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1. Purpose and Scope

The purpose of this document is to provide basic guidance on how to raise applications/project
requests 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.

2. Guidance - Logging into Jira/Creating a new account
The instructions below explain how to create a new account in the Jira Portal to enable you to
start raising requests.

To access the Cellnex UK Service Desk Portal please follow this link UK Service Desk - Jira
Service Management (atlassian.net)

You will then be directed to a page instructing you to 'log in' or to 'sign up' as shown in
screen shot below

Cellnex

cellnex®

Log in to Cellnex

Need an account? Sign up

To log in enter your If you do not have an

email address here

account click here to sign
up for one

If you click on sign up for a new account then follow the next screen shot:
Cellnex

cellnex®

Sign up
Enter your email address and we'll send you a private
sign up link.

= |

Already have an account? Log in

Click the “Send Link”

button to receive
your joining email

Enter your email

address here
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Once you have clicked the Send Link, you will then receive an email similar to that shown
below

From: Cellnex <jira@towerco.atlassian.net>
Sent: Tuesday, March 14, 2023 2:17:21 PM
To:

Subject: Finish signing up to Cellnex

Almost done!

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

https://emea01.safelinks.protection.outlook.com/?url=https%3A%2F%2Ftowerco.atlassian.net%2Fservicedesk%2 Fcustomer%2 Fuser%2 Fcomplete-signup%3Fjwt%

Click the link in the
email and follow the
online instructions to
create your account

3. How to submit your request

Once logged into the portal, you can raise an application/project request. The following will
guide you through creating your request:
From the list of forms that appears select Site Share Project Requests
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UK Service Desk

Once you have selected the relevant form, you will be asked to answer a small number of
questions shown in the below screenshot. Please remember to attach your usual documents
to the request, such as site share application form, nomination form etc, via drag and drop or

browse functionality.

Once you have completed the form, click send

Downloaded or printed copies are uncontrolled

Page 5 of 9




C e I In ex—\ Document title Jira —Site Share Project Requests User Guide

driving telecom connectivity Version Date
"9 Document Code 12 04/05/2023

Lontuch wi sbout

She Share Project Roquests =

Wt can wes Belp pou with?

Elis Ehars Projecd Requecis
Sita Share Project Reguest fom for eguipment inslallaiions, upgrades, seap-ouls
and equinment removals on shes.

Attach you r norm al Plaase only use this reduast form bo submil a Sile Shane Project Reguesi for review by e

Calnax UK Licencing beam. S .

application/project request - This field V\{Ill auto

forms using with the drag et gt o bt o4 popula'Fe with your
and drop functiona“ty or ) Bemi Kilgalion fhemi kigalen Toallnes ekcom. couuk) -] ema|| address

Browse functionality

Abwchment ™

Dirag and cnop fikes, pasie screanshols, o Irowsa

Browsa
e 1.5 AR LT st e ST Select Operator
Ororatar Hame name from drop
::“,-“., o down. If “Other” is
selected the a new
If you a submitting a single Belinas B 2 _ field will appear for
request enter the Cellnex R m— you to type your
UK Site ID and site name operator name
here, if you are submitting Calinex s Hame
a bulk request via a o oot Lol UL o comedfor B gt plen o

spreadsheet, put n/a into
these fields

Please enter your Cell
P — ID/Customer Ref here
Pl cocaecte e operator Ll 13 for bk ity plens asd Sk if you have one. If you
are submitting a bulk

request via a

c:hmfipfm: . spreadsheet, put n/a
into this field
Please select if your N P —
request is a single P vy o rmchan e 22 8 e e o el o o v bl e
request or a bulk i If you know the
request e.g. where I programme that you

you are submitting a P oo mbticmet dede request falls under
bulk spreadsheet please enter it here
covering multiple
sites

Nomaltest « B I = WFe A« @Bl SFOo0n—-0

Please enter any
additional

information here that

Bl - maybe applicable to
your request
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4, Share with

You can also share your request with colleagues/ other member of the team, so that they can
also view the request, add additional information/comments within the ticket and get updates
on the request, by using Shared with functionality.

Celinex / UK Service Desk / TOW.290393

Site Share Project Request (1234 - Whitchurch)

Status
. Berni Kilgallen raised this on Yesterday 8:18 AM Hide details IN PROGRESS

L VewegRom @ Notrcssons on

Site Share Project Requests
Request type

Operator Name ﬁ Site Share Project Requests

Shared with

Cellnex Site ID o Tina.Guerra
8 kilgallenbemi17@gmail. com
1234 + share

Cellnex Site Name*

Click on the + Share button and either enter the persons name if they already have an account
or their email address if they don’t have an account. They will then receive an email advising
them the request has been shared with them along with a link to the request.

If they already have an account they will be asked to sign into Jira once they click on the link, if
they do not currently have an account it will request that they create an account, by following
the on screen instructions.

5. Notifications

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 Licensing 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:
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TOW-275204 Site Share Project Request 123456 Whitchurch\
UK Service Desk (jira@towerco.atlassian.neb (_D «) =
To Mon 13:35

The subject will be

Reply above this line., the site number and

site name you have
entered in Jira

The TOW number is

your Uniq ue Thank you for your recent enquiry, we will come back to you with an update as so

reference for your
submission

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

[1]https://agora2.cellnextelecom.com

[1] https://agora2.cellnextelecom.com/

You can respond to
this email above the

If you C“Ck on ‘:iiw r_equest: h.ttr_.)s:/,v’tr.\\.merco.atl_as_s'\an.net_!servicede_sk{custome_r[%al]AfTO\f\f—l?Slﬂti? ) - “nk' and it W|“ auto
oken=eyl0eXAiOiKV1QiLCIhbGeiOillUzI1Ni)9.eylxc2giOil4ZGIkYmY1NjQSZmixYjNhNWQAMWNjNmRhMGM3NjRhZ
this |ink, it will QIMWUSYTUONTIiNzg4MmQ2Y2QxNmIhYTMSNjcyMzY2liwiaXNzljoic2VydmliZWRIc2stand0LXRva2VulWize3Vicils| add your comments
. mNvbnRIeHQiOnsidXNIcil6ljEyMjI5liwiaXNzd WUiOIUT 1ctMjc1MjAOInOsImVAcCIEMTYAMTEzMzY4MCwiaWFOljoxNjc straight intO .”ra
ta ke you dIFECt|y ANzEONDgwfQ, pIClttupSRIuoSisuRnaXsmhl1lY4oFOhkrdkbjHveo&sda_source=notification-email

against your unique

to your request
in Jlra ATEAAA Lamrsibmeibad

Turn off this request's notifications: https://towerco.atlassian.net/servicedesk/customer/portal/4/TOW-

refence

6. How to Search for and Track Requests

One 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 Licensing Team have placed on your tickets.
This section will explain how to track your requests and provide an explanation of what each
status means.

The screen shot below, in the top right hand of the screen highlighted in blue, you can either
search for your request by clicking the magnify glass or by clicking on requests, from there you
can define the status of the request you are looking for:

CCIITITA

Agora 2.0 ~

Agora 2.0is now live and the new login URL is: hitps://agora2 celinextelecom.com
(Please ensure you replace any saved bookmarks with this fink).

Your login credentials and Multi Factor Authentication (MFA) will remain unchanged.

f you require technical support, please contact Freestyle IT - https:/iwww freestyle-
15.co.uk/agora-support-request/

If you have any issues logging in, please try resetting your password before contacting Freestyle
i

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

Please Note the UK Service Desk is only managed during normal working hours. For emergency
site access requests outside of normal working hours, please call the out of hours contact

Type Reference Summary Status Service project Requester

=] TOW-275204 a:j:j:hpro'ed Request 123486 \cioMeRRESPONDED UK Service Desk Bermi Kilgallen

Request Status
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Waiting For Support This status is used at the start of the process and means that your

7.

In Progress

Waiting for
Customer

Customer

Responded

On Hold

Done

request has been submitted but has not yet been reviewed or assigned
to a member of the team

This status means that your request has been reviewed and has been
assigned to a member of the team to progress

This is used if we have raised any queries back to you, we may require
further information to enable us process your application. In these
circumstances, we will update the request and ask for the additional
information. You will receive an automated e-mail notifying you the
status of the ticket has been amended

If you respond to any questions asked or update your ticket the status
will automatically change to this status 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

There are certain times when we are unable to process your request
immediately due to other dependencies for example, where we might
need information from an internal team. In these cases we may place
your request on hold and notify you why

This status means we have processed your request, and provided you
with your Agora Project number. Or if we have closed your request
because you have cancelled it, or where we have not received all of
the information required, and have chased it and not received a
response.

e Please note that once your request is created in Agora as a project your Jira ticket will
be closed and you will be provided with your Agora project number. The Jira ticket
number will also be added into the Agora project as a reference point.

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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