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1 E-Helpdesk - AO Perspective

/& The following instructions focus on the creation of an E-Helpdesk request by AO.

Please refer to the complete User Manual for additional information on the E-Helpdesk functions.

The purpose of the E-Helpdesk is to reduce the amount of telephone calls to the Network Manager Operations Centre Helpdesk for
slot improvements, extensions and information, in order to :

lower the waiting time for the clients in receiving a reply on their requests,
* free up telephones for other operational issues.

@‘ Note: Requests can be created from the E-Helpdesk Portlet, or from the Flight List Portlet.

Connect to the Portal

You will need to connect to the Protected Portal in order to use the E-Helpdesk. This is the URL to be used:

https://www.nm.eurocontrol.int/PORTAL/gateway/spec/index.html

Enter your credentials (UserName and Passcode) on the Login Page:

UserlName

Passcode (RSA SecurlD)

Login Problems

A new screen appears, prompting you to select the Role and Domain values to be used:

Select a role and a domain ~ Role: =NOMNE= » [Domain: zNONE= GO

Select the appropriate values and click on the Go button.

Create a Request from the E-Helpdesk Portlet

From the now available NOP Portal, locate the following Portlet and click on the Open link:

Click on Open to ask for Metwork Manager Operations Centre
(MM s assistance with regard to Flow Management issues
or CTOT.

This opens a Detached View similar to the one below:
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Note the three green sections, each one giving access to a specific view: QUERY, MASTER and DETAILS.

In the MASTER View, expanded by default, a table lists the requests already created by other airlines.

Three buttons are proposed on top of this table: Refresh, Create and Setup.

2. Create

Click on the

P

Create  button to launch the E-Helpdesk AO Submit Detached View:

g NOP

ARCID | ADES I0BD
Iype
Text
Remaining Characters: 300
Submit

2 EUROCONTROL 2016

nop.office@eurocontrolint

E-Helpdesk explanations

The ARCID, EOBT and TYPE fields are all three mandatory - the other may help you refine your
query.

You need to fill in the relevant fields and indicate the type of request. Click on the TYPE field to do so, and navigate in the proposed

arborescence down to the desired type and finally click on its label to select it:
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Reguest for Improvement
Request for Extension

ls the flight departing an A-CDM airport (CHMYNOP AT column shows C)?
Yes. If your flight is pre-sequenced (s in AITTOT column) or off-blocks (a in AITTOT column) call the TV

No. The flight does not depart an A-CDM airport (CHMUNOP AT column shows S or T
Has this flight been extended before?
[E)] Mo. Select one of the reazons below. Maximum extension will be 10 minutes and only once per flight.

Request extension due to late pax

Request extension due to remova

Request extension due to lost ba

Request extension due to removal of bags

Request extension due to replacement of crew

Request extension due to sick or late crew

Request extension as an unwanted late improvement has been received
Request extension as ATC will not release

Request extension due to de-icing

As your request is completed (note that the Type has been added too), click on the Submit button to get the Requests list:

ARCID THY8CG EOBT 0830 ADEP LTAC ADES EDDF 108D 1071117

Type Regquest extension due to removal of pax
Text
Plz allow 10 minutes delay due to late pax

Remaining Characters: 258

Refresh

The newly created request should now appear in the list. The list automatically refreshes every 60 seconds. You can bypass this by
clicking on the Refresh button and see your submission added to the list:

Refresh Create Zetup

I-IM-‘.L'ID !hDEP !.a.nzs E&nTir_"rﬂT REGUL+ nu.ismz Submitted :La:1ﬂe:;-:-n:.rl'5|.-n|=rﬂl
Interest

w Request exlension due to removal of pax o) THYBDG LTAC EDDF 0B = Submited | CFUU 1011217

T
Request extension due to removal of pax B TRAS2G LFUH EHAM 0B:25 08:33 EHAMAICGM 0 & Responded TRAAOCC 1001172017 10112017
0E:34 0838

Dlamuaet mmeo ramant fn_mainbin eebadbs o, VWFFEHIL_FrSEAF L HRE AR 0045 WESE A0 A5 el Darnendad W0 AOCT_ANAR0AT AAAFIAT

Recall

A request submitted by mistake can be recalled, by means of a Recall button available to all flights whose Status is still
'Submitted'. Such a recalled flight cannot be seen anymore by other ANUs - but is still visible (however not editable) by Network
Operations.

When relevant, the Recall button is located in the Details section:
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Refresh Create Setup
REGUL+ |DLA |State

JAF21Y EBBR KMIA 12:15

- DETAILS
Submitter sph Submission Time 14112017 12:46  ARCID JAF217  ADEP EBBR  ADES KMI&  EOBT 12115  CTOT
TYPE Slot (CTO) swap reguest with different OPR. | certify that | have coordinated and agreed with the other OPR. State the other callsign
Text
Response Time Userip X[ Au[]

Recall

Create a Request From the Flight List

Go to the Flight List details (different ways may get you there - see the Flight List - Aircraft Operator (on-line
documentation) section for details), check the desired flight and click on the = E-Helpilesk  button:

arget Date 10/11/2017§

D (Tactical)
|ARCID ‘ |Aerodrome | |Aerodrome 5et| |Aircraft 0peratnr| |Airspac:e ‘ | Pc-int| | Regulation | ‘ Traf
Operator: THY Traffic Type: Traffic Load ~ Entry - WEF: 0800 UNT: 1000

Comparewrth:\:\ D.TimeThreshoId:D D. LevelThreshold:lCl D. PosThreshoId:D

10/11/2017 09:49:51 - 62 Flights
Compute Impacted Plot Selector Update Delay

E-Helpdesk
Flights Evita
aves oI IR JoBT LV ulECTOT i s fcL ATTTOT AT 08T 1

U A 3T

Plot Selected Collapse
Flights All

| | fro [stajaRc Jarvelem

[ » 05004 THYFAR B738 TICJYF

[T ¥ 09024 THY3PX A320 TCJBJ LTAl A (330 10-08:45 +12:45 | |09:05E Nl 0%:02 |5
P 09034 THYS8CG BY3é TCJVI LTAC EDDF A 360 10-08:30 +12:30 08:35E F1 0%:03 5 |
b 09:03A THY3EH A320 TCJPF |LTF) |LFPG A 380 10-08:45 +12:45 05:00E fl 0%9:03 |5

The same E-Helpdesk AO SubmitAO Submit Detached View opens, with all the relevant data already filled in - you will only need
to specify the TYPE and add some comment in the Text field to complete your request:

ARCID THY8CG EOBT 0230 ADEP LTAC ADES EDDF I0BD 1041117

Type
Text

Remaining Characters: 300

Submit

When done, click on the Submit button to get the Requests list.
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