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Background 

 

Our client Helios Towers owns and operates telecommunications towers and passive 

infrastructure – over 7,358 sites in six high-growth African markets. They’ve recently 

experienced substantial growth, increasing their number of sites by 5% year-on-year. 

 

Site access management is a vital issue for Helios Towers. They need to keep their towers 

secure, while also enabling large numbers of engineers to work on site. For legal reasons, they 

also need to maintain a detailed record of who has accessed their site, and at what time 

entry/exit took place. They worked with a partner, SERA4, who manage security across their 

South African locations. Previously, SERA4 provided physical locks that could be controlled 

via an application on the field engineers’ phones, allowing them access to sites when 

necessary. But Helios Towers wanted to upgrade from this single lock access to site-wide 

access. 

 

To manage their expansion effectively, Helios Towers decided to upgrade their site access 

management system, with the key driver to increase automation and synchronisation with 

the service operations platform. This presented a significant integration challenge, given it 

was also the first project to leverage the MuleSoft platform globally at Helios Towers — and 

that’s why they came to Pace.  

 

Approach 

 

Pace came onboard to automate the process of service requests and site access between 

Helios Towers and SERA4. 

 

Over the course of this project, Pace successfully delivered a defined end-to-end integration 

solution, automating the site access management process and providing Helios Towers with a 

hassle-free, effective way to keep their 7,000+ sites secure.  

 

This was an entirely new business process, with high complexity. It involved defining new 

APIs, interfaces and events, not just for ServiceNow (Helios Towers’ operational system) but 

also for the SERA4 application. Crucially, it was also a greenfield implementation of MuleSoft, 

and this added another layer of complexity to the project. 



 

 

 

 

 

 

Aside from the technical challenge, Pace also had to be responsive to evolving business 

needs. Helios Towers underwent multiple phases of business change through the course of 

the project, so we had to be flexible in our approach and continuously adapt our objectives.  

 

In this project, Pace was proud to provide MuleSoft consultancy to Helios Towers, who 

provide mobile network operators across Africa with tower site space, power and related 

services for their active network equipment. As they operate in markets with little or no fixed 

line voice or data infrastructure, the services they provide are essential for the development 

of local businesses and communities. 

 

Objectives  

 

Our key objective was to provide Helios Towers with an end-to-end integration solution 

across all different applications required for site access management. 

 

Within this overall objective, we had four subsidiary goals:  

 

Technical Objectives: 

• Enablement of the MuleSoft Platform – we aimed to implement MuleSoft and 

successfully develop first production APIs 

• Technical Transformation – it was our goal to design a modernised integration 

solution implementing an events API to maintain constant synchronization between 

SERA4 and ServiceNow. We also wanted to ensure our solution was future-proof, so 

we implemented reusable system APIs for SERA4 and ServiceNow, to enable future 

MuleSoft integrations to either system. 

 



 

 

 

Business Objectives: 

• End-to-End Business Change — we aimed to implement new and more efficient 

processes for end users looking to enter and exit Helios Towers sites 

• Build confidence with the stakeholders on the iPaaS platform – we aimed to ensure 

all stakeholders felt confident in using the solution and relying on it long-term 

 

Solution 

 

Pace led the end-to-end solution design and worked across teams and vendors to validate 

the new process and technical solution, using our methodology and standards.  

 

In the first stage, we defined contracts for APIs in order to facilitate development on 

surrounding applications. Our solution involved creating a system API for ServiceNow, and a 

system API for SERA4. In addition, we also created an events processing API that contains 

business logic.  

 

 

 

We then tested our solution with field engineers in multiple phases (Dev/UAT) for rapid 

feedback development. This enabled us to resolve all challenges while moving at speed, 

delivering an end-to-end integrated solution in the space of only a few months.  

 

 

Results  

 



 

We achieved our objective, providing Helios Towers with a deployed and working solution 

for site access management across 250 sites, while also accommodating any new sites in the 

SA region, expected to reach 500.  

 

This has vastly improved the site access process for field engineers, who can exit and enter 

sites seamlessly in a fraction of the time it previously took, without having to contact an 

operator through a call centre. 

 

Plus, the integrated solution built by Pace has vastly improved the transparency and security 

of site access management for Helios Towers. The SERA4 integration communicates with the 

Operational Ticketing System (ServiceNow), keeping a centralized log of the ongoing 

activities on each site at a granular level — including information such as the exact time the 

site was accessed to what work is being done. Previously, recording entry/exit times was 

carried out by a separate software, an additional cost which has been cut out by the Pace 

solution. 

 

Finally, the Pace solution included custom-built Helios APIs for ServiceNow and SERA4. Any 

further projects can make use of these APIs, making the Pace solution a future-proof and 

effective platform for Helios Towers as they continue to expand over the next few years. 

 

Summary and Evaluation 

 

This project resulted in a massive time and effort saving for Helios Towers, specifically in 

relation to the call centre. The solution built by Pace processed over 500 messages in the first 

few weeks of go-live — work which had previously been undertaken manually by call centre 

operators. However, the most important result of this project is this: Helios Towers now has 

a modernised automated process they can rely on and build upon as they expand into future 

sites. 

 

 

Testimonials 

 

The Pace team members assigned to this project have said: 

 

“Working with Helios Towers on the delivery of this project has been incredibly insightful and 

rewarding. To understand the intricacies and business processes of such an organisation and 

industry opened my eyes to the real challenges which exist, both administratively and 

operationally, for the Helios Towers business. It is rewarding to know that this project will help 

ensure the security of Helios Towers’ sites and introduce new technology to their landscape which 

will aid in the propulsion of growth to their business and communities in the territories within 

which they operate.  

Further, by introducing a robust integration platform, through high quality and efficient 

implementation, to their infrastructure, Helios Towers have unlocked endless possibilities for 

introducing new and streamlining existing processes in future initiatives.”  

Paul Pavlakos – Senior Delivery Manager at Pace Integration 



 

 

[PLACEHOLDER: A comment from the client] 

 

 

Does any of that sound familiar? Do you need to seamlessly connect your data to achieve 

modernised automated processes, allowing you to focus on the real challenges? Learn more 

on how we can help you solve your integration challenges by contacting us here, or email us 

directly at connect@paceintegation.com  


