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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.
08 26/03/2025 (Section 4
Screenshots have been updated.
Zip file name has been updated.
09 16/12/2025 [Section 4
A note about app file has been updated.
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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.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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4 Setting up Integration with Zendesk CRM

1. Open https://<instancename>.zendesk.com/ and login using Zendesk credentials.

2. Once on the home screen, click on the Admin icon n available in the left-hand menu and then click on the
Go to Admin Center link as highlighted below:

1 e O cneon® 0 @ W % % & W 3O

Amigo Software 1

(D) Support settings are in Admin Centef. Go to Admin Center (2

SYSTEM UPDATES

FEATURE USAGES

Admin Center open up as shown below:

- ;
L ¢ g8 O] 2
ﬁ Home
New outcome-based pricing
. You're only charged when Al agents resolve customer issues on their own, saving human Explore new pricing X
o Recently viewed ~ - agents time
* Discover
Q, Search Admin Center Ad miﬂ Center
Your heme for settings to manage your account, team, and more.
ﬁ Account v
2% People ~ Storage usage API usage (last 7 days) Automated resolutions usage
Ticket data storage 429 errors 0of 0 Overage allowed
— o ! 0% of requests
e Jchamna 7.4 0f 11,000 MB used Days elapsed
Limit near-breaches 358 of 365 95.1%
File storage 0 a
[} Workspaces ~
- 0 of 60,000 MB used Limit approaches
1]
a Objects and rules ~
=: Apps and integrations Zendesk updates
Announcements What's new Developer updates Release notes Service notifications

3. Inthe left-hand menu, click on the Apps and Integrations option and then click on Zendesk Support Apps as
highlighted below:
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0
ﬁ Home
o Recently viewed ~ Zendesk updates
* Discover Anncuncements What's new Developer updates Release notes Service notifications
Mar 27, 2025  Announcing Engage Voice for Zendesk [2
Q, Search Admin Center Mar 27, 2025  Announcing_agentic Al agents EAP [3
Mar 20, 2025  Announcing generative search in the help center (2
. Mar 25, 2025  Announcing Relate 2025 agent copilot improvements (2
8 Objects and rules ~
Mar 25, 2025  Announcing_the introduction of the centralized Al hub (2
i >
=: Apps and R View all announcements 2
integrations
e Feature usage
Zendesk Support apps Active Runs (last 24 hours) Unused (last 30 days)
Channel apps Macros 40 1] 4
Integrations Triggers 8 35 4
Integrations Automations 1 4] 1
4. Onthe My Apps screen, click on the Upload private app button as highlighted below:
ﬂ- Home
© Fecontly viewed My Apps Marketplace ‘ I Uplaad private app I
* Discover f
Currently Installed Private Apps Settings
Q, Search Admin Center
Preview Apps

a Objects and rules ~

EE  Apps and
integrations

Apps
Zendesk Support apps

Channel apps

Intearations

Enabled apps

Enabled apps in your Zendesk

Disabled apps

Disabled apps in your Zendesk

5. A new page opens up to upload the app as shown below:

Reorder apps
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= ( B @ 2
;o Upload App
o Recently viewed v

This is where you upload your private apps. Private apps appear in your account only. If you want ta submit a public app
or learn more about how to build your own private app, check out our Developer documentation,

* Discover
App Name
Q, Search Admin Center
This is seen when you list your app. Please follow the naming
-
guidelines.
8 Objects and rules v
1} App File Choose File
= Apps and N PP |
integrations
Must be a .zip file. Max file size 2 MB.
Do not include any secret passwords, keys, or tokens in your app's
Apps assets directory. Access to these files is not authenticated. See
Zendesk Support apps Secure Settings for more information.

Channel apps

R Cancel
Integrations

Integrations

Logs

ADI- -

6. Provide App Name and click on the choose file button to upload the Rainbow CRM Bridge App (v xxx).zip file.

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

7. Once the file is uploaded, click on the Upload button.

Upload App

This is where you upload your private apps. Private apps appear in your account enly. If you want to submit a public app
or learn more about how to build your own private app, check out our Developer documentation.

App Name Rainbow CRM Bridge
This is seen when you list your app. Please follow the naming
guidelines,

App File Change Rainbow CRM Bridge App (v 3214).zip

Must be a .zip file. Max file size 2 MB.

Do not include any secret passwords, keys, or tokens in your app's
assets directory. Access to these files is not authenticated. See
Secure Settings for more information.

Cancel ‘ Upload
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Note: The following parameters can be managed through the application configuration file.
e Country Code — Defines the default country code.
o AskBeforeCreate — Controls whether a contact is created automatically or the user is prompted before
creating a new contact.
e ctaa (Create Ticket After Answer) — Enables or disables automatic ticket creation after a call is
answered.
o extl (Extension Length) — Specifies the length of internal extensions.
Modifying these parameters requires specific changes to the application configuration file. It is therefore
recommended to contact ALE Level 3 Support to perform these configurations.

8. A confirmation window pop-up as shown below:

Creating a new App

Please be aware that the app you are attempting to upload has not been reviewed or approved by Zendesk
for use in connection with your Zendesk account. Please also be aware of the following:

1. It may not operate as intended

2. If you have obtained this from a third party, it may have been developed in breach of our Terms of
Service and Developer and API License

3. It may include malicious software which could materially or adversely impact your data and your
Zendesk account

4, Any functionality associated with this App may be limited or disabled by future modifications to
Zendesk

By clicking Upload, you agree to the above language and the . .
Zendesk Marketplace Terms of Use. | Cancel | Upload

9. Click on the Upload button to continue with the uploading process. Uploading process continues as displayed
below:
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+ Add

ADMIN HOME

AbDS Processing

rketplace [2

MANAGE

People

CHANNELS

Web Widget (Classic)

10. After the upload is complete, a new screen with app details will be displayed. Fill the form with information.
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Zendesk Marketplace

’E‘ Rainbow CRM Bridge

' 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.

. Install l
-

Conversations 0 @%QEE’

11. Once information is provided, cIick button. This will now install the app in Zendesk environment

and next screen will appear with installed Rainbow app.

12. By clicking application icon E following Rainbow CRM Bridge application will appear in a pop-up window.
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stomer & T s o Q| ememe O o2 @
o] Rainbow CRM Bridge T o
tarted Dashboard
Welcome to Rainbow CRM Bridge

ustomer support channels v
See how Zendesk Suite works. It's r
4d your team
ting system 3min 0 [
hat and messaging 12 min c
center 10 min

o]
t productivity 8 mi
tyour trial ga-
—

Customer support channels

eady to go with these essential elements that were made just for you.

Email

Share this email with your customers, so 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@amig

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

Rainbow

Please enter the email add
with your Rainb

nter your password

Keep my session alive

Don't have an accouns? Signup!

Learn more about Rainbow
Copyright © 2020 - ALE Insernational

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

Blocked numbers

Enable Talk
Enabling Talk allows agents to make themselves
accept voicemails with this setting disabled.

available to answer calls. Your phone number can

IVR

—

Widget Dashbo

ard

13. Once the Rainbow CRM Bridge app is installed and logged in, simply call any contact from Zendesk as shown

below:
Fp Ouvigongallto Sophie . 2 Sophis Durieus
#5353
Menuiserie Durieux  Sophie Durisux
Usertype  End user -
cess  Can view and edit own tick,.,
Tickets (2}
Primary -
emai IS
Phone 0651420245 (direct line) -
) [l
Call this number
] »
Togs Enable as direct hne
Org. Remove -
largusge  English [United Statas) -
Time zore  (GMT+01:00) Pans
Dretals
Hotes
Call Logs

® I Add

Sophie Durieux

Related Security Settings

Requested tickets (2} ~

1] Subject
#5354 Outgoing call to Sophie Durieux - +33651420245
#0955 Qutgoing call to Sophie Duriews - +33851420245

Reguested
39 minutes ago

37 minutes sgo

Updated Group
3% minutes ago Support
36 minutes ago Support

Comeersation

+ Mew Ticket  ~

Asslgnee
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14. Rainbow CRM Bridge displays all available call options (audio, video & business phone etc) to choose from as

shown below to contact with a particular user:

. gu;g?inguumswme.. « R w | +ago
5555

Menuiserie Durieux  Saphie Durieux

User type End user N Sophie Durieux

Access Can view and edit own tick.. =
Tickets (2) Related Security Settings

Requested tickets (2) +

email 0 D

Primary -
Subject
Phone  DES1420745 [direct line)

+ add contact (] W #5usa Cutgoing call to Sophie Dunew: - +33651420245

] B #5955 Cutgoing call to Sophie Duriews - +33651420245

Tags
Org Menuiserie Durieux
Lenguage  English (United States) -
Time zone  (GMT+01:00) Paris
Deetails

Mates -

Call Lags

Q ton: @) o &% S & &
L rcpRec x
[ - — #6 O@
Kl (3 caLL HISTORY
Call History ‘Vnicemail
all
Requested Hamadi Vert x
& 3
39 minutes agl @ video ese
(@] sudis [[aumio | @
37 minutes ag . o~ :
" Business phone (0651420245) [ DAL
i %z e re no appt
[ e * 1 segpsandin
— Az
e 31 |
Agentd Warkflow s (T
age Incoming Call s e '
256 e »
9 Ourgaing Call N L | @
P —

15. Call logs are generated in the form of ticket for every call as displayed below:

Menuiserie Durieux  Sophie Durieux B Ticket #5954

Outgoing call to Sophie Duricux - +33651420245

minutes &3o

m Assgn « 47 minutes aga

Outgoing call to Sophie Durieux - +33651420245

Requester
o Via AP|
{2) Sophie Durieux v
Sophie Durieux [Wawal . 1
Assignee’ take it 2 s
@ Support Qutgoing call by: John Smith
Followers tolicw
O
Call end time: Thas, 27 Mar 2025 06:50:41 GMT
Answered byt Sophie Durisux
Form About
Default Tickat Form W Call d"c-(t.mn: outgoing
Call Duration: 3 sec
" Call State: answered
== Call Type: telephone
cmbridge %
Powered by Rainbow CRM Bridge
Type Priority

- ~ - ~
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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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