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1. Introduction

The purpose of this document is to provide basic guidance on how to raise issues via the Cellnex UK
Service Desk. This service desk utilises the power of Atlassian’s Jira tool —a modern and flexible
Service Desk experience that aims to streamline customer requests whilst boosting our efficiency in
meeting their demands.

This guide will cover the most common uses of the tool and presents them as an easy to follow step-
by-step guide along with screenshots and examples. For the purposes of this document we have
provided examples related to Site Access but the same principles can be applied to most other issue
types.
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2. Getting Started

In most cases, your account will have been set up for you and you will have received an email from
our service desk advising how to create your password. The instructions below are to create a new
account from the Portal so you are able to start raising requests with the team.

To access the Cellnex UK Service Desk Portal please follow this link
https://towerco.atlassian.net/servicedesk/customer/portal/4

You will then be directed to a page instructing you to ‘log in” or to ‘sign up’ as shown in Figure 1,
below.

towerco.atlassiannet k i tnation t %

cellnex”

To log in: Enter
your email
address here and
follow the
onscreen

. . Log in to Celinex
instructions

If you do not have [ e ]
an account, click
Noed an account” Sign up

here to sign up for
one.

Figure 1 Login Screen

Sign up

Sign up to view or comment on UK Service Desk
requests.

For security, we'll send a private sign up link.
Enter your email
address here
mail

Link” button to

receive your
joining
instructions

Already have an account? Log in

Figure 2 Sign Up Screen
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Once you have clicked the Send Link, you will then receive an email similar to that shown below in

Figure 3:

Follow the link
contained within
the email and

follow the
onscreen
instructions

< B @ 8 -
Finish signing up to Celinex mee« o

‘ Celinen 25 S @

Almost done!

Follow the link below 10 finish signing up to Celinex. For security, don't share this link with anyone

\"s’*\!.mr' Lo atlassan net/servicedesk/customer/user/compiete - sanup 2wt =gy JOe XAIOLIKY1
o N L l 19 2v 200 R Y2NIOOY TOuMTIY WivYigaZ

TEWNWZmZ DVIZWImY 2Vmiiz YowNGF IMTERNDIOM2IAM T UwOWMZOGMAMZADYZU 2!

MiaXNZlioc 2V vam R ' ]

HQIONSIAXNICHSHEZM T U asiZ X haed XU USHOMM T YwM TYZMI YNy JSLC Jle

ﬂ““‘Ql: INTY INzZE MCs

VIFEIzIhUhDanhefsamnSS4 ]

Powered by Jira Service Desk
https.//wyon atlassian comysoftware ra‘service-desk/powered-by?utm_mediums=jira-in-product

anten erc

Figure 3 Sign Up Email



2.1 Main Menu

Once logged into the portal, you can raise a number of different request types. This section will
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describe what each of those request types are and what information is required. Figure 4, below,

shows the main menu:

XX

cellnex™

Cellnex / UK Service Desk

UK Service Desk

Welcome! You can raise a UK Service Desk request from the options provided.

Y Contact us about

Site Access
Permit Update Requests, Site Access Issue, Site Provider / Landlord Query, Site Location
Issues, Facilities Issue, Member of the Public

SHE - Safety Health and Environment

Event Report (Unsafe Conditions & Acts, Near Misses, Incidents and Accident reporting),
SHE General Health and Safety Enquiry, Asbestos Enquiry Form, Mental Health Event Report,
Investigation Report

Accreditation - Please be aware we no longer accept the old Argiva Forms
Keys, Get Accredited - Telecoms (On Tower UK Ltd), One off permit, Security Vetting,
Updates/Other

Small Cells
Small Cells Request

Powered by 4 Jira Service Desk

v

Figure 4 Main Menu

1. Site Access — this option should be used:

a.
b.

When requesting an update to a permit request raised via our Gateway system
When there is an issue gaining access to a site or with the approved permit e.g.
missing or inaccurate information
If you are a Site Provider or Landlord and have a specific query or issue relating to
your site or about access provisions on your site
If you are unable to locate a site or the given location of a site on your permit is

If you have a maintenance issue that requires the attention of our Facilities team
If you are a member of the public seeking assistance
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2. SHE - Safety, Health & Environment — this option should be used if you are wanting to
report any issues that relate to Health & Safety on site such as unsafe conditions, near
misses, accidents etc.

3. Accreditation — this option should be used:
a. If you are a new contractor requiring access to Cellnex sites and need to be
registered as an accredited company or contractor
b. If you require keys to access a specific site
For security vetting
d. To request one-off permits

4. Small Cells — this option should be used only if you are experiencing issues with your Hosted
Location (Lamppost) or Connected Street Infrastructure (Fibre) Small Cells. This section can
be used to either request our contractors visit the site or to arrange a joint visit with one of
your engineers
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3. Creating a New Request

After selecting Site Access from the main menu, you are then presented with the options shown
below in Figure 5. For the purposes of this document, we will walk through the steps required to
create one request type in the Cellnex Service Desk system as these steps are consistent with other
request types in this section.

cellnex™
Celinex | UK Service Desk

UK Service Desk

Welcome! You can raise a UK Service Desk request from the options provided.

Contact us about

Site Access v

What can we help you with?

- Permit Update Requests

J Site Access Issue

‘ Site Provider / Landlord Query

o Site Location Issues °

i Facilities Issue

O Member of the Public 4

Figure 5 Site Access Menu

XX

Permit Update Request

Site Access Issue

Site Provider/ Landlord Query
Site Location Issues

Facilities Issue

Member of the Public

ok wnNPE
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Figures 6 & 7 below walk through each of the fields that are required to submit a new Site Access

Request. In these examples, we have used the Permit Update Request to illustrate the process.

1. If you wish to
change your selection,
you may do so here

2. This shows the
request type selected
on the previous
screen

3. This field displays
your username and
email address

4. For this request
type, the Permit
Request ID is

mandated as the
Service Desk Team
will be unable to
locate the Permit

cellnex®

Celinex / UK Service Desk

UK Service Desk

Welcome! You can raise a UK Service Desk reguest from the options provided.

Contact us about

Site Access

What can we help you with?

& Permit Update Requests

Raise this request on behalf of *

/—. Sean Becks (sean.becks.ext@cellnextelecom.co.uk)

Permit Request ID*

56633322

Please provide summary of request *

Please provide a status update on this permit request

Suggested articles

@ Find access request on gateway
from UK Service Desk

@ How to view what has already been raised on the portal
from UK Service Desk

@ Finding a site on Gateway
from UK Service Desk

Figure 6 Permit Update Request Steps 1-5

5. In this field, you
should provide a high
level summary of your
query e.g. “Please
provide a status
update on this Permit

Request”

As you are typing in
this field, a number of
Knowledge Base
articles begin to
appear in the
“Suggested articles”
section below.




6. Please supply your

company name, here.

7. Please supply the
Cellnex Site ID here if
known

8. Please supply the
Cellnex Site ID here if
known

Fiease proviae any acgiuonai iNformauion -

Permit Request ID 55533322 was submitted on 28th September and the work is due to
start on 1st October. | have checked Gateway and the stats is RAMS Awaiting Approval.

Please can you provide a status update? Thanks

\ompany Name

JohnDoe Ltd

Site ID (if known)

\12345

Site Name

____— Huddersfield Tower

Attachment

Drag and drop files, paste screenshots, ‘owse

Browse

Cancel

Figure 7 Permit Update Request Steps 6-11

cellnex®
i o cavechity

9. In this field, please
describe the issue or
request fully,
including any

additional information
required e.g. Site ID’s,
Additional Permit
Request ID’s (up to a
maximum of 10)

10. If you wish to
attach a document or
image to the request,
you can either drag
the items here or,
alternatively, click the
Browse button to find
the associated files

11. Once you are
happy with the
details, click the Save

button to submit it to
our Service Desk or
Cancel to cancel it
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Once you have submitted a request you will automatically be emailed to notify you that the issue
has been logged and to provide you with your reference number. Please use this reference number
when contacting the Site Access team so that they are able to find your query quickly.

The following example shows what these emails look so you know what to expect:

TOW Reference is the
unique identifier for
this request. You

should quote this if
you call to follow up
or escalate your query

UK Service Desk
shows where it has
come from.
Sometimes this will be

the name of our
coordinator who is
managing your query

< B B a8 -
TOW-17274 Break in and damage to site 9319 T_

0 UK Service Desk 2% Seg “ e

eply above this ine

Thank you for your recent enguiry, we will come back to you with an update as soon as possible

if you are seeking an update on an active permit request, please continue to check Gateway.

[(Vihete )

(1] hites:/(xgate argova comm

View request: il lowerce atiassan nel/servcedesi/customern/portal/dTOW-172742
sda_source = noUNcItOn oMY

net/servicedesk/customer/Rortalld

JUZIIN

Turn off this request’s notifications: hilps
1 1 '

Powered by Jira Service Desk

"os A 36 4 r 3 3 e
MO PN W.AUES AN L0 20 S NASSER

m=iira-in-proguct

SOt _SOWCE=iGa Serce desk ema

The subject line will
match the summary

you provided when
submitting the
request
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5. How to Search for and Track Requests

Once of the main benefits of using this system is that you are able to see the status of your requests
in real-time and see any updates that our coordinators have placed on your tickets. This section will
explain how to track your requests and to provide an explanation of what each of the statuses mean.

Figure 5 highlights, in the red box, the area on the screen that will be used in this section:

cellnex™

Cetnex | UK Service Desk
UK Service Desk

Weicome! You can raise a UK Service Desk request from the options provided.
'V Contact us about

Site Access.
Permit Update Requests, Site Access issue, Site Provider / Landlord Query, Site Location >
tssues, Facilities Issue, Member of the Public

SHE - Safety Health and Environment

Fumnt Banart § inesfa Fondbinne & Arte Mase Mictae insidante snd Seridant mannrtined

Figure 8 Tracking Your Requests

Figure 6 shows this in closer detail

The magnifying glass

icon allows you to

carry out a search, \ Q e Requests

this is covered in

Section 4.1 / This section should be the

initials of the Username and

clicking here leads to your
account settings and will be

Figure 9 Close up View covered in Section 4.3

This section shows you the
number of open requests

that you have raised. This
is covered in Section 4.2
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4.1 Searching the Service Desk

After you have selected the 2 icon, you are presented with a bar across the top of your screen, as

shown in Figure 7, below, where it states “Find help and services”:

Find help and services

Figure 10 Searching the Service Desk

This is a dynamic free-text field that will begin searching the service desk as you type in what you are
looking for as per the example in figure 8:

permit requ|

ARTICLES

@ Find access request on gateway
from UK Service Desk

SEND A REQUEST ABOUT

- Permit Update Requests v
to UK Service Desk
Keys
m to UK Service Desk v
m Updates/Other v
to UK Service Desk
f Site Access Issue v
to UK Service Desk
m Event Report (Unsafe Conditions & Acts, Near Misses, Incidents... v
to UK Service Desk

Figure 11 Search Results

In this example, by starting to type permit request in the search the system has returned the most
relevant entries relating to that search
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4.2 My Requests

If you want to see updates your latest click on the section shown below. Note: the number in the
circle denotes the number of active requests that you have raised:

0 Requests

Figure 12 My Requests

Once you have clicked on the above, you will be presented with the following:

« CGIlD O

REQUESTS

Clicking here will show all
active requests raised by
yourself

Created by me (6 )

All

Clicking here will show all
other active requests that
you have permission to
view e.g. all issues raised
by your organisation

Figure 13 My Requests Sub-Menu

You can then select “Created by Me” to view your records as shown in Figure 11, overleaf.
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Celinex

Requests

Open requests

Created by me

WAITING FOR SUPPORT

WAITING FOR SUPPORT K Se e De Hope Dickens

Figure 14 Created by Me

Search box — this can be used to search for a specific word or number contained in any of
the tickets you have requested

Query List — this area contains the list of all requests that match the criteria selected in
options 3, 4 and 5. The headers are:
a. Type —this denotes the type of request that has been raised
b. Reference — this is a unique identifier that is associated to this request. If you were
to call our team, quoting this number would enable us to find your request quickly.
c. Summary — this will be the text you provided summarising your request
d. Status —the existing status of your request — see section 5 for more detail on what
these are and what they mean
e. Service Desk — this tells you which Service Desk your request has been submitted to
f.  Requestor — this shows who submitted the request (useful when you are the
participant and not the requestor)

View requests by status — your options here are:
a. Any Status
b. Open Status (default); and
c. Closed Status

View requests created by
a. Yourself (“Created by me”)
b. Anyone (“Created by anyone”)
c. Where someone else has added you to a ticket as a participant — this generally
occurs if a ticket raised by someone else considers it to be of interest to you
(“Where | am the participant”)

View Requests by request type - this allows you to filter your list of requests by their request
category i.e. show all requests of type “Permit Update Request”
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4.3 My Profile

You can make some basic amendments to your account by clicking on your initials in the upper right-
hand corner of the screen as shown in Figure:

Clicking here will take you

Q G Requests ’ to your account settings

where you can amend
ACCOUNT
Profile

your name and password
Log out

Figure 15 My Profile Options

Celinex
Profile

© Your changes may take up to five minutes to appear.

Change your name here

Personal details

Emadl Change your password by

hopedickens15@gmail.com clicking here
Password

Change password

Language and time zone
Language *
Automatically detect browser... v Change your timezone

here
Time zone *
Europe (GMT+00:00) London v

Figure 16 My Profile Options
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6. Request Statuses

This section provides a guidance on all of the statuses and what they mean:

Status Definition

Waiting For Support This status is only used at the start of the process and means that your
request has been submitted but has not yet been reviewed or assigned
to a member of the team

In Progress This status means that the ticket has been reviewed and has been
assigned to a member of the team to progress

Waiting for Customer  This is generally used if there is not enough information contained on
your request for us to resolve it. In these cases, we will update the
request and ask for the additional information

Customer Responded = The status will automatically change to this status if you update your
ticket at any time unless the current status is “Waiting for Support”. This
status helps us identify that you have responded so we can pick it up
more quickly

On Hold There are certain times when we are unable to resolve your request
immediately due to other dependencies for example, where a 3™ party
site visit is required on a given date/ time. In these cases we may place
your request on hold and notify you why

Done This status means we have resolved your query or we are unable to
resolve your query because the date it was required has elapsed. In this
case, we will set the status to Done. If you do not believe that the
request was resolved, you have 3 days in which to tell us before the
request is permanently closed

Closed This status means that we have closed the request and this has not been
contested. Once a request has reached this status, it cannot be
reopened.



