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Assumptions -

1. Latest Quest PacketTrap MSP setup file is available.
2. ConnectWise client setup is installed.
Steps -

1. Runthe setup for installing Quest PacketTrap MSP studio on your machine. This will place a

shortcuticon,” Pac ket Tr a pontH&dPsktap bis wall bs @ shortcut under the
Programs menu.

2. Click on the icon. This will load the Studio Sign In form.

+ m Studio Sign In x|

PacketTrap MSP’

Studio Sign In

Flease enter username and password

g

Problems Connecting?

|lzermame: Iadmin

Paszwiard: I

Host &nd Port:; IIl:u:thl:ust

[5053

W Save Settings

@ 2006-2010 Guest Software, Al Rights Reserved.




3.

Enter the username, password, host and click on the Sign in button.

uest PacketTrap MSP Studio [localhost:5054] [Ver:

.10229.11405]

PacketTrap MSP"

Mew - | & Add Device(s)

Dashboard Devices Report Patch Management Ticketing Administration

It will load the application.

=10 x|

ls  Give Feedback “ ©

admin [gigh out]

. Devices
Diagnose, manage and configure critical devices.

&

IDeFau\l Organization [3) j Default Organization

& Defautt Organization (3)

Agents are assigned hers ifthey are not assigned to another organization.

Studio | Edit Rernove

Ce!
= @ Moritoring Problems (3)

Tools = Reports » ‘Wizards ~ Set Credentials  Reassign Policy  Assign Patch Management  Delete

2]

. Policy Mot Set ¢0)
@ Down (D)
i1} Groups
25 Metwork Maps
= I Policies
!] Urssigned Devices (0]
B Detautt Policy (2)
B Metwarking Palicy (0)
B server Palicy (1)
B Desktop Policy (0)
m Wireless Policy (0)
W) ‘Mware Host Policy (0)
= 5 Credential
= public (1)
A, ngents (1)

%, Agent hot Responding (0) | | P Address | Host naime | Average CPU | Memary % | Ping | Agert

A\ #lert Triggered (3) W 192168110 SYMERGYD 0ms VWORKGROUPISYNERGY1 2
55 Credential Mot Set (1) 5 W 1921668160 SYMNERGY12 o | 42% Il 0ms WORKGROUMSYNERG Y12
# Waritor Failed (1) @ 1921681101 SERVER s3I 6% | Oms VWORKGROUPISYNERGY12

General information

IDefauIt Qrganization

|&gents are assigned here if they are nat aszigned to another organization.

Agent(s) connect to the server using this host
The GQuest host that the customer's agent will connect to

Hosthiame [

Walid DMS o IP of the server

Ieile:




Customer Integration

1. Clickont he “ Admini str ati on”.Thiowihopen the Adniimisttatioe ma i n
form.

Dashhoard Devices Report Patch Management Ticketing Administration

Clickonthe® Connect Wi se | mderetlge foant Thisowill begin integrationtwioh
ConnectWise.

|: (nluly ]
Integration

2. [If another PSA is already configured, then ConnectWise cannot be configured. A warning
message for the same will be displayed to the user.

Quest PacketTrap MSP il

L]
\‘_]:‘) To configure Connecthise PSA, wou must remove already configured PSA - Autotask,

3. If no other PSA is configured and the user has no rights specified in the ConnectWise for
Company Integration API, then the popup is not opened. Instead, an error message is displayed:

Quest PacketTrap MSP x|

' E ‘fou do nok have access to the Company api on this server
[

You can assign rights to a user in ConnectWise by opening the Integrator Login from Setup ->
Setup Tables. The* Company APl " checkbox must be check

me r
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Setup Tables = Inkegrator Login

General

[ EHE XIO

Il zername: I-"'E'ti”

Pazzwaord: |"uu

Access Level I.-'1‘-.|| records =l

Enable Awaillable API[z]

[v | Service Ticket AP

ervice Board: I Profezsional Services - I

Ticket Callback URL: I http: /flocalhost 5054/ aspsdps aves

Time Entry AP

t anaged Services AP
Contact AP

Cormpary &F

<R

4. If the user has rights specified in the ConnectWise for Company Integration APl but no rights for
the “Managed Services API”, then the popup is opened but the Devices tab is disabled. And an
error message is displayed as:

Quest PacketTrap MSP x|

' E ‘Yo do nok have access to the Msp api on this server
-

You can assign rights to the user in ConnectWise by opening the Integrator Login from Setup ->
Set up TaMadnages ServikdAdP 1" checkbox must be checke




5.

Setup Tables m» Inkegrator Login

General

OHE XIG

I zernanme; |_|,|atin

Pazzword: |uuu

Access Level |Allrecords =

Enable Avalable API[z]

v | Service Ticket AP

Service Board: I Profeszional Services - I

Ticket Callback URL. Ihttp: AA121.243.208.98 v/ peaws

[~ | Time Entry &F
v | Managed Services &P
[T | Contact AP

Initially, the URL for the ConnectWise is not configured, sot h €onfiguration” tab will be active

and the Customers and Devices tabs will be disabled.

ConnectWise Integration

Customelsl Devices Configuration |

— Connectize Configuration

Company I ||

Username I

Pazsword I

“irtual Directory Mame I (Specify the name of the IS Yirtual Directory to create for supporting Connectize call back functionality.)

LRL |

(Example; hitps:if=psa public stename=fservicesizystem_iointegration_io.asmx)

Test |

Save | Update Alerts | EBemove Configuration

e |

On the Configuration tab, following text boxes are present:

CompanylD: This is for entering the company name, used to login into ConnectWise PSA.

Usernameand PasswordThis is for entering the username and Password created at the
Integrator Login from Setup -> Setup Tables.




6.

Virtual Directory NameThis is for entering the name of the IIS virtual directory for supporting
the ConnectWise call back functionality.

Each Web Site in IIS has a unique identifier.]| n most of the cases the i
We b Ssil.Soethe virtual directory will be created in web site havingtheide nt i f i er as

ftheweb site with the identifier as “1” is no
“Default Web Site".1 f no web site with the name “Defau
message will be displayed to the user as “Please make sure the 'Default Web Site' exists in IIS.”

URL This is for entering the ConnectWise URL. Below the textbox, an example of the
ConnectWise URL is displayed.

The user cannot save the configuration unless URL is successfully tested, so the Test button is
enabled and the Save, Update Alerts and Remove Configuration buttons are disabled. The Close
button is always enabled.

Enter a valid Company ID, Username and Password, Virtual Directory Name and ConnectWise
URL and click on the Test button.
|

Customersl Devices Configuration |
— Connect®ise Configuration

Company D Ipackeﬂrap

Uzername Inew

Pazsword | ------

“irtual Directary MName Idsdsd [Specify the name of the IS Yirtual Directory to creste for supporting Connectize cal back functionaliy )

LRL Ihﬂps:.l’.ftest.connedwise.c:0mN4_B_reIease.l’services.l’system_io.ﬂrdegration_io.asmx T |
(Example; hitps:if=psa public stename=fservicesizystem_iointegration_io.asmx) =

Update Alerts | Bemove Configuration

we |

A message box will be displayed with the message "URL test is successful". The Save button will
be enabled.

Quest PacketTrap X|

\‘!l) LRL test is successful,




7.

10.

Click on the Save button. A message box will be displayed with the message “ &hfiguration
saved successfully". The virtual directory will be created with the entered name. The entered
ConnectWise URL will be saved and the ConnectWise URL will be configured.

Quest PacketTrap MSP x|

1 J Configuration saved successiully,

The Update Alerts button will be enabled to update the alerts. The ‘Remove Configuration’
button will be enabled to remove configuration. The Customers and Devices tab will be enabled
as well.

When clicking the ‘Remove Configuration’ button, the configuration will be removed and the
Customers and the Devices tab will again be disabled.

Open the Customers tab. There are two tabs underneath: ConnectWise Customers as the active
tab and PacketTrap Customers.

To copy/map the company(s) from ConnectWise to PacketTrap, open the ConnectWise
Customers tab.

The grid will display all of the companies from the ConnectWise.

ConnectWise Integration il

Customners | Devicesl Cunfiguraliunl

Connectwise Customers | PacketTrap Customers

[ Connectiize Customers
ConnectWise: Total Customers: 180
Un-mapped Customers: 177
Sr. Mo, ConnectWise Companies Copy to PacketTrap | PacketTrap Companies ;I
11 Alhambra James & Associates r -- Select -- j J
12 Allied Executives r -- Select -- ﬂ
13 Alovet, Inc r Aloveting hd
14 ALS Lasociation r -- Select -- I
15 Angry Fox, Co. r Detault Customer ﬂ
16 Arts Midwest - -- Select -- hd
17 ArtSpace [ - Select - d
18 Barbara Hove and Associates Il BarbaraHoveandAssocistes j
19 Battholomous, Dean |_ -- Select -- ﬂ
20 BDG of Minnesota - - Select - d
21 BenePartum Lavw Group [ -- Zelect -- j
22 Bigrmann Homes [ -- Select - ﬂ LI
Select Al | Clear All | LCopy |

e |

The companies which are already mapped/copied are highlighted with a gray background. The
user cannot change the mapping of these companies.

The “ConnectWi se Compani es column displays

al



11.

The “ Packepfrapt oc ol umn di s perrawtscopgathechHeded k b 0 X
ConnectWise Company in PacketTrap. This will create a new company in PacketTrap.

T h @ackétTrapCo mp a ni e s "play dl bf thecompahies§rom PacketTrap.

At a given time, the user can either map a company or copy the selected company. Doing both
actions simultaneously is not possible.

To copy the company(s) from ConnectWise to PacketTrap:

Check the box(s) from the “Copy to PacketTrap” and click on the Copy button. The selected
company(s) will be added to the PacketTrap. While adding a new company, the following fields
for the newly created company are populated as —

1 Company Name The ID of the ConnectWise company which is being added
to PT.

2 Description The Name of the ConnectWise company which is being
added to PT.

3 Website The Website of the ConnectWise company which is being

added to PT if avail abl e,

To map the compan{g).

Select the PacketTrap company(s) from the “PacketTrap Companies” combo box(s) and click on
the Copy button. The respective ConnectWise company(s) will be mapped with the selected
PacketTrap company(s). If the selected company is already mapped, then a warning message is
displayed to the user.

To copy/map the company(s) from PacketTrap to ConnectWise, open the PacketTrap Customers
tab.

The grid will display all of the companies from PacketTrap.




ConnectWise Integration LI

Customers | Devicesl Configuration

Connectwise Customers  PacketTrap Customers

i PacketTrap Customers
PacketTrap: Total Customers: 4
Un-mapped Customers: 1
Sr. Mo, PacketTrap Companies | Copy to Connectvise | Connechize Companies
1 Alovet, Inc. b
2 r Barbara Hove and Associates j
3 Default Customer r Angry Fox, Co. j
4 Guarantine Agents - - Select -- ﬂ
Select All | Clear All | LCopy |

we |

The companies which are already mapped/copied are highlighted with the gray background. The
user cannot change the mapping of these companies.

T h @ackétTrapCompani es” column displays all of the

The * (onpegtWited c ol umn di s perrawtscopgthexHedted k b 0 X
PacketTrap Company in ConnectWise. This will create a new company in ConnectWise.

The “Connect Wi se Companies” column displays

At any given time the user can either map a company or copy the selected company. Doing both
actions simultaneously is not possible.

To copy thecompany(s) from PacketTrap to ConnectWise:

Check the checkbox(s )  f r @apy td ChneectWise” and click on the Copy button. The
selected company(s) will be copied to the ConnectWise. While adding a new company, the
following fields for the newly created account are populated as —

1 CompanyID The Name of the PT customer which is being added to
ConnectWise. If the name of the PT company is greater
than 25 characters then
CompanyID.

2 Company Name The Name of the PT customer which is being added to
ConnectWise.

3 Website The ServerEndPoint of the PT customer which is being
added to ConnectWise.

al



To map the compan{g).

Select the ConnectWise company(s) from the “ConnectWise Companies” combo box(s) and click
on the Copy button. The respective PacketTrap company(s) will be mapped with the selected

ConnectWise company(s). If the selected company is already mapped, then a warning message
is displayed to the user.




Device Integration

1. To copy/map the devices from the PacketTrap to ConnectWise, open the Devices tab:

ConnectWise Integration

Customers Devices | Eonfigurationl

On the Devices tab, following controls are present:

a. Select PacketTrap Company: This combo box contains all of the mapped companies that can
be selected.

b. CW Management Solution: This text box is for entering the ConnectWise management
solution name.

c. CW Management IT Setups: This combo box for selecting the ConnectWise management IT
setup name.

d. CW Managed Groups: This combo box for selecting the ConnectWise managed group name.

I Select Devices
Select PacketTrap Company Select Connectyyise Group
CW Management Solution IKaseya
CW Managemert IT Setups IKaseya j
CW Managed Groups IRIT j Glham
| | Sr. Mo, Devices in PacketTrap Copy to Connectwise | Match to Connectivise

Select All | Clear All | Copy |

Cloze |

2. Select the mapped company from the “Select ¥
Enter the valid management solution name. TH
be filled out with the respective management IT setups.

Select the management | T setup from the <c¢omk

will be filled out with respective managed groups. Select the managed group from the combo
box and click on the Show button.

3. The grid will display all the devices of the selected PacketTrap Company.




ConnectWise Integration

Customers  Devices | Configuration I

[ Select Devices

Select PacketTrap Company Select Connectise Group
Default Customer(PP) - Angry Fox, Co () j o R Sy IK‘BE"EVa
CYy Management IT Setups IKaseya j
O Managed Groups IRIT j
PacketTrap: Total Devices: 3 Un-mapped Devices: 3 Connectwise: Total Active Devices: 16 Un-mapped Devices: 16
Sr. Mo, Devices in PacketTrap Copy to Connectwize | Match to Connectivise
2 SYMERGY10 - 192165110 - -- Select -- ﬂ
3 SYMERGY13 - 192165113 | -- Select -- j

Select Al | Clear All | Copy

Closg |

The "“Devices i n P asalktledeVidesoftHe selected PacketTrapd i s pl ay

Company.

The “Copy to ConnectWise” column displays
PacketTrap device in ConnectWise.

T h &atéh to ConnectWise” ¢ 0 | u mrcomdo bex pel rawywhich contain the all the
active and unmapped devices from the ConnectWise.

At any given time the user can either map a device or copy the selected device. Doing both
actions simultaneously is not possible.

To copy thedevicgs) from PacketTrap to ConnectWise:

Check t he ¢ he cdopytoQoxnectWise’f raonnd tcHhe c'k on t he
selected device(s) will be copied to the ConnectWise.

The grid will be refreshed for the copied devices, i.e. copied devices will be removed from the
grid. While adding a new managed server, the following fields are populated as —

1 Group ID The Group ID selected in the device integration combo
box.
2 Computer Name The host name of the PT device which is being copied to

ConnectWise.

3 DevicelD The unique device number of the PT device which is being
copied to ConnectWise.

4 IP Address The IP Address of the PT device which is being copied to

a

Co

0y




ConnectWise.

5 OS Type The OS type (DeviceOS) of the PT device which is being
copied to ConnectWise.

6 RamSize The Memory capacity of the PT device which is being
copied to ConnectWise.

To map thedevicg(s):

Select the ConnectWise device(s) from the “Match to ConnectWise” ¢ 0 m bs)aandllickxn(
the Copy button. The respective PacketTrap device(s) will be mapped with the selected
ConnectWise device(s).

The grid will be refreshed for the mapped devices, i.e. mapped PacketTrap devices will be
removed from the grid and mapped ConnectWise devices will be removed fromthe® Mat ch t o
Co nn e c tokbo bor.”




Ticket Integration

1. To generate service tickets in ConnectWise, the user must have rights for the Service Ticket API
in ConnectWise. If not, then the service tickets will not be created and the error will be logged in

the Log file.
You can assign rights to a user in ConnectWise by opening the Integrator Login from Setup ->
Setup Tables. The “Service Ticket API " chechk
Setup Tables » Inkegrator Login
General
[E B XIG
| 0 Updated: 2/4/2010 5:53:414M by adminl
IJzermame: I_I,Iatin
Pazsword: |""u
Aoocess Level I,.-_*.,|| records j
Enable Available &4P1[z)
v | Service Ticket AP
ervice Board: IF'ru:ufessiu:unaI Services j
Ticket Callback LURL: Ihttp:a"a"ln:n::alhn:st:5054£asp3£psaws
[~ | Time Entry &F
[+ | Managed Services AP
[T | Contact AP
v | Compary AP
[T | Achivity &P
2. PacketTrap Tickets can be generated in ConnectWise from the alert created. Alerts can be
created from Policy -> Edit Policy -> Alerts -> New button click.
3. Ifanalertis triggered for the company which is mapped with the company of ConnectWise,
then the service ticket will only be created in ConnectWise.
4. For the company status, i f the &sbriicetakdetl ow Sayi
cannot be created in the ConnectWise. So, to create the service ticket in ConnectWise, the
check box “Disall ow Savi ngpanystatudTheupictdre bbllew u n c h e

shows wheretofindt he “ Di s1g@l?lI”"ow h®a\Ki box




Setup Tables » Company Status

Company
O HE XIQ
0 Updated: 3/18/2010 6:51:2348M by adminl
D escription: IF'.ctive
Default Flag: -
Inactive Flag: r
Motification Parameters for Service, Project and Time:
M atify: r

Dizallow Sawving? r

Motification Meszage:

Custorn Mate r

5. Unl ess the Connect Wi se URL is conf i gucheekd, t hjje
box on the alert screen is not displayed. Check this box to create a service ticket.

¥ Requie manual reset

[T Generate service ticket when alert is trigoered

Severity I j
Frionty I j

6. Once the URL is configured, the “Generate se¢qryv
di spl ayed t o t Geeerate sm®ide ticketivhndn alest & triggdred” “i s c hec k e||d,
the “Generate service t bdisdbledt in Connect Wi se'’ c

f* Requie manual reset

[T Generate sarvice ticket when alert iz triggered

Severity I j
Friority I j

™| Generate service ticket in Connectinse

t"ckdthewkhembal doit|eis:

7. Checkthe checkbox® Gener ate service
b Bgermaw”’a bcl heedc. k Tbhoex “wd el

Severity and Priority wil!/
enabled.




10.

11.

No w, check the check box “Generate service
Severity and Priority will be disabled.

* Require manual reset

V' Gererate service ticket when alert iz triggered

Severity I j
Friority I j

¥ Generate service ticket in Connecfifize

Once the Policy is saved, the alert will get saved for the Company.

When the alert condition is met, the service ticket is created for the mapped company of the
Connect Wi s eGenerfte sbruice ticket tvherealert is triggered” o pt i cemeratand *
service tickets in ConnectWise” opti on are selected.

While adding a new ticket, the following values are populated as —

1 Summary The formatted text in the form of <PT Product name>:
Alert <name of the alert> triggered for <IPAddress of the
PT device>/< Hostname of the PT device >.

2 ProblemDescription The formatted text containing the alert name, Policy
name of the alert, IP Address of the device, host name of
the device and the met conditions due to which the alert
is triggered.

3 Status Set as “Plan for Action?”

In the PacketTrap studio, the log entry of the acknowledgement for the triggered alert will be
displayed in the Log Information gadget under the Alerts and Logs tab of the Dashboard form.

To view the generated service ticket in the ConnectWise, open the ConnectWise PSA.

To login into the ConnectWise, enter the valid username and password. Open the company for
which the service ticket is generated. To view the service ticket, open the Service tab and click
on the service ticket.

t
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™ o/ Search | Clear Export || vI Wiew
T Ticket#| ! | Company summary Description Tirme
|| Iu:u:unn
b2 412 [] Connectiwise ouest PacketTrap: Alert 'Ping alert - ow' briggered For 192,163,1.10... .00
2
Eg] 411 [] ConnectWise Quest PacketTrap: Alert 'Ping alert - ow' briggered For 192,1658.1.10... .00
Eg] 410 [] Connectiwise ouest PacketTrap: Alert 'Tickek for OW! triggered for 192,168.1.10... .00
Eg] 409 [] ConnectWise Quest PacketTrap: Alert “Yatin Ping alert’ triggered For 192,168.1.1 ... .00
Eg] 403 [] Connectiwise ouest PacketTrap: Alert 'CPU Eicket' trigogered for 192,168.1,101/5 ... .00
Eg] 407 [] ConnectWise Quest PacketTrap: Alert 'Ticket For OW' tringered for 192.168,1,10. .. .00
Eg] 405 [] Connectiwise ouest PacketTrap: Alert 'CPU alert’ triggered for 192,168.1,101)45E ... .00
12. When the callback URL is set in the ConnectWise application for the user, then a call to the
PacketTrap webpage is given for the service ticket when updated.
Setup Tables » Inkegrator Login
General
O EHE XIG
| 0 Updated: 2/4/2010 5:53:414M by adminl
| zermarmne: I_.r.atin
Fazzword: I------
Access Level I,.-:-.,|| records j
Enable Available APz
¥ | Service Ticket AP
Service Board, IF'ru:ufessiu:unaI Services j
Ticket Callback URL: Ihttp:a’a"lu:u:alhcust:EDEMaspHa’psaws
[T | Tirne Entry &P
¥ | Managed Services AP
[T | Contact AP
[ | Company &F
[T | Activity &P
13. The alert in PacketTrap will be reset only when the status of the service ticket from
ConnectWise is changed to “Closed”, or the

(n




