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1 Document History

Edition Date Changes / Comments / Details
01 17/09/2021 [Initial Deployment Guide
02 24/11/2021 Section 3
A new section has been added and remaining sections have been
renumbered.
03 27/09/2022 |Legal Notice has been updated.
04 20/10/2022 Section 5
New section about known limitations has been added.
05 07/11/2023 |Legal notice has been updated.
Section 6
New section about troubleshooting has been added.
06 13/06/2024 [Section 4
An important note about talk enterprise has been added.
A screenshot has been added.
07 22/07/2024 Section 4
A note about app file has been added.
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Introduction

Rainbow CRM Bridge acts as a middleware that connects third party CRMs e.g. ServiceNow, MS Dynamics 365,
Zoho, Zendesk etc. with ALE Rainbow. Rainbow CRM Bridge is hosted in ALE Cloud and works inside third-party
CRMs as an integrated component.

The integrated version of Rainbow powered by Rainbow CPaa$S APIs, eliminates the need of a separate
desktop application and brings the power of Rainbow inside the everyday business applications like Zendesk.

Rainbow CRM Bridge uses the CPaaS platform to pull Rainbow user details e.g. Contacts, Conversations and
Bubbles. This enables the logged in user to receive Rainbow Calls, Office PBX calls and perform variety of actions
including Audio and Video calls.

For more details on Rainbow CRM Bridge, please refer to the datasheet.
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3 Rainbow Subscription & PBX Configuration

Before integrating Rainbow CRM Bridge with Zendesk, you must ensure that following configuration
requirements related to telephone system are fulfilled. Integration with Zendesk CRM can be achieved
without these configurations but they are vital for provisioning of telephony capabilities in Rainbow CRM
Bridge.

3.1 Equipment Configuration

Rainbow CRM Bridge supports all available “Server Type” options such as OmniPCX Office (OXO) Connect,
OmniPCX Enterprise (OXE) and 3™ Party PBXs. All supported telephone systems along with their
supported versions are listed in the below table:

Telephone Systems Supported Versions
OmniPCX Enterprise (OXE) v12 or higher
OmniPCX Office (OX0) Connect R3.x or higher
CISCO Unified Communication Manager (CUCM) v9.x,10.x, 11.x, 12.x
Mitel MiVoice MiVoice 250
NEC iS3000, iS4000
Asterisk v11.21.1,v11.21.2, v11.21.3, v16.,
v17.x
OpenScape OpenScape 4000

'Activate webRTC Gateway' option must be enabled if you intend to use Rainbow CRM Bridge application
for VOIP calls. For more information on this, please refer to the following links:

https://support.openrainbow.com/hc/en-us/articles/360017561039-Manage-a-PBX-Equipment-
Associated-to-a-Company

https://support.openrainbow.com/hc/en-us/articles/360019337180-WebRTC-gateway-installation-and-
configuration-for-third-party-PBX

For OmniPCX Enterprise and OmniPCX Office Connect, CCCAgent application must be setup. However, for
other telephone systems (CUCM, Mitel MiVoice, NEC and Asterisk), Rainbow CTlI & Media Bridge
application must be setup.

TAPI, CSTA, SIP Trunk and other PBX specific licenses are essential pre-requisite for setting up CCCAgent
and Rainbow CTI & Media Bridge application. Please check with your telephone system vendor for licenses
status and their activation.
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Setting up Integration with Zendesk CRM

Open https://support.zendesk.com/hc/en-us and login using Zendesk credentials.

It will take you to the home screen. Please click admin H and then click Manage, it will open page in

Upload private app

right panel.Please click - button.
+ Add
ADMIN HOME
My Apps Marketplace ‘ ‘ Upload private app
Overview
APPS Currently Installed Private Apps
Marketplace (2 Filter apps v
| Manage |
Enabled apps
Enabled apps in your Zendesk
MANAGE
Disabled apps
Pecple Disabled apps in your Zendesk
User Fields
Organization Fields
Brands
Views
Macros
Tags
Ticket Fields
Ticket Forms
Dynamic Content
CHANNELS
Email
Twitter
Chat 2

Facebook
Talk
Text

Web Widget (Classic)

A new page will be shown in right panel. Provide App Name and choose Rainbow CRM Bridge.zip file to

sl button.

upload. Click
IMPORTANT!! The zip file will be part of package.

Note: The country code can be managed through the application file; however, this requires specific
configuration changes within the file. Please contact ALE Level 3 Support to perform these configurations.
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+ Add

Conversations (0 1 & L 88 &

ADMIN HOME i

s Upload App

This is where you upload your private apps. Private apps appear in your account only. If you

nt to submit a

public app or learn more about how to build your own private app, check out our Developer documentation.
APPS.
App Name Rainbow CRM Bridge
Marketplace [2
Manage This you list your apy e naming
quidelines.

MANAGE App File

People

User Fields

Organization Fields Settings

Brands

Cancel

Ticket Fields
Ticket Forms
Context Panel new

Dynamic Content

CHANNELS

alk -
+ Add Conversations (0 [ € R X aa \,
ADMIN HOME 5
Upload App
Overview
This is where you upload your private apps. Private apps appear in your account only. If you want to submit a
public app or learn more about how to build your own private app, check out our Developer documentation.
APPS
App Name Rainbow CRM Bridge
Marketplace [2
ianage This is seen wh v the naming
guidelines
MANAGE App File Change
Must be a zip file, Max

or t
s not auth

our app’s
Fields

See Secure
Organization Fields

Brands

Cancel

Dynamic Content

CHANNELS

A dialog will be shown with a confirmation message. Click

ALE International proprietary and confidential. Page 8/14
Copyright © 2024. All rights reserved.



Alcatel-Lucent

Enterprise

Rainbow CRM Bridge — Zendesk CRM Deployment Guide

+ Add

ADMIN HOME

Overview

APPS
Creating a new App

Marketplace [2
i or approved by Zendesk for use in

Manage
ur Terms of Service and

MANAGE
3, ta and Z k account

8y dlicking Upload, you agree to the above language and the Zendesk Marketplace Terms of Use. | 1o -

Now this will upload the app files.

oo
8o

+ Add
ADMIN HOME
Overvie
APPS Processing,
Manage
MANAGE

Dynamic Content

CHANNELS

After the upload is complete, a new screen with app details will be displayed. Fill the form with information.
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+ Add

ADMIN HOME

Overview

APPS

Marketplace [2
Manage

MANAGE

People

User Fields
Organization Fields
Brands

Views

Macros

Tags

Ticket Fields

Ticket Forms
Context Panel new

Dynamic Content

CHANNELS

Email
Twitter
Chat[2

Zendesk Marketplace

[ﬁ‘ Rainbow CRM Bridge

l Rainbow CRM Bridge - Zendesk

App details

Version: 1.0

Framework Version: 2.0

Email: admin@amigo-software.com

Location: Top Navigation, Main Navigation, Chat Sidebar

INSTALLATION

Title®

Rainbow CRM Bridge

Enable role restrictions?
Select the roles that should have access to this app:

Enable group restrictions?
Select which groups should have access to this app:

By installing this app you hereby agree to the Zendesk
Marketplace Terms of Use.

Facebook
Install
Talk v

Conversations (0 b O 8 3

Once information is provided, click button. This will now install the app in Zendesk environment and
nextscreen will be appeared with installed Rainbow app.

Rainbow CRM Bridge

QSS ’

By clicking application icon E following Rainbow CRM Bridge application will be appeared in a pop-up window.
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gy e Customer x  Ba JohnSmith
Get started Dashboard

Your account
@ Customer support channels

8 Add your team

Ticketing system

Live chat and messaging

Help center

Agent productivity

About your trial

3 min

10 min

® x  +Add

Customer support channels

See how Zendesk Suite works. It's ready to go with these essential elements that were made just for you.

0 L
'Y

Email

Share this email with your customers, 5o they can reach you for help. Plus
you can create an unlimited number of custom emails or forward an
existing address.

Your email is support@ami ndesk.com

Live chat and messaging
Connect with customers across web, mobile, and social. Start with adding
Web Widget to your website.

Add your Web Widget code

Voice

Connecting with customers on the phone helps you stay dialed in to their
needs.

Your phone number is +1(424) 999-7914

Q Conversations (0

5§ Rainbow CRM Bridge

Welcome to Rainbow CRM Bridge

R)

Rainbow

he email a

th your Rainbo

Keep my session alive

Don't have an account? Signup!

Learn more about Rainbow

Copyright ® 2t Incernational

IMPORTANT!! In order to properly configure Click2Call functionality of Rainbow CRM Bridge, Talk Enterprise or any

other telephonic application should be disabled in Zendesk CRM as highlighted below:

Talk Enterprise

5 Talk agents - 1 of 5 Talk agents enabled. Edit Talk agents

Settings Lines

Business verification

Addresses Greetings

Enable Talk

Enabling Talk allows agents to make themselves available to answer calls. Your phone number can
accept voicemails with this setting disabled.

Blocked numbers

—

IVR Widget Dashboard
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5 Known Limitations
This section contains all the limitations applicable on Rainbow CRM Bridge when used specifically for Zendesk

1. Incase telephonic mode is set as Other Phone then all call controls on Rainbow CRM Bridge will be disabled.
2. Forevery CRUD operation performed, there is a delay in API response of few minutes.
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6 Troubleshooting

In order to avoid the “Blocked State” of the CCD agent when the distant caller hangs up, the timer 384 value
must be set to O (in system/timers) as highlighted below:

Review/Modify: Timers

Node Number (reserved)
Instance (reserved)
Timer No.

Timer units
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