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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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ADMINISTRATION

Login with Rainbow

RAINBOW CONNECT

By continuiting, you agree to: the
Terms of Service and the Privacy
policy.

@ Learn more about Rainbow

Enter your Rainbow credentials and then accept the data access request from RCaaS.

Retail Communications as a Service souhaite accéder a

l R votre compte Rainbow

8 olivier.tchilinguirian@al-enterprise.com

Rainbow

Cela permettra a Retail Communications as a Service d'accéder
a vos informations Rainbow.

En cliquant sur "Autoriser”, vous autorisez Retail Communications as a
Service et Rainbow a utiliser vos données conformément a leurs conditions
de service et leurs politique de confidentialité respectives. Vous pouvez a
tout moment consulter ou supprimer I'accés 3 Retail Communications as a
Service depuis votre compte Rainbow.

Annuler Autoriser

L3
www.openrainbow.com Conditions | Confidentialité Alcatel-Lucent @
Enterprise
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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.

Alcatel-Lucent @ = Select a company (» LOGOUT $ -
Enterprise d

Rl Companies
List of companies ADD COMPANY REFRESH
TELIC x ‘

Name Status Connection Initialization status Action
TELIC OTEC Lab (] UNKNOWN n

PAGE SIZE: 10 v « - »
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To initialize the RCaa$ 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.

EL\IcateI-Lu(ent @ B TELIC OTEC Lab Select a store (> LOGOUT $ -
nterprise

BF Companies < BACK TO COMPANY LIST
20 Access Rights Management @D enasLeD
NAME* COMPANY ID
o Stores
TELIC OTEC Lab 686f7c378b1658a89d470c9¢c
o
& Sync/ Reports SERVICE ACCOUNT EMAIL SERVICE ACCOUNT ID

INITIALIZATION STATUS

PROVISIONED

The company has been provisioned but the company admin has not yet initialized it.

SAVE

Finalize the company initialization

EMAIL*

PASSWORD

Your password must be at least 12 characters long, including 1 uppercase letter, 1 number and 1 special character.

NICKNAME

INITIALIZE

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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n E Carrefour France Select a store > LOGOUT & =
AP Companies
List of companies ADD COMPANY REFRESH

2o Access Rights Management
carre x

T Stores Name Status Connection Initialization status Action

Carrefour France CONNECTED ACTIVE . .
< Sync/Reports ° ¢ - ay”

PAGE SIZE: 10 v « - »
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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.

Alcatel-Lucent H ALE-ANTWERP

AP Companies

2o Access Rights Management

% Stores

&£ Sync/Reports

€« BACKTO STORE LIST

NAME*

SERVICE ACCOUNT EMAIL*

The email of the service account to link to this store.

PASSWORD

word must be at least 12 characters long, including 1 uppercase

LANGUAGE

French

SYNCHRONISATION TAG

© Copyright - 2025 | Ale International

letter, 1 number and 1 special
TIME ZONE*
o Europe/Paris
ROUTING MODE

No Calendar

£ LOGOUT $ -

character

SAVE

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.

Alcatel-Lucent () @ @ @
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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.

e  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.

e 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.

o 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.

e 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.

e Escalation list: A list of humbers 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.

y

@D ENABLE ROUTING RULES

NUMBER OF RETRIES* ANSWER TIMEOUT* TIMEOUT BEFORE ESCALATION (IN SECOND)

1 5 120

Time in sec before call try times out
‘) USE THE BACKUP ON-CALL LIST WHEN THE MAIN ONE IS NOT RESPONDING

ROLES EXCLUDED FROM THE BACKUP LIST ESCALATION LIST

Contractor X 1003 x Department manager X

Ordered list of numbers or manager roles used when call is escalated

SAVE

Page 11/16

Sy @ @ @ (CONFIDENTIAL & PROPRIETARY)



Retail Communications as a Service / Quick Start Guide

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.

¢ BACK TO DEPARTMENT LIST

NAME*

Food

PHONE EXTENSION* SYNCHRONISATION TAG
3001 FOOD

Extension number of the department

SAVE

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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i Companies
List of collaborators ADD COLLABORATOR IMPORT

o Access Rights Management
RECHERCHER FILTER BY DEPARTMENT

Search in list of collaborators x DEPTA

T Stores
Full name Email Phone extension Action
% Departments =
User100 ALEA Retall aleantwerp.retailshopuser100@gmail.com 36601
& Collaborators User107 ALEA Retail aleantwerp.retailshopuser101@gmail.com 36602 n
User102 ALEA Retail aleantwerp.retailshopuser102@gmail.com 36603
= Metrics
User103 ALEA Retail aleantwerp.retailshopuser103@gmail.com 36604
2 Sync/Reports
User104 ALEA Retail aleantwerp.retailshopuser104@gmail.com 36605
User105 ALEA Retall aleantwerp.retailshopuser105@gmail.com 36606 n
User106 ALEA Retail aleantwerp.retailshopuser106@gmail.com 36607
User107 ALEA Retail aleantwerp retailshopuser107 @gmail. com 36608
User108 ALEA Retail aleantwerp.retailshopuser108@gmail.com 36609
— —

PAGESIZE:. 10 v « - 2|3 |»

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)

Information User100 ALEA Retail X
Permissions Telephony Prog. keys Services Roles Security
Identifier aleantwerp.retailshopuser100@gmail.ce
Last name ALEA Retail
First name User100
Presence Offline Last authentication: Aug 13, 2025 8:47 AM
Title
Job title
Department D_DEP-A
Language English hd
Country Belgium A
Time zone Europe/Paris v
Visibility Public v

Other information 1

Other information 2

Tags @

Retail x Add tags

Press Enter or Comma key to add a new tag, Backspace to remaove the last one. The number of tags is limited to 5.
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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.

Alcatel-Lucent @ E ALE-ANTWERP Hypermarkt ALEA (» LOGOUT ‘; -
Enterprise
Ar companies
Synchronization reports START SYNC [l REFRESH

2o Access Rights Management

nb store

date duration status processed nb created nb updated nb removed nb moved nb unchanged
O Stores Aug14,2025-621PM  154ms success 1 2 0 0 0 2

Aug 14,2025- 6:01 PM 104ms SUCCESS 1 0 o L] [] 24
B. Departments

Aug 12,2025 - 4:49 PM 127ms SUCCESS 1 0 0 0 0 24
&, Collaborators Aug 2, 2025 -7:39 PM 416ms SUCCESS 1 0 23 0 0 1

Aug 2,2025-7:36 PM 553ms SUCCESS 2 0 0 o 24 1]
& Metrics

Aug 2,2025-10:04 AM 305ms SUCCESS 1 0 ] 0 [1] 24
& Sync/Reports Aug 1,2025-4:11 PM 223ms SUCCESS 1 0 0 ] 1] 24

Aug 1,2025-1211 PM 245ms SUCCESS 1 0 1 0 [1] 23

Aug 1,2025-1211 PM 31éms SUCCESS 1 0 1 1 1] 23

Aug 1,2025-11:52 AM 487ms SUCCESS 1 20 2 0 0 3

PAGE SIZE: 10 v « n 2

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.

Page 14/16

Sominill) @ @ 9 (CONFIDENTIAL & PROPRIETARY)



Retail Communications as a Service / Quick Start Guide

RCaaS_v1.0_beta Désactivé @ Variable X

¥ Incoming Call Nom du nceud

5001 Init default variables
Paramétre variable
Nom Type Valeur
currentlist  strin, main x

) Init default variables - % g

collaboratorl object 1] x
idxRetries  int 0 x
idxLoop int 0 x

@ Call RCaas Server m x

POST VAR(apiServer)/api/callro cdrRecord  object {"status": "rejected","retries": [],"escalations": [J, "proce: x
() Fallback on local DATA

Succés Erreur v

st Y coe timeoutBefor int 0 x

L lastException string none x
\ loopForwardl int 0 x
~ apiServer string. https://int-store-com-aas.openrainbow.io x
? Condition LIRS
= VAR(statusCode) storeToken  string Bearer ey]hbGciOijlUzI 1NilsINR5cCl6IkpXVC)9.ey]0ZWSF - <
[, Update COR Eiror NoGallParams
\% - X
@ Le paramétre valeur évalue le code JavaScript représenté dans une chaine de
ere, quelques exemples d'utilisation:
* type string:

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.

| -

RCaaS_v1.0_beta Désactivd @ Annance x
i o :

call answered @ x Go n|xt or stoj| here @ x Nom du neud

Announcement Exit-fr

e e | i | e

Message

RetailExitFR

> 00:00  0D:08

Effectuer une entrée en tiers dans I'annonce

Sl caché, Fenvol d'un chiffre par DTMF sautera lannonce

Expiration globale

£ L}
7 ERROR DETECTED Condfion g 3¢
équivauth VAR(lang) Note
oe #
L%

—

2 Announcem |ni| Exit-EN @ x
£ Announcl:ment Exit-fr @ X%
_Racooche ] Cr—————p———
i | ]
I
L}
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The main prompts to manage are:
e The hold music/guide
¢ A message to tell that the phone lines are closed (out of time range)
¢ Anintermediate 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.

28

Assistant Visuel de Notification e

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

& =
Assistant Visuel de Notification e

& MESSAGES
Filtrer par  Autres prompts Nouveau prompt Nouvelle langue
deDE ~ [ en-Us | esES ~ frBE ~ friR - nkBE -
911Announcement v v v v i}
Attention v oW
BroadcastNotStarted v v i}
CouldNotConnect v )
DemoMassAnnouncement v ﬁ'
DemoTransferToGSM ' )
Goodbye v v v v o
GroupSelection fj
HealthcareCleanerOK. o v I
Page 16/16

o e @ @ (CONFIDENTIAL & PROPRIETARY)



	Glossary
	1 Introduction
	2 Configure a new company
	2.1 Connection to the administration portal
	2.2 Tenant (company) initialization
	2.3 Provision a new store
	2.4 Routing rules configuration
	2.5 Department configuration
	2.6 Collaborators management

	3 VNA script deployment

