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Assumptions –  

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

Steps – 

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

shortcut icon, “PacketTrap MSP studio”, on the desktop as well as a shortcut under the 
Programs menu. 

  

2. Click on the icon. This will load the Studio Sign In form. 
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3. Enter the username, password, host and click on the Sign in button. It will load the application. 
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Customer Integration 

1. Click on the “Administration” menu from the main menu. This will open the Administration 
form.  

 

Click on the “ConnectWise Integration” icon to open the form. This will begin integration with 
ConnectWise. 

 

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

 

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: 

 

You can assign rights to a user in ConnectWise by opening the Integrator Login from Setup -> 
Setup Tables. The “Company API” checkbox must be checked. 



 5 

 

 

4. If the user has rights specified in the ConnectWise for Company Integration API 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: 

 

You can assign rights to the user in ConnectWise by opening the Integrator Login from Setup -> 
Setup Tables. The “Managed Services API” checkbox must be checked. 
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5. Initially, the URL for the ConnectWise is not configured, so the “Configuration” tab will be active 
and the Customers and Devices tabs will be disabled.  

 

On the Configuration tab, following text boxes are present:  

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

Username and Password: This is for entering the username and Password created at the 
Integrator Login from Setup -> Setup Tables. 
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Virtual Directory Name: This 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. In most of the cases the identifier of the “Default 
Web Site” is 1. So, the virtual directory will be created in web site having the identifier as “1”.  

If the web site with the identifier as “1” is not found, then the virtual directory will be created in 
“Default Web Site”. If no web site with the name “Default Web Site” is found then an error 
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. 

6. Enter a valid Company ID, Username and Password, Virtual Directory Name and ConnectWise 

URL and click on the Test button.  

 

A message box will be displayed with the message "URL test is successful". The Save button will 
be enabled. 
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7. Click on the Save button. A message box will be displayed with the message “Configuration 
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. 

 

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. 

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

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

10. 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. 

 

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

The “ConnectWise Companies” column displays all of the companies from ConnectWise. 
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The “Copy to PacketTrap” column displays a checkbox per row to copy the checked 
ConnectWise Company in PacketTrap. This will create a new company in PacketTrap. 

The “PacketTrap Companies” column displays all of the companies from 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 – 

Sr. No. Field Name Value 

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 available, otherwise “None”. 

 To map the company(s): 

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. 

11. 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. 
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The companies which are already mapped/copied are highlighted with the gray background. The 
user cannot change the mapping of these companies. 

The “PacketTrap Companies” column displays all of the companies from PacketTrap. 

The “Copy to ConnectWise” column displays a checkbox per row to copy the checked 
PacketTrap Company in ConnectWise. This will create a new company in ConnectWise. 

The “ConnectWise Companies” column displays all of the companies from ConnectWise. 

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 the company(s) from PacketTrap to ConnectWise: 

Check the check box(s) from the “Copy to ConnectWise” 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 – 

Sr. No. Field Name Value 

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 “…” is appended at the end of the 
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. 
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To map the company(s): 

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. 
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Device Integration 

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

 

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. 

2. Select the mapped company from the “Select PacketTrap Company” combo box.  

Enter the valid management solution name. The “CW Management IT Setups” combo box will 
be filled out with the respective management IT setups. 

Select the management IT setup from the combo box. The “CW Managed Groups” combo box 
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. 
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The “Devices in PacketTrap” column displays all the devices of the selected PacketTrap 
Company. 

The “Copy to ConnectWise” column displays a checkbox per row to copy the checked 
PacketTrap device in ConnectWise.  

The “Match to ConnectWise” column displays combo box per row which 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 the device(s) from PacketTrap to ConnectWise: 

Check the check box(s) from the “Copy to ConnectWise” and click on the Copy button. The 
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 – 

Sr. No. Field Name Value 

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 DeviceID 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 
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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 the device(s): 

Select the ConnectWise device(s) from the “Match to ConnectWise” combo box(s) and click on 
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 from the “Match to 
ConnectWise” combo box. 
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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” check box must be checked. 

 

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. If an alert is 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, if the “Disallow Saving?” checkbox is checked, then a service ticket 
cannot be created in the ConnectWise. So, to create the service ticket in ConnectWise, the 
check box “Disallow Saving?” should be unchecked for the company status. The picture bellow 
shows where to find  the “Disallow Saving?” check box: 



 16 

 

 

5. Unless the ConnectWise URL is configured, the “Generate service ticket in ConnectWise” check 
box on the alert screen is not displayed. Check this box to create a service ticket. 

 

6. Once the URL is configured, the “Generate service ticket in ConnectWise” check box will be 
displayed to the user. Unless the “Generate service ticket when alert is triggered” is checked, 
the “Generate service ticket in ConnectWise” check box is disabled. 

 

 

7. Check the check box “Generate service ticket when alert is triggered”. The combo boxes for the 
Severity and Priority will be enabled. The “Generate service ticket in Tigerpaw” check box will be 
enabled. 
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Now, check the check box “Generate service ticket in ConnectWise”. The combo boxes for the 
Severity and Priority will be disabled.  

 

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

9. When the alert condition is met, the service ticket is created for the mapped company of the 
ConnectWise if both the “Generate service ticket when alert is triggered” option and “Generate 
service tickets in ConnectWise” option are selected. 

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

Sr. No. Field Name Value 

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” 

 

10. 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. 

11. 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.  
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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.  

 

13. The alert in PacketTrap will be reset only when the status of the service ticket from 
ConnectWise is changed to “Closed”, or the service ticket in ConnectWise is deleted. 


