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Introduction

Rainbow CRM Bridge acts as a middleware that connects third party CRMs e.g. ServiceNow, MS Dynamics 365 etc. with ALE
Rainbow.

Rainbow CRM Bridge is hosted in ALE Rainbow Cloud and works inside third party CRMs as an integrated component. It allows
users to leverage on Rainbow collaboration functionality without having to use another application.

As soon as users are logged into their CRM User Interface, they are presented with the option to login on Rainbow Platform as
well.

Once a user is logged in Rainbow platform, Rainbow CRM Bridge allows users to search for Rainbow contacts, chat, have
Rainbow to Rainbow Calls and work with their office phone system. More detail of the features is available in section 3 of this
document.
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Architecture

The below diagram outlines a functional flow where Rainbow CRM Bridge application acting as a central hub. One end is
communicating with Rainbow Cloud using Rainbow WebSDK for different business operations like Rainbow user login, session
handling, contacts management, conversations, Audio and Video calls etc. and the other end is bridging with MS Dynamics
CRM, using Channel Integration Framework for ‘Click To Dial’ functionality and to retrieve customers/contacts information.

Rainbow CRM Bridge - Deployment Design Alcatel-Lucent (ZB)

Enterprise

Microsoft Dynamics 345

Cloud Offering Customer Premises
WebRTC GW

Rainbow CRM Bridge CPaas .J—.

|
Channel Integration HTTPs
Framework
OXE
Dynamics 345 Video

Transactions Audio U

~ Min'OSOft_ﬂ Rainbow CRM Bridge
V Dynamics 365
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Features Matrix

Following provides a summarised view for all the Rainbow CRM Bridge application components included in the technical
architecture.

Feature Rainbow Essential Rainbow Business Rainbow
User User Enterprise User

Contacts Search o] o} o}
Presence o] 0 o}
Chat with Contacts o} o) o)
Rainbow to Rainbow Call (WebRTC) o) o} o
Remote Call Control (CTI) o) o o
Phone Call History o] o o
VolP (Computer) * X o} o
Nomadic Mode * X o} o}
Click to Call o] o} o
Screen Pop (Auto Search - Contact o o} o
Search and Display)

* Rainbow WebRTC Gateway should be configured for Call/Media flow to Rainbow Cloud.

IMPORTANT!! Rainbow CRM Bridge supports Single Sign-on (SSO).
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Setting up Rainbow CRM Bridge in MS Dynamics CRM

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

5.1 Equipment Settings
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.x, 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 CTI & 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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6 Setting up Rainbow CRM Bridge in MS Dynamics CRM
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Following steps provide a walk-through of required configuration to enable Rainbow CRM Bridge in MS Dynamics CRM.

6.1 Channel Integration Settings
This component initializes the connectivity by creating a Rainbow WebSDK object in the application global memory space. The
object is responsible to carry out all the transactions between CRM Bridge and Rainbow. The communication is made over
secure web sockets and data transfer using circular JSON over HTTPs.

Step 1: Sign-in to MS Dynamics CRM and click box Find more apps that work with Dynamics 365

iii  Dynamics 365 Home

Q Search my apps ..

My apps

R B

Dynamics 365

Talent: Attract

Empowering you to hire the most talented

people fo eam with engaging
candidate experiences that set you apart
in the market.

Get started with one of our

consulting partners

Dynamics 365

Talent: Onboard

Empowering you to set employee:
success with personalized employee
onboarding experiences that provide the

right resources, training and connections,

Test App

yetti-systems.com (default)

Step 2: Type ‘Channel Integration Framework’ in the ‘Search Box’'.

AppSource | Apps for Dynamics 365

Integ,

amics 365 Channel
ration Framewaork

Finel more apps and consulting services at AppSource

Step 3: Click Continue button to start with the installation process.

Find more apps that work with

Dynamics 365

AppSource A

nannel Incegration Frameward

fabe~ O~
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One more thing ..

Step 4: Click Agree button to proceed with the installation.

B Microsoft

EOTESUN orobis  GIRVCH sALTH  RACKLY & RISIORI  AFPLUCATIONS

Channel AFl Integrat...

e P integrpn: Fr_. .20 VI e iy

[P ——
L erert~
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Step 6: Once installation is complete, go to the Power Apps section and Click Channel Integration Framework application.

0O
A~ Search my apps...

w Published Apps (5)

-

Dynamics 365 — custom Asset Checkout Channel Integration Fra... Fundraiser Innovation Challenge

Start a company wide innovation

Prov f Asset checkout provides self-service

capabilities to reserve the tools and challenge. Ideas are submitted

mersive experience with

Microsoft Dynamics 365

1 Microsaft Dynamics 365 Micresaft Dynamics 365
[ wes | | UNIFIED INTERFACE | UNIFIED INTERFACE UNIFIED INTERFACE

~ Apps Being Edited (0)

Create new App

O,
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Step 7: Click + New to add a channel provider for Rainbow CRM Bridge application.

PowerApps s  Channel Integration Framework  Channel Integration Framework > Channel Providers
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Channel Provider
Configuration

I x Channel Providers

T v Channel Order ¥ Label

{ Home . .

Active Channel Providers
@ Recent ~

+ | Name
57 Pinned ~

B

No data available.

Provide following set of information for New Channel Provider section.

HNew Channel Provider

Channel Prowider Configuraton

" Rainkow CRM Beicige - M5 Dynamics M5
" Rainkow CAM Beickpe - M5 Dynamics M3
et e -interact oo edemaecrmy
e
1

-]

Field

Name

Label

Channel URL

Enable Outbound Communication

Channel Order

API Version

Trusted Domain

Ty gt Toaiemge

Description
Rainbow CRM Bridge
Rainbow CRM Bridge

https://msdynamics.openrainbow.io/

Yes

1.0

Optional field (not required)

= B Show Chart -jjew il Delete | ~ () Refresh [ Emailalink | ~ o Fow * {8 RunReport ~ BE Excel Templates ~ O3 Export to Excel
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Custom Parameters Optional field (not required)
Unified Interface Apps for the Channel Select the application for which Rainbow CRM Bridge integration is

required e.g. Sales, Innovation Challenge etc.

Channel Role(s) Select the security role(s) (configured in MS Dynamics 365) that needs to
be assigned to the channel provider. In case, no security role is assigned,
the channel provider will be visible to all users assigned for the Dynamics
365 Unified Interface App.

Once this ‘Channel Provide’ is created, Rainbow CRM Bridge will be available and ready to use in the selected application.
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6.2 Configuring ‘Click To Dial’

This component initialises the connectivity by creating a Rainbow WebSDK object in the application global memory space. The
object is responsible to carry out all the transactions between CRM Bridge and Rainbow. The communication is made over secure
web sockets and data transfer using circular JSON over HTTPs.

Following section lists down the steps to configure ‘Click To Dial’ option for Business and Mobile phone fields under ‘Contacts’

form.

Step 1: In Active Channel Providers section, Click Advanced Settings option.

L T L B

Active Channel Providers

o

Step 2: Click Settings menu and then Customizations option.

Dynnnﬂ-:s.i[—.-h =_-'.f_=-tl_ir1r__]5: o Buginiess Management

Business Customization System Process Center Application

B e

BEEE

O] & [\
&

Step 3: Click Customize the System link.

g8 Dynamics 365 ~ Settings ~ | Customizations

WD 4955 for Dymamics 365 View Dynarics 365 infrmation on the o win app foryeur shone, 180t Dtk and mare
Customization

Which feature would you like to work with?

"'ﬁ | Customize the 5istem - Publishers
1 3 Create, mod :'.'t:"t(c"::':".: n your onpanization. Componerts indude entfes, feids, relationships, forms, reports, processes, and others |B i Creste, modty or delele
‘- : ¥ ] k¢
*-_;} Solutions Developer Resoure
ﬁ' Create, modify, HEot of IMEon & Mankged o unmBnaged Silion k’ Wit (PAGTMaton o dow
p— Thermes
A0 O ORAT AN O § LS00 Creaie. chan SO OF SEATE TheT el DAL ANt JHC I 0T QRGN NG,
L5
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Step 4: From the left panel section, expand tree through Entites -> Contact and select Forms option. This will open the below

screen.

@Cﬂﬂm
4 Forms

Solution Default Solution

B Comporents.

2 By eriites
o [ Actourt
i [eton Cang Acten .
I [£] Activity
[ [ Addness
I [l Configuration A1
b Ly A% Form Processing .
- [M Model Al Mode!
b Ly A Oiect Desection._.

o E. Cralenge Mansge..
b Bl Crannel Property
b &3] Crannel Property G..
B [y Crannel Provider
b [y Component Layer
& iy Componest Layer ..
1 & Cormection
1 B Cormection Raie
&+ [gConnector Connector
a B Cornnct

3

5 vib

ol Frnrie

System Forms Active Forms

DCltew = | ¥ Deete | B Braoie Secarty Roles | THjForm Order = | o3 actvate | o Descthate | Mooedctions =

| Mame | Form state | Form Type 4+ | State | customizable..| version | Description
Contact Card fonm Active Card Managed True B0 Default Contact card farr
I Contact Active Bain Managed True 5000 Updated default Contact
Contact Quick Create Active Quick Create  Managed True £0.0.0 Default queck create form
Cortact Reference Panel Active Quick View F.  Managed True 8000 A farm that displays Refe
Live Persona Card Form Aictive Quick View F. Managed True S.0,0.0 &, figrm that displays the .
Social Profiles Actrie Quick View F—.  Managed True £.1.0.0 A farm that displays soci
Recent Cases and Entitlements ductive Quick View F_.  Managed True BO0O & form that displays the
Contact Quick Form Active Quick View F. Managed True 5000 This is the fiorm that is di
account contact cand Active Quick View F—.  Managed True £0.0.0 4, foem that displays the
corac cand Active Quick View F.  Managed True 50,00 & farrn that displays the

1- 10 of 10 (0 selected)

Click Contact row having Form Type Main. This will open the ‘Contact’ form in design mode.

Step 5: Click Business/Mobile phone fields and this will open the form for these field properties. Under section Control, select

‘Add Control’ option.

Field Properties ? X
Modify this field's properties.

Display = Formatting = Details = Events  Business Rules -

Control Web  Phone  Tablet
Text Box (default) ® ® (O]

Select or add a custom control to see its configuration.

Step 6: Select Channel Communication Control option on the Add Control screen and click Add button.
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Display ~ Formatting  Details  Events  Business Rules  Controls

Add Control

Select a custom control from the field.

| Channel Communication Control |

Input Mask

Channel Communication Control

Modes:

Types: SingleLine.Text,
SingleLine.Phone

Add

Step 7: Under Control tab on Field Properties form, select Channel Communication Control row and choose all the three
options i.e. Web, Phone, Tablet and click OK.

Field Properties

Modify this field's properties.

")
X

Display =~ Formatting  Details  Events  Business Rules = Controls

Control Web Phone Tablet
Text Box (default) O O O
Channel Communication Control @ (®) @ X

Step 8: Click Save and select Publish to publish all the customizations.
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FILE HOME INSERT °
| [ saveas o @ Enable Security Roles E
) E
! save and Close =N =43 Show Dependencies
Save .. . Preview ierge
h £ Wanzged Properties Forms
Save Form Upgrade
0 Form headers now default to high density to display more data. Use the new form designer to edit header density. Leam more
et Solution: Default Solution Field Explorer >
|: Summary Form: Contact
Details Filter All Fields v
4 -
Summary #| Only show unused fields
4 Common e
= i CONTACT INFORMATION 5] Address 1: Address Type
| (5] Address 1: City
iiJDb Title (& Address 1: Country/Region

|| Account Name

4 Sales

Publishing customizations...

|+ Email
i - || Business Phone
| 4 Service i
|| Mobile Phone
4 Marketing ir
[E] | Fax

i || Preferred Method of
Contact

4 Process Sessions

‘ | Acdress

(& Address 1: County
(5] Address 1: Fax

(& Address 1: Latitude
(& Address 1: Longitude

Address 1: Name

[T

Address 1: Phone

m

Address 1: Post Office Box

[}

(& Address 1: Primary Contact Name
(& Address 1: State/Province

(& Address 1: Street 1

(& Address 1: Street 2

(& Address 1: Street 3

After publishing, ‘Click To Dial’ feature will be available for both Business and Mobile phones in Contacts form. Clicking on the dial
button will pass the information to Rainbow CRM Bridge and ‘audio/video’ call will be dialed to the selected contact.

Note: The same configuration steps apply across all forms in Microsoft Dynamics CRM, such as Contact, Information, and Invite
forms as shown below. Ensure that the Business Phone field is configured for each relevant form that is being used. This field is
required for the Click-to-Dial functionality to operate properly.

£ conta b |

Default Solution

7 EH Tables (522)
» Al Builder Datasets Container
* Contact
=l Columns
5 Relationships

L2y Keys

Forms

=]

O views

l Charts

EH Dashboards
%o Business rules
El Commands

[ Messages

Tables > Contact

Mame 1 Form type
account contact card : Quick View
Contact : Mai
contact card : Quick View
Contact Card form : Card
Contact Quick Create : Quick Create
Contact Quick Form : Quick View
Contact Reference Panel : Quick View
Information : Mai

Invite Web Form : Mai

Live Persona Card Form : Quick View
Portal Contact (Enhanc... : Mai

Profile Web Form (Enha... H Mai

Profile Web Form (Enha... : Mai

Recent Cases and Entitl... z Cuick View

Forms

Status

Managed

Yes

Customized

Customizable
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7 Known Limitations

This section contains all the limitations applicable on Rainbow CRM Bridge when used specifically for MS
Dynamics 365

1. Incase telephonic mode is set as Other Phone then all call controls on Rainbow CRM Bridge will be
disabled.
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8 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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