H/C Serial Number 

- H/C Tail Number 

- H/C Line 

- 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 



 
 

 

 

199 
 
 

 

 

 

- 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. 

 

 

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. 

 

 

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. 

 

In the Store footer it will be possible to download the Store User Guide by clicking on “User Guide”. 

 

 

 


