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Contact Arcserve Support

The Arcserve Support team offers a rich set of resources for resolving your tech-
nical issues and provides easy access to important product information.

Contact Support

With Arcserve Support:

® You can get in direct touch with the same library of information that is shared
internally by our Arcserve Support experts. This site provides you with access to
our knowledge-base (KB) documents. From here you easily search for and find
the product-related KB articles that contains the field-tested solutions for many
top issues and common problems.

® You can use our Live Chat link to instantly launch a real-time conversation
between you and the Arcserve Support team. With Live Chat, you can get imme-
diate answers to your concerns and questions, while still maintaining access to
the product.

® You can participate in the Arcserve Support Global User Community to ask and
answer questions, share tips and tricks, discuss the best practices and par-
ticipate in conversations with your peers.

® You can open a support ticket. By opening a support ticket online, you can
expect a callback from one of our experts in the product area you are inquiring
about.

® You can access other helpful resources appropriate for your Arcserve Support
product.


http://www.arcserve.com/support
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Chapter 1: Introduction

The Arcserve UDP Cloud Direct integration with ConnectWise enables Arcserve part-
ners to have their customer’s Billable Usage, Backup Summaries, and Backup
Events federated to the partner's ConnectWise instance.

® Billable Usage is updated on a scheduled basis, concurrent to the partner’s
invoice date with Arcserve, ensuring that the customer usage in ConnectWise
aligns with the usage on the partner’s Arcserve invoice.

® Backup Summaries is sent as Service Tickets for each partner’s customer in
ConnectWise once a day.

® Backup Events is sent as Service Tickets for each partner’s customer in Con-
nectWise at the conclusion of each backup job.
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Chapter 2: How to Set up ConnectWise Integration

You can download the ConnectWise Internet Client from the link.

This section contains the following topics:

Create an Integrator Login ... .. .

Create a Product Item .. .

Create an Agreement Ty ... oo

Create Managed Services Inte@ration . ... ..o i

Add Agreement to ConnectWise Companies .......... ... ...........oooiiooiii...

Configure ConnectWise Integration in the UDP Cloud Direct Portal .....................

Map your ConnectWise Customers to your Arcserve Organizations and Assign
Billing Levels ... ... o
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Create an Integrator Login

Create an Integrator Login

The Arcserve UDP Cloud Direct ConnectWise integration requires a ConnectWise
Integrator login account that has access to at least the following APIs: the Service
Ticket API, the Agreement API, the Company API, and the Reporting API.

Note: You can skip this step if an Integrator login account is already configured
with access to the appropriate APIs. You can use this account to set up the integ-
ration.

To create an Integrator login, follow these steps:

1. Launch the ConnectWise Internet Client.

> .
|

2. Log into ConnectWise using valid credentials.

3. Click RISk from the menu displayed in the left pane.

4. Click Sk from the menu.

Setup Tables
Setup Tables
SEARCH CLEAR
Category Table ~ Descripticn

b

Erfter Seafch Cribéria

5. In the Table field, type in Integrator Login and click Search.
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Create an Integrator Login

Setup Tables
Setup Tables

SEARCH  CLEAR

Category Table ~ Description

“  Integrator Log in|

6. From the search results, click the Integrator Login.

General Integrator Login Setup Integrator Access

7. Click the + icon to create a new Integrator Login.

Setup Tables » Integrator Login List
Integrator Login List

< +  SEARCH CLEAR
8. Enter a Username and Password. Verify that the All Records option is selec-

ted from the Access Level drop-down list, and select the check boxes next to
the following APIs to grant the appropriate access:

*

Service Ticket API (Set Service Board to Integration)

+

Company API

*

Reporting API
+ Agreement API (only required if Billing integration is desired)
+ Document API

9. Click Save.

You have created the Integrator login successfully.
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Create a Product ltem

Create a Product Item

Important! Mandatory step for Billing Integration.

ConnectWise uses Products to track different services for which you want to bill cus-
tomers. You can use any name for the products that you create. The integration
between the products you create now in ConnectWise and Arcserve takes place
later.

You may make as many Products as you like. Later, you will link a Product to a cus-
tomer Agreement using cross-references created using Levels.

Note: You can skip this step if you already have existing products that you wish to
reference during Arcserve integration. You can use these products to set up integ-
ration.

To create a product item, follow these steps:

1. Launch the ConnectWise Internet Client.

=
Y
r

2. Log into ConnectWise using valid credentials.

3. Click KRl from the menu displayed in the left pane.

4, CIick from the menu.

5. Click the + icon to create a new Product Item.

Products
Products

+ Actions v SEARCH CLEAR
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Create a Product ltem

Product Catalog * Product Item

New Product ltem

< B B B <o et < i
Product Overview ~
Product ID Type ' Software w
Description: * Service W
Category * Managed Services “  Price Attribute " T&M A
Subcategory: ¥ Managed Services A
oM Hour e
Init Price 0.00
Unit Cost 0.00
Sales Tax
tegration Xref
T

6. Configure the Product Item identifiers accordingly. Some recommendations

for your consideration:

*

*

+*

*

Set Product ID to Arcserve UDP Cloud Direct.

Set Description to Arcserve UDP Cloud Direct Usage.
Set Category to Managed Services.

Set Product Type to Software.

Set Product Class to Service.

Set Unit of Measure to Each.

Set a Unit Price and Unit Cost.

7. Click Save.

You have created the Product Item successfully.
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Create an Agreement Type

Create an Agreement Type

Important! Mandatory step for Billing Integration.

ConnectWise uses unique Agreement Types to find and update the appropriate cus-
tomer agreements with the billing information.

Note: You can skip this step if you already have an existing Agreement Type that
you want to reference during Arcserve integration.

We recommend to establish a unique Agreement Type to use with Arcserve to easily
keep everything being referenced in the Arcserve workflow unique and identifiable.
Using the option helps to prevent any confusion if you need to perform future main-
tenance in ConnectWise.

Follow these steps:

1. Launch the ConnectWise Internet Client.

> .
|

2. Log into ConnectWise using valid credentials.

3. CIick from the menu displayed in the left pane.

4. Click Sk from the menu.

Setup Tables
Setup Tables
SEARCH CLEAR
Category Table ~ Descripticn Dore By

b b

Erfter Seafch Cribéria

5. In the Table field, type in Agreement Type and click Search.
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Create an Agreement Type

Setup Tables
Setup Tables

SEARCH  CLEAR

Category Table ~ Description

v Agreement Type|

6. From the search results, click Agreement Type.
Agreements Agreement Type Example: Block Time, Gold Support, Web Hosting

7. Click the + icon to create a new Agreement Type.

Setup Tables » Agreement Type List
Agreement Type List

{ 4+ SEARCH CLEAR

8. Perform the following steps to configure the Agreement Type:

+ Add a Description for the Agreement Type.

+ Modify the rest of the fields to configure an Agreement Type that cor-
responds to your business model details.

We recommend monthly billing to align with your Arcserve invoices.
9. Click Save.

You have created the Agreement Type successfully.
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Create Managed Services Integration

Create Managed Services Integration

Important! Mandatory step for Billing Integration.

The Managed Device is the integration object that Arcserve references when send-
ing information to ConnectWise. This option involves creating the integration and
then configuring a cross reference.

Create Managed Services Integration

Follow these steps:

1. Launch the ConnectWise Internet Client.

> .
|

2. Log into ConnectWise using valid credentials.

8T Sum ' . o
3. CIick from the menu displayed in the left pane.

4. Click e from the menu.

Setup Tables
Setup Tables
BEARCH CLEAR
Category Table ~ Daescripticn

~

Erfter Seach Critéria

5. In the Table field, type in Managed Devices Integration and click Search.
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Create Managed Services Integration

Setup Tables
Setup Tables

SEARCH  CLEAR

Category Table ~ Description

v  Managed Devices Integratior

6. From the search results, click Managed Devices Integration.

Company Managed Devices Integration Setup integration for Managed Devices.

7. Click the + icon to create a new Managed Devices Integration.

Setup Tables * Managed Devices Integration List

Managed Devices Integration List
< +  SEARCH CLEAR

8. Name the device and the solution Arcserve UDP Cloud Direct.

Note: You need to perform this step with the exact syntax described or the
integration will fail. The texts are case sensitive.

Mame* Solution*
Arcserve UDP Cloud Direct Arcserve UDP Cloud Direct
Paortal URI Login By*
Glabal
Username Password
|'||1'-IE]r.':.h.'.-.' I '.":l:'j:!"l

a Disable newly discovered Cross-References

v o+

Configure Cross-Reference(s) on the lower portion of the Managed Devices
Integration page

Follow these steps:
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Create Managed Services Integration

1. Click the + icon to create a new Cross-Reference.
Cross-References

+ SEARCH CLEAR

2. Enter the following fields:

— Set Level to some unique and meaningful value. Such as, Gold, Default,
and so on.

— Set Type to something meaningful. Such as Backup Usage.
- Set Configuration Type to Backup Stats.

— Set Agreement Type to the Agreement Type you created (or decided
to use) in Step 3.

- Set Product to the product you created (or decided to use) in Step 2

Cross Reference Details

Vendor Supplied Values

Vendor Supplied Values

3. Click Save to create the new cross reference.

4. Repeat these steps to create as many cross references as desired.

You have created the Managed Services Integration successfully.
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Add Agreement to ConnectWise Companies

Add Agreement to ConnectWise Companies

Important! Mandatory step for Billing Integration.

Add agreement for companies is required for any customer who need to receive
billing metrics from Arcserve.

Using the billing information provided, you need to add an Agreement for the same
Agreement Type used when creating the cross-reference to the Arcserve UDP
Cloud Direct product.

Follow these steps:

1. Launch the ConnectWise Internet Client.

-
ConnbctWise
|

2. Log into ConnectWise using valid credentials.

3. Click :BMEURENEE from the menu displayed in the left pane.

4, Click Companies from the menu.

5. Locate the company that needs integration with Arcserve billing.
+ To create a new company entry, click the + icon.

+ To find an existing company, you can enter the company’s name and
click Search. You can also simply click Search to get a list of all com-
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Add Agreement to ConnectWise Companies

panies.

Company Search

Company Search

+ @ SEARCH CLEAR

Lead Company Name ~ Company 1D
Active v |
6. Click the Agreements tab.
Company Search » Agreement Search
Arcserve Test
Comgpany Motes Contacts 1 Opportunities 0 Tracks Activities 0 Service 4130 Projects 0

4 s &  Actions~  SEARCH  CLEAR

7. Click the + icon to and enter the following details to create a new Agree-

ment:

rjr_'ulr';;i_-'crn_\.' Saarch » i.-;__]rr-_u:rr':grll, Search » .Ggrée.'nenl
New Agreement

< B B <

Agreement

Agreement Name: *

Agreement Type: ©

Start Date; =

End Date * il
Location " b
Department " e
SLA

® Enter a name for Agreement Name.

L

Links »

Opportunity
Customer PO:

Cancellation Reason

® Set the Agreement Type to match the Agreement Type used to create

the Cross-Reference. For more details, refer the link.

® Set any other fields according to your business requirement.

8. Repeat this step for each Company that requires Arcserve billing integration.

You have added the Agreement Type to ConnectWise companies successfully.
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Configure ConnectWise Integration in the UDP Cloud Direct Portal

Configure ConnectWise Integration in the UDP Cloud
Direct Portal

To configure ConnectWise Integration in the UDP Cloud Direct portal, follow these
steps:

1. Log into the UDP Cloud Direct Portal using your Arcserve UDP Cloud Direct
Partner Account credentials.

2. Click the PSA Integration tab.

Customers Systems Reports Users PSA Integration Branding

3. Click the ConnectWise tab.

ConnectWise Autotask

Site

Company

Integrator Login Username

Integrator Login Password

4. Enter the following appropriate ConnectWise credentials:
+ Site: Enter your Site name (For example, staging.connectwisedev.com).

+ Company: Enter your ConnectWise Company name (For example, com-
pany_f).
+ Company ID: Enter your Company ID.
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Configure ConnectWise Integration in the UDP Cloud Direct Portal

+ Integrator Username and Password: Enter the credential for the user
you set up. For more details, view the link.

5. Click Test and Save to initiate integration.

You have configured ConnectWise Integration in the Arcserve UDP Cloud Direct
Portal successfully.
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Map your ConnectWise Customers to your Arcserve Organizations and Assign Billing Levels

Map your ConnectWise Customers to your Arcserve
Organizations and Assign Billing Levels
When the integration test completes successfully, the PSA Integration page is

updated to provide more configuration options. You can map the customers to Arc-
serve organizations and assign billing levels.

Follow these steps:

1. Select a configured ConnectWise Service Board to provide the desired Ser-
vice Type and Service Subtype.

2. If required, select check boxes of Enable Billing and Update Agreement
Additions. You may also configure priorities for the different alert types, and
select respective check box of Enable Daily Digest report that is sent to Con-
nectWise.

Service Board Service Type Service Subtype

Billing
# Enable Billing

Update Agreement Additions

Alert Mapping

Success
Warning
Error

# Enable Daily Digest

3. If Billing is enabled, you can map each Arcserve organization to respective
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Map your ConnectWise Customers to your Arcserve Organizations and Assign Billing Levels

matching ConnectWise Company and specify the desired billing level.

You have mapped your ConnectWise customers to your Arcserve organizations and
assigned Billing Levels successfully.
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