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1. Purpose and Scope

The purpose of this document is to provide basic guidance on how to raise issues via the Cellnex
UK Service Desk. The 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.

2. Definitions
e JIRA—-an online service desk portal, powered by Atlassian
e SAR —Site Access Request

3. Roles, Responsibilities and Authorities

This guide is designed to be used by any stakeholders accessing Cellnex UK sites, including
suppliers, landlords and other site providers, and also members of the public seeking assistance
in relation to accessing Cellnex UK site or street furniture.
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4, JIRA User Guide

4.1. 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.atlassian.net. & -4

cellnex”

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

Log in to Cellnex

Ifyou do not have [ s ——
o —————
——“

here to sign up for
one.

Figure 1: Log in 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

Link” button to
receive your
joining

Already have an account? Log in

instructions

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:

< B 8§ &2
Finish signing up to Celinex mse

e Celires . -

Almost done'!
Follow the link
F

contanad within ollow the link below 10 finish signing up o Celinex. For security, dont share this link with anyone
the email and \ v 1 i Pt = oy 0w X AN Ik

follow the

onscrean TEwWN'W y 0 Y NGE BT & NDSOA D 140 W OGMAM
instructions

Powered by Jira Service Desk

Figure 3: Sign up email
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4.2. Main Menu

Once logged into the portal, you can raise a number of different request types
describe what each of those request types are and what information is required

shows the main menu:

JIRA User Guide

Document Code UK-SA-GUI-0004

Version
2.0

Date
19-Oct-2022

Celimgx | WK Sarvice Dazk

UK Service Desk

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

% Contact us about

Site Access
3 k 1, Planned Work Acoess Reguest

Issue & Incident Reporting
Report Faciifies Issue. Repart Faciliies lssoe Impacting Site Aocess, Report iLOO ksue, Site >

e Get Aooredited for Companies,

Location Issues

Accreditation

Get Acomediied for

o— Small Celis
Small Cells Reguest
Site Provider Enguiry
Site Provider | Landiord Cuery

>
For Drones, Keys, iLOO - Engineer Set-upflpdate. One off pemil, Security Veting. UpdstesOtfher
SHE - Safety Health and Environment
Evenl Report (Uinsafe Conditions & Acts, Near Misses, Incidents and Acocident neporfing
Genaral Healh and Safety Engury. Repon of Ne: sbersios: Enguiry Form, >
Health Evenli Report, Investigation Reporl, Safety Hi ranmesial Actve Moniloning
Report, EHE-RAMS.
RF Safety 5
RF Safety (ICNIRP certificaie requests. Feasibiity requesis, eic)
>
>
>

Community Relations
Community Relations:

Figure 4: Main menu

. This section will
.Figure 4, below,
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Site Access

This option should be used:

a.

C.

4.2.2.

When requesting an update to a site access request raised via our Access Request
system (Agora)

To raise an escalation about a site access request raised via our Access Request system
(Agora)

To request an update to Site Access Information

Issue and Incident Reporting

This option should be used:

a.

4.2.3.

If you have a maintenance or an access issue that requires the attention of our Facilities
team

If you need report an issue regarding an iLOQ on site

If you are having issues identifying the location of a Cellnex UK site

Accreditation

This option should be used:

a.

4.2.4.,

If you are a new contractor requiring access to Cellnex sites and need to be registered
as an accredited company or contractor

If you require keys to access a specific site

For security vetting

To request one-off permits

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, nesting birds etc.

4.2.5.

RF Safety

This option should be used for any questions relating to Radio Frequency (RF) Safety.

For project-related queries from Cellnex suppliers, related to RF Feasibilities, please ensure that
the required information is provided as detailed in the Rules for EMF Feasibility Referral
document (UK-DE-PRO-0017).
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4.2.6. 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

4.2.7. Site Provider Enquiry
This option should be used for Site Providers/Landlords to raise any type of Cellnex query.
4.2.8. Community Relations

This option should be used to contact the community relations team if you have a complaint,
concern, or enquiry from a member of the public; the Local Authority ( any Council services) or
local business.

The Community Relations team provide a range of community relations support and advice to
internal business areas and customer programmes.
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4.3. Creating a New Request

After the selecting the relevant option from the main menu, you are then presented with a
subset of request options, for example Figure 5 below shows the options under Site Access. 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.

L)L)

celinex

Celinex | UK Service Deak

UK Service Desk

Welcome! You can raise 8 UK Service Desk reqguest froem the aplions provided

What can we help you with?

= Request Update on SAR

Requeast an update on the progress of your Sie Acoess request

0‘ W, FoultfAccess Request Escalation
e‘ x Planned Work Access Request Escalation
- Request Update to Site Access Information
B Providefrequest information bo update a SAF

Figure 5: Site Access menu

Request Update on SAR

Fault Access Request Escalation

Planned Work Access Request Escalation
Request Update to Site Access Information

P wnNeR
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Figure 6 below takes you through each of the fields that are required to submit a Site Access -
Request Update on SAR ticket.

Cotna | US Serers Des

UK Service Desk

Wetcormad Vo 030 rane 3 UK Sanvos Desk reques| from ina ogtions. prosioed

1. If you wish to [E———

change the selection, S Aceuii

you may do so here

TRl e B i el T

B s Undan on SAR

Bt 3w Gate on the [HoGress OF yOuT S8 S000ES FoquetT

Sl L8 3. This field displays
request type selected

[F R —— your username and

on the previousscreen -
@ Pobart Cary bt gy @il sm 8 k) email address

et et &
4. For this request ace 133e887

type, the Permit e e 5. In this field you

Request ID is Piaate St 00K 07 I ARDMTEl O A ACOESS B0t should provide a high
mandated to enable
the Service Desk team

to assist with the guery

[ ——— level description of the
query

b 2o ey SCSEG I G "

6. In this field, please Momset « B I~ A« BN FRODO0BN-
enter the full details of e e
the query
7. Please enter the
[ company name of the
Enamae Camaasy requester
B. Please provide the ek 0 e
Site 1D, if known A ———
e 10. Selectthe relevant
i Operator from the
9_Please provide the .
: ; s iy drop down menu
Site name, if known —— o~
11. f required, an Dirag and crap Sk, pasie Screansnols, or browse :
s ; R o 12. Reviewthe Legal
:d;cdmen e Eh Motice and tick the box
EC T AIBROEE bIE Lagat samca to agree to the
requr-_-st Plats Sael W0 COVITR o Rl read and a0 10 tha Walsia Terms and Preacy Polcy

Website Terms and
Privacy Policy

0F O Towar UM, ILemitid, 40und i (ha Bk Do
g e sy s

S ST ———

Figure 6: Request Update on SAR
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Document Code

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.

Figure 7 below, shows an example of these emails so you know what to expect:

The TOW Reference
is the unique
identifier for this
request. Please quote

the reference if you

call to follow up or
escalate your query

The subject line will

TOW-238474 Please provide update on the approval of my access request UK-Example-123456 Exarm... match the summary

- R
UK Service Desk <jira@towerco.atlassiannet> © Reply
To @ Gorry, Robert

@ ReghyAll | > Forward of your query

Tue 18/10/2022 1457

Reply sbove this line.

UK Service Desk is
the Cellnex Service

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

Desk. Sometimes the

If you are seeking an update on an active Active Request, please continue to check Agora.

email will be sent

[1]https:/fagora celinextelecom com/ from the Service

[4] hitps:/fagors.cellnextelecom.com/ Desk coordinator

who is managing the
query

Wiew rgques: https:, [Itnw!rcn atlassian.net, [semcadeskgcusmm e:fmnalgagow 22384747
e "

WRINTKAZT{OWYSOTMANYSYWIS liwiaXNzl| ol:?\lxdr'ﬂ ZWRIc2standOLXRva2 Vul Wlze3V]cilslmMNvbnRle HQIOnsid XN Icil 6111 MOgwli
wiaXNed WUIQIIUT 1ct MiMANDcOInOsImV4cCIGMTY2 00Uy MDY SwiaWFOljoxNiY2MTAxND MxfC. 649 rnYFxBk FrwlV4 ABLNNSEC
yShdKBIIS6500N wsda source=: ion-email

Turn off this request's notifications: hitps:/towerco.atlassian.net/servicedesk/customer/partal/4/TOW-238474/unsubscribe?
jwi=ey)0eXAiOUKV1QILCIhbGciOillUzI1 NUS. eylxc 2giDilhNWWVIN]Y3YWZh NGlwYWOwY 2 |hM 2 MxOWIIMTEANTBKODUAM Uy ZDizN2
YSNWVIMmY2 Mz12 MjZ|Njcz MDUDNmNiliwiaXNzljoic2 Vydml{ZWRIc 2standOLXRva2 Vul Wize 3VlcilsimNvbnRleHOiOnsidXNIcilBl Yy ZjU
WMilIM{VhY mMwh ZU1MWMANzAzNylsImlzc3V1ljoiV E9XLTIZODO3NCISLCeHAIO[E 2 Nig] MiAZMEsimlhdCIEMTY 2NjEwMTOMX0.
ahxbETyO6saDerl4_ROpGyAMSyxcPNPUydWROnVObUA

This is shared with Robert Gorry

Pawered by Jira Service Management
https:/fwww.atlassian [softwaref]irafservice-deskj| d-by?utm _medium=jira-in-

content=towerco

product&utm source=jira service desk email f &

Figure 7: Example email
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4.5. 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 8 highlights, in the red box, the area on the screen that will be used in this section:

cellnex™

Celinex / UK Service Desk

UK Service Desk

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

¥/ Contactus about

Site Access
Request Update on SAR. Fault Access Request Escalafion. Planned Waork Access Request >
Escalation, Request Update fo Site Access Information

Issue & Incident Reporting
Report Facilties Issue. Report Facilities Issue Impacting Site Access, Report ILOQ Issue. Site >
Location Issues

Figure 8: Tracking Your Requests

Figure 9 shows this in closer detail:

The section shows the

Q Requests initials of the Username and
The magnifying glass clicking here leads to your

icon allows you to carry

account settings and will be
out a search, this is

covered in Section 4.1

The section shows you the
number of open requests

covered in Section 4.3

that you have raised. This is
covered in Section 4.2

Figure 7: Close up View
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4.6. Searching the Service Desk

After you have selected the magnifying glass icon, you are presented with a bar across the top
of your screen, as shown in Figure 10, below, where it states “Find help and services”:

[Find help and services

Figure 8: 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. The example in Figure 11 show the search results of entering “Site Access”
in the search bar, the system has returned the most relevant entries relating to that search.

Site Access

ARTICLES

E ACCESS UNDER CONDITIONS — NESTING BIRD SITE

Access with conditions from: 82 Day — 21st June 2021 1. If occupied, abort 2. If you
disturb the birds, abort 3. Report via PWR (supply photos and update site plan as to
location)

E HOW TO REPORT — NESTING BIRDS

b. EHS Team will then copy and past the TAR details in to the Site Access Issue Request
asking Site Access to place a TAR on the site.

E HOW TO — REQUEST THE EHS (CELLNEX UK SAFETY) TEAM REVIEW A__.

Ticket generated by the request or (Mormally Cellnex UK Site Access) Enter the proforma
data and you must attach the RAMS and any supporiing information that was with the
request. Assigned to SHE Queue (Automatic) SHE Review the attached RAMS Decision..

Show more articles  «

SEND A REQUEST ABOUT

= Request Update on SAR
to UK Service Desk

Report Facilities |ssue Impacting Site Access
to UK Service Desk

Figure 91: Search Results
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4.7. My Requests

If you want to see the requests you have raised, click on the section shown below.

Note: the number in the circle denotes the number of active requests that you have raised:

© Requesis

Figure 12: My Requests

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

vourself

Clicking here will show all
active requests raised by Q 2

REQUESTS

Created by me (2]

Clicking here will show all == Al
other active requests that ;

you have permission to view

e.g. all issues raised by your

organisation

Figure 103: My Requests Sub-Menu

You can then select “Created by Me” to view your records as shown in Figure 14.

Celinex

Requests

WAITING FOR SUPPORT

ien tree on access path to site 1234 1234 1234 WAITING FOR SUPPORT

XX

Figure 114: Created by Me

1. Search box — this can be used to search for a specific word or number contained in any
of the tickets you have requested
2. 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

Downloaded or printed copies are uncontrolled
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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.

Summary — this will be the text you provided summarising your request

Status — the existing status of your request — see section 5 for more detail on
what these are and what they mean

Service Desk —this tells you which Service Desk your request has been submitted
to

Requestor — this shows who submitted the request (useful when you are the
participant and not the requestor)

3. View Requests by request type - this allows you to filter your list of requests by their
request category i.e. show all “Request Update on SAR”
4. View requests created by:

a.
b.
C.

Yourself (“Created by me”)

Anyone (“Created by anyone”)

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”)

5. View requests by status (full list of statuses provided in Table 1,):

a.
b.
C.

Any Status
Open Requests (default)
Closed Requests

Downloaded or printed copies are uncontrolled
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4.8. 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 15:

Clicking here will take you to
your account settings, where
you can amend your name
and password

ACCOUNT !

Celinax

Profile

Figure 125: My Profile Options (1)

n Your changes may take wp o five minutes 10 appear.

Personal details

Mamse

Robert Gormy
\ Change your name by dicking
Email

here

robert_gormy@cellnextelecom.co.uk

Passwond

Change your password by
clicking here

Language and time zone

Language *

Automatically detect browser .. ~ Change your time zone by
clicking here
Thme zome
Europe - (GMT+00:00) Londan =

-

Figure 136: My Profile Options (2)
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4.9. Request Statuses

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

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.

Table 1: Request statuses

5. Change Control

This document is controlled as part of the Cellnex UK IMS via the Engage platform which
maintains history of changes / version control. Downloaded or printed copies are uncontrolled.
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