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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 Cloud and works inside third-party CRMs
as an integrated component.

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

ServiceNow.

Rainbow CRM Bridge uses the CPaaS platform to pulls 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  ServiceNow Integration
3.1 OpenFrame Installation

Sign-in to ServiceNow

SEerviCeNOW sevice Management

+  System Administratior v
Make your life easier, create a dashboard! x
» version of but easier to use. drag-and-dr that & easily add, move, ige dd view and
collaborate on dashboards with you!
Don'taskmesgaln  Remindme lter Create dashboard version
System Administration
‘ Guided Setup a System Security Bllstnﬂss Logic
o \&, oo
8%8 Create and Deploy 11 | Data Management Diagnostics
s ' smm T '
(+) (11
A Email . ) 0 Homepages ‘ ‘ Integration
= %
Reporting and Analytics User Administration User Interface
> N . >
G @ %
@
Search Plugins in the left search box
serVicenOW Service Management
plugins
'Ef FILTERS
System Definition ¥ Mana
Plugins
¥ Pricir
Type Openframe in top search on the page
SerVicennw Service Management
plugins ® All Applications
System Definition V' Managing
Installed 1 results for "Openframe"
Plugins Not Installed
Updates
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Click Install button

A dialogue box will open, click Activate button from the dialogue box.

Activate Plugin b 4

Openframe
B intertace to integrate extemal communication systems with Servicehow, This
phugin beings a U8 frame that ks accessibile and available amywhere within

ServiceNiow screens.
Phugin dependency status

NG shared components (currenthy installed

Liden morg

It will take few minutes to finish installation

Plugin Activation

Openframe

Preparing to activate plugin, this may take a while...

After installation, a confirmation/Success message will be displayed

Plugin Activation

[V Success

Openframe was activated

ViewLogs  View PluginList | Close & Reload Form

Once the installation is complete, Reload the page and type OpenFrame in the left search box, and Select

OpenFrame from search result

SErVICeNOW sevice management
spenframe Al Applications

FILTERS Q

¥ Managing
Imstalled 817 results
Netmstaled
Updates.

Action Status Automation
Customer Service Management

¥ Pricing
Free
This plugin tracks blocking records created for tacks and updates the action status indicators on the task it
Paid
10 com.sn_action_statws | Paid by ServceNow
¥ Product family
T Senvice Management
1T Business Mamsgerment
Activity formatter
L] Other

securty

Quickly and easily filter the list of activties, or histary, ona task form

@swmmnimmm - QPO E

¢ FndinStore  Reguest Plugin

Sortby | A-Z

Install

Installed
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3.2 OpenFrame Configuration

Click on New button to create a new configuration

ServiCenOw sewiceManagement

openframe ®
IS * O

System Properties

OpenFrame

In the New configuration form, specify the following and click Submit button.

Field Value

Name Rainbow CRM Bridge

Title Rainbow CRM Bridge

User Group Do not select any group, so that the RCB is available to all the users.
URL https://servicenow.openrainbow.io/#/

Active Enabled (Checked)

Width 500

Height 500

Icon Class icon-phone

hme I Feadnibsoa R Brilpe I I L FiIeY o I

Tk I Rasribsow CEM Brickpe I & Wdth 500
el Kk ieight 00
Orcar I ko Class ey phcnse I
Enable collaprad view Tithe boon &
Bepasalie Sebenedd
st Goapy Sebecting
ATF_TesGroup_Ketwork ot * ulecting
ATF_TemGroup_Serdcelek
Aprpiication Durvelopemnt {
CAB Appeowal
Cagusc ity MgmR

Catabog Rngpeit Approwers = § 1000
C stk Bivgueut Approwrs or Sales

Change Masagissn
Dutaburas
R Ihtlps:.-'."ser.'icenow.oper rainbow.iof# I =
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Note: Given below is a detailed description of the fields available for OpenFrame configuration.

Field Description

Name The name of the OpenFrame configuration.

Title The title that appears in the OpenFrame window header.

User Group The user groups selected for this configuration. Access to this configuration is limited to

the users that have the OpenFrame user role and that belong to the selected groups.

Note: If you do not select any groups, the configuration is available to all users with the
OpenFrame user role.

URL The URL to be launched within OpenFrame. This URL can be an absolute path or a path
that is relative to the ServiceNow instance.

Active Denotes this configuration as active.

Width The width of the OpenFrame window.

Height The height of the OpenFrame window, not including the OpenFrame header height.

Icon Class The class of icons used for the OpenFrame window (retina-icons.css). Only supports icon-

phone and icon-video values.

Click Submit and reload the page. If OpenFrame is configured properly; it would display telephone icon in
the top bar.

ﬁ SystemAdminisiraior = %, O Y (7)) &

&

1t

sea  Update  Delete Jr
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3.3 Whitelisting RCB for cross-domain communication using OpenFrame

Type "sys_properties_list.do" in the left search box and hit Enter.

SErviCenow servieManagement

sys_properties_list.do = OpenFrame Configurations m Seant

S Al

@ O, ShName

(i) Rainbow CRM Bridge

Acties on solectod Fows.., ¥

It will open a page containing a list of system properties.

Type glide.ui.concourse.onmessage_enforce_same_origin_whitelist in the name search field and hit
Enter.

= Syﬂmwgp!niesm Search Mame 1|II glide. uL.concourse.onm I

Click property (first record from top)

? All> Name >= glide.ui.concourse.onmessage_enforce_same_origin_whitelist

@ Q = Name & = Value
Search search
\J;' glide.ui.concourse.onmessage enforce same origin whitelist

(i) elideiconfimm cascade delete true

Add https://servicenow.openrainbow.io in value field. Click Update button.

H.!'I't_- f_'l::{- ULLORE NS, ONme i gt {-'I":;."I:I: SRIME_QEgm wiit
Decriptson
Chaices
Type string
Value https-fzervicenow. openrainbow o
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3.4 Whitelisting RCB for cross-origin REST API access

Type “CORS Rules” in the left search box.

SEI‘ViCEI"I OW Service Management

Cors Rules @
5 % O
System Web Services
W REST

CORS Rules

Click New button on the top, a new form will open. And configure filed like that

Field Value

Name RCB

Domain https://servicenow.openrainbow.io
REST API Table API[now/table]

HTTP Methods check all (GET, POST, PUT, PATCH and DELETE)

* Name BB Application ot
% FESTAR Tabsbe AP o Lakie]
% Doman https:iservicenow.ocpenrainbow.io

HTTPMethods  HTTP Headers

POST L DELETE W

and click Submit button
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3.5 Click to Call (C2C) Configuration

Type “Ul Macro” in the left search box, select under “system Ul” the page “Ul Macros” and Click New
button available on top.

SErviCenAW seniceManagement

=

System Diagnostics

Sadmin console reports

(@)  Sewd csif validation
(i)  Smwd display password
(i)  $pwd done button
(i)  Spwd enroll email ui

Add “RCB_C2C” in name field, Description and replace the default XML code with the following XML code
and then click Submit button.

<?xml version="1.0" encoding="utf-8" ?>

<j:jelly trim="false" xmlns:j="Jjelly:core" xmlns:g="glide" xmlns:j2="null" xmlns:g2="null">
<g:evaluate var="jvar_guid" expression="gs.generateGUID (this);" />
<j:set var="jvar_n" value="show_incidents_${jvar guid}:${ref}"/>
<g:reference decoration id="${jvar _n}" field="${ref}" onclick="dialContact('${ref}'); "
title="Click to Dial" image="dial.jpgx" icon="icon-phone"/>

<script>
function dialContact (reference) {

var s = reference.split('."');

var tableName = s[0];

var referenceField = s[1];

var incidentId = g_form.getUniqueValue() ;

var callerId = g_form.getValue (referenceField) ;

var contact;
var gr = new GlideRecord('sys_user');

if (gr.get(callerId)) {
contact = {
"incidentId": incidentlId,
"first name": gr.first name,
"last name": gr.last name,
"email": gr.email,
"phone": gr.phone,
"mobile phone": gr.mobile_phone
}i
}

var payload = { "type": "C2C", "data": contact };

var context = { "payload": payload, "method": "openframe_ communication" };
CustomEvent.fireAll ("openframe_request", context);

}

</script>
</j:jelly>
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Like that:

SErVICeNOW. senie Management

(= Mo
= Newrecord

* Name

Description

RCB_C2C

Show phone con for contact field on case form, kon will be shown oaly f

Application

Active

ontact.phone value is not empty.

- emil;

None

Global

v

@ srotom dmimisrtor ~

S AT 08

¢z~

serVicenﬂw Service Management

incident

=
&

Favorites
Incidents
Self-Service
Incidents
Watched Incidents
Servira Nack
Incidents
Incident
Create New
Assigned to me

Open

Open - Unassigned

Resolved

All

® © e & & e e e | e ©

Incidemsm Search  Number

? All > Active = true

o,

= Number v = Opened
Search Search
2020-03-04
INC0010019 o241
2020-03-04
INC0010018 v
INC0010017 202003-02
13:40:43
INC0010016 202002-28
19:12:17
INC0010015 2020-02-27
_ 16:47:26
INC0010014 2020-02:25
—— 15:27:35
2020-02-25
INC0010013 10:5423
2020-02-20
INC0010012 158457
2020-02-20
INC0010011 L1554
INC0010010 202002-20
11:14:59

v

Search

= Short description
Search

Device iot$thingy$F9:2D:97:49:FD:BT
reporting measure

Device iotSthingy$F2:2D:97:4%:FD:BT
reporting measure

Device iot$thingy$E4:97:C4:C4:71:66
reporting measure

Device fot$thingy$FD:CB:FL:.CA:F3:D0
reporting measure

Device iot$thingy$FD:CB:F1:CA:F3:D0
reporting measure

Device iot$thingy$FD:CB:F1:CA:F3:D0
reporting measure

Device iot$thingy$FD:CB:F1:CA:F3:D0
reporting measure

Device iotSthingySE4:97:C4:C4:71:66
reporting measure

Device iot$thingy$E4:97:C4:C4:71:66
reporting measure

Device iotSthingySTEST reporting
measure

= State = Catey
Search Sort (ztoa) Search Search
Show Visual Task Board ~ F
(empty) New Metwork
Group By Caller |
Richard Elliot g chart New Network
(empty) : e
List Layout
List Calculations
(empty) ]
List Control
Update Selected
(empty) pdate Selec All 4
Update All Table |
) Create Application Files Security Rules 4
Import XML Business Rules |
(empty) Show XML Workflows i
Flow Designer Flows |
Alissa Mountjoy 5- Planning Client Scripts 1]
Ul Policies |
B Data Policies
(empty) 5- Planning W
Ul Actions
(empty) 5- Planning

Dictionary
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Click caller’s column option, select Configure option from the dropdown menu and then click Dictionary

Click “incident” against the column name “caller_id”

? All=Table =incident .or. Table in incident, task
@ = Table & = Column name = Type =
@ incident Collection (empty)
@ incident business_stc Integer (empty)
@ incident calendar_stc Integer (empty)
I @ incident caller_id I Reference User
) incidant rataonry Strino famni)

and replace the text from attributes field with:
encode_utf8=false,ref contributions=RCB_C2C;user_show_incidents”

%k Table Incident [incident] v

*k Type Reference Q@
% Column label Caller
% Column name caller_id

Alters the behavior of a field or functionality that depends on the field. More Info

Attributes encode_utf8=false ref_contributions=RCB_C2C;user_show_incidents

Reference Specification = Choice List Specification  DependentField Calculated Value  Default Value
The Reference field specifies what table this field displays values from.

%k Reference User
Use reference qualifier Simple
and then click Submit button.
RCB has now been configured for the ServiceNow instance.

Please refresh your page to start using RCB application.
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4  Application in Expanded and Collapsed mode

4.1 Rainbow CRM Bridge widget in maximized (visible) mode

4.2 Rainbow CRM Bridge widget in minimized(hidden) mode

SErvicenow senc Mansgement @ srenpdminstotr - & O P @ @
Filter navigator +  System Administration v @, I
T X
Make your life easier, create a dashboard!
fsenvce Did y version of but easier to use. Dashboards have a drag-and-drop canvas that lets you easily add, move, jdgets. You multiple tabs. g lets any user
Homepage view and collaborate on dashboards with you!
eI ) e
System Administration
“ Guided Setup System Security
Guided Setup tools to help you set up ServiceNow Configure an 0
*# p Py P a 2 u °
RREL ot oty ol ppkcatonsoyou msancs H-H Varaas oy : v s A [
(+] CT T —
Email H I i
t" r:r,'f\l-m behavior of inbound and outbound emal I @ I r“?‘?‘sl‘l’?%ﬁ:huxml,'m\"v:ll‘w":l‘ and Self Service users !! |-’-‘|Ii§.'.lalt:rh 3rd-party systems and data sources
Note: To open minimized Rainbow CRM Bridge widget, click on telephone icon that is available on the top right.
ﬁ SptemAdminstatee ~ %, O, P (D B
&F N = oo Update  Delete Je
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Rainbow CRM Bridge access authorization
Type “users and Groups” in the left search box. Open “Groups” under “users and Groups”.

se rVicen OW. Sservice Management

users and Groups ®

= * ®©
System Security
W Users and Groups
Users
Groups
Roles

Access Role Detail View

In the name search field type the Group name associate to your users like: “Incident.Manager” and hit
Enter. Select “Roles” tab and click on Edit button to open the Group Roles selection windows

Ry p Members (1)  Groups

= Roles ¥ | Search
? Group = Incident Management
L Q, = Created = Role

In the Collection search field type “sn_openframe” select “sn_openframe_user”. Push it on the Roles List

and Save.

AddFilter | Runfilter ()

- choose field - ¥ | —oper— v  —value--

Roles List

(¢ frame]
\O\ sn_openfram J eDemo

- —ap agent_workspace_user
sn_openframe_user email_client_admin
incident_manager

itil

sn_incident_read
sn_incident_write
template_editor

Cancel

Name sn_openframe_user

ALE International proprietary and confidential. Page 16/18

Copyright © 2020. All rights reserved.



Rainbow CRM Bridge — ServiceNow Deployment Guide (New York) Alcatel-Lucent @

Select the Group Members tab

bs (1) Group Members (4)
b 2w I Edit. .

Group = Team Development Code Reviewers

102 O, = User

Ro| Groups

Search User v Search

=
P

Select Edit to open the selection windows. Select users authorized in the Collection list. Push it on the Group
Members List on the right and click Save.

AddFilter | Runfilter (2)

— choose field — ¥ | —oper— v | —value—
Collection Group Members List
G’_‘)\ | ) Incident Management
Abel Tuter Incident Manager )

Abraham Lincoln
Adela Cervantsz
agentl eDemo
agent2 eDemo
agentwfl eDemo
agentwf2 eDemo
Aileen Mottern >
Alejandra Prenatt

Alejandro Mascall 4
Alene Rabeck

Alfonso Griglen

Alissa Mountjoy

Allan schwantd

Allie Pumphrey

Allyson Gillispie

Alva Pennigton <

[om | »

Cancel m

Log out administrator and log in with one agent of the Group Member list to check if the telephone icon is
available on the top right.
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