
 

 

 
 (CONFIDENTIAL & PROPRIETARY) 

Page 1/16 

 

  

Retail Communication as a Service  

Quick start guide  

 

June 2026 

  



 

 

 
 (CONFIDENTIAL & PROPRIETARY) 

Page 2/16 

 

 

Copyright 

©2026 ALE International. Distribution of substantively modified versions of this document is 

prohibited without the explicit permission of the copyright holder.  

Distribution of the work or derivative of the work in any standard (paper) book form for a 

commercial purpose is prohibited unless prior permission is obtained from ALE International. 

Alcatel-Lucent Rainbow is either registered trademarks or trademarks of ALE International. 

All other trademarks are the property of their respective owners. 

 



Retail Communications as a Service / Quick Start Guide 

 

 

 
 (CONFIDENTIAL & PROPRIETARY) 

Page 3/16 

 

Contents 

Glossary ........................................................................................ 4 

1 Introduction ............................................................................. 5 

2 Configure a new company ............................................................ 5 

2.1 Connection to the administration portal .............................................. 5 
2.2 Tenant (company) initialization ........................................................ 7 
2.3 Provision a new store .................................................................... 9 
2.4 Routing rules configuration ............................................................ 11 
2.5 Department configuration .............................................................. 12 

2.6 Collaborators management ............................................................ 12 

3 VNA script deployment .............................................................. 14 

 

 

 

 

  



Retail Communications as a Service / Quick Start Guide 

 

 

 
 (CONFIDENTIAL & PROPRIETARY) 

Page 4/16 

   

   

 

Glossary 

RCaaS –  Retail Communications as a Service 

VNA – Visual Notification Assistant 
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1 Introduction 

Retail Communication as a Service asset can be configured with its public website. 

This short document describes the main steps to initialize and configure a new company/tenant. 

 

 

 

 

 

 

 

2 Configure a new company 

2.1 Connection to the administration portal 

 

Go to the provided URL and click on the RAINBOW CONNECT link to validate your access to the 

application through the Rainbow authentication service. 
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Enter your Rainbow credentials and then accept the data access request from RCaaS.  
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2.2 Tenant (company) initialization 

 

When a tenant has been provisioned by ALE, the process must be finalized by the customer. 

The “companies” menu will show all the tenants accessible by the logged account and their status. 

 

 

 

 

To initialize the RCaaS asset for a company, simply click on edit action button or double click on 

company row to access to the edition form. 

 

Then fill-out the “Finalize the company initialization” form with an email address which will be 

used to create a new system account with admin right dedicated to the asset on the target 

company. 

You can optionally specify a password and a nickname, else the service will automatically generate 

them it-self. 
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You can use an already existing Rainbow account of the target company, but in this case you must 

also provide its password, so that the asset will be able to use it.  

 

 

 

 

If the process succeeded, you can go back to the company list and you will see that the status of 

company has changed to “active”. 
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Then if you wait some seconds and refresh the list you will also see that the connection status will 

go to “connected”. More over, if you go another time to the details/edition form, you will have 

details about the service account and the license available in the target company. 

 

 

2.3 Provision a new store 

As the company is now initialized, you can now provision a store. 

Simply go to the “stores” menu and click to the “add store” button on the top of the array. 

 

Then you need to fill-out the form with the mandatory parameters. The name of the store can 

currently contains a string with the characters (A-Za-z0-9 \-_/.,&]). We will probably unlock the 

support of all utf-8 characters in next versions. 

 

For each store a service account is dedicated and will be created by the asset at this form 

validation. The language, is the default lang used in the store and will also be used by the VNA 

while selection the prompt to interact will calling customers. 
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The synchronization tag is optional but very useful for next step to synchronize your Rainbow 

collaborators with the RCaaS.  

 

The routing mode let you select between autonomous mode (without Google Calendar), a full 

calendar based management or an hybrid mode with an optional calendar to manage the “on-call” 

time ranges. 

 

 

When your first store is created, you will see it in the store list and can double click on it to 

continue your configuration. 

You will see new parameters displayed in this panel, and in particular the routing rules. 

Moreover you can get the store’s VNA token to use in the script dedicated to the store at this place. 

Simply enable the switch to discover the token. 
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2.4 Routing rules configuration 

These parameters can be defined at store level or directly in departments. If they are defined in 

both places, the ones from department have priority. 

 

 

• Number of retries: An integer from 0 to 10. How many times do we retry the main and 

backup list before going to next step if no one answer. 

• Answer timeout:  An integer between 3 and 60 sec. How many seconds before a call try is 

considered as timed out and we try the other number. 

Note: In VNA 3.X this parameter is not taken into account, it is hard coded in the script. 

• Timeout before escalation: A global timeout, which can cut the main and backup lists 

workflows to directly go to the escalation list. This is an optional parameter, which can be 

an integer between 10 and 600 seconds. 

• Use backup list: If this parameter is enabled, when the main list is exhausted the service 

will call all the available collaborators of the target department. 

• Escalation list: A list of numbers or management roles which will be called in predefined 

order if the previous list of collaborators have not answered the call. 

• Roles excluded from backup list: These selected roles will be filtered when the system 

compute the backup list of collaborators. So for example, you can prevent the “contractors” 

to be involved in the telephony duty. 
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2.5 Department configuration 

Fill-out a name and a the corresponding phone extension of your department to have the minimum 

configuration. 

You can complete the parameters with a synchronization tag which will be used by synchronization 

service to discover in which department the store collaborators are attached. 

 

 

 

 

 

2.6 Collaborators management 

 

The administration interface let you add, list, modify or remove a collaborator. 

You can also select multiple entries and remove them. 

 

To import a large number of collaborators from Rainbow, we recommend to use the 

synchronization service. 
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The synchronization service is reserved to administrators and allow you to synchronize all the 

collaborators of every stores in the target company at the same time. 

It is based on the 3 different information, which are defined by the synchronization tags of stores 

and departments and finally on the predefined role tags (cf. Rainbow synchronization doc) 
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The above example, shows a user which will be synchronized in the store with tag S_2000, attached 

to the department “DEP-A” with the on-call role.  

After each synchronization you will get a summary of processed entries. 

 

 

 

3 VNA script deployment 

 

A separate script is required for each store of the company. 

After importing the script into your VNA tenant, you need to configure the default variables and 

the incoming call number against the store’s PBX configuration. 

 

The main variables to define are the “apiServer” which contains the URL of the RCaaS API server  

and the “storeToken” which contains the bearer token coming from the administration panel of 

your target store. 

The token must start by “Bearer ” followed by the token content. 

 

 

 

 

 



Retail Communications as a Service / Quick Start Guide 

 

 

 
 (CONFIDENTIAL & PROPRIETARY) 

Page 15/16 

   

   

 

 

 

 

Moreover you will need to define the different prompts to comply with the workflow. 

You can register different version against the target languages as the RCaaS API will return the 

store’s default language in routing details. 
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The main prompts to manage are: 

• The hold music/guide 

• A message to tell that the phone lines are closed (out of time range) 

• An intermediate hold message to make wait when looping on a list 

• A bye message played before closing the call in case of no available calle 

 

 

To define these records, you need to access the Prompts menu. 

 

Brief clarification, as the VNA manages its default language globally (by tenant), you won’t be able 

to define your prompt and break down it by languages. So if you need to manage multiple 

languages in your workflow, you will need to create a different prompt for each language version, 

name it differently and declare it as default language. 

 

Ex: Hello_FR / Hello_NL 
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