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BeyondTrust Integration with Autotask

IMPORTANT!

You must purchase this integration separately for both your Remote Support software and your Autotask solution. For more
information, contact BeyondTrust's Sales team.

Service desks and customer support organizations using Autotask can integrate with BeyondTrust to improve service levels, centralize
support processes, and strengthen compliance. This document describes the installation and configuration of the BeyondTrust Remote
Support integration with Autotask.

The Autotask integration with BeyondTrust Remote Support provides the following functionality:

« A BeyondTrust support session can be initiated from within Autotask.

« Atthe end of a session, the incident can be updated with session information, including a chat transcript, system information,
session notes, and customer and representative surveys.
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Prerequisites for the BeyondTrust Remote Support Integration with
Autotask

To complete this integration, please ensure that you have the necessary software installed and configured as indicated in this guide,
accounting for any network considerations.

Applicable Versions

o BeyondTrust Remote Support: 14.x and newer
« Autotask: Current release

Network Considerations

The following network communication channels must be open for the integration to work properly:

BeyondTrust . .
Middleware Engine Autotask 443 API calls from the BeyondTrust Middleware Engine
server.
Server
BeyondTrust BeyondTrust Appliance API calls from the BeyondTrust Middleware Engine
Middleware Engine yor PP 443 Y 9
B Series server.
Server
BevondTrust The BeyondTrust Middleware Engine server
BeyondTrust Appliance .y . 8180 (default) receives outbound events from the appliance.
Seri Middleware Engine i volling i . f
B Series Server 443 (optional) However, if polling is used instead of outbound

events, then this port does not have to be open.

Prerequisite Installation and Configuration

The Autotask integration is a BeyondTrust Middleware Engine plugin.

For more information on installing and working with the BeyondTrust Middleware Engine, please see the BeyondTrust Remote
Support Middleware Engine Installation and Configuration document at www.beyondtrust.com/docs/remote-support/how-
to/integrations/middleware-engine.
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Configure Autotask for Integration with BeyondTrust Remote Support

The following steps describe the creation of an APl user as well as the configuration of two LiveLinks in Autotask for generating session
keys and launching a Jump session to a Configuration ltem.

Create an APl User

1. In Autotask, go to Admin > Resources (Users).
2. Hover over the arrow next to the New button and click New API User. 4= RESOURCES

&= New =~ gk Importim

Mew Resource

Mew AFl User
3. Fillin the required fields:
4 . G E N ERAL [ save&Close (@ Cancel Erase (Redact)
Demo JAPI User (system) v
o FirstName LastName- oot Fomat
User MWiddlyyyy v
* LastName :
+ Email Address Am e )
o Security Level Headauarters B
o APl User (System)
e Primary Internal Location usormame (ke)* possvara st
5. CREDENTIALS T —

) Itegraton Vendor

« Click Generate Key to generate a random key.

(@ custom (Internal Integration)

© Noe

o Click Generate Secret to generate a random secret.

Intemal Integration Name*
BeyondTrust Integration

6. API TRACKING IDENTIFIER

o Click the Custom (Internal Integration) radio button to
generate a random tracking identifier.

7. Copy the generated Credentials (key, secret) and API Tracking Identifier which is the API Integration Key needed to add them in
the Middleware Engine configuration.
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Create BeyondTrust Application

1. In Autotask, go to Admin > Extensions & Integrations >
Autotask Add-ons > LiveLinks Designer.

2. Onthe Applications tab, click the New button.

3. Enter BeyondTrust as the LiveLinks Application Name and the
LiveLinks Application Description.

4. Click Save & Close.

ADMIN

Features & Settings | Extensions & Integrations

Expand All || Collapse All

=] automask aoo-ons <
AutoForms Designer

collect and move new leads from a Web page directly into
Autotask.

LiveLinks Designer

web sites, or customized links within Autotask.

+] ENDPOINT MANAGEMENT
+ MICROSOFT EXTENSIONS

+| OTHER EXTENSIONS & TOOLS

Awizard that generates the components of a form used to

Create intelligent links from Autotask to external applications or

LiveMobile
Enable mobile access to Autotask for your resources.

LIVELINKS DESIGNER™
LiveLinks Applications 'cunty Policies

+ new @

LiveLink Application Name =

LiveLink Application Description

Autotask Client Portal
AN

LIVELINKS APPLICATION

Autotask Client Portal
Check AXN forums

!

[@] save & Close || @ Cancel

LiveLinks Application Name*
BeyondTrust

LiveLinks Application Description
BeyondTrust

LiveLinks Application Pricing Information

[ Requires Authentication
User-Level
Application-Level
LiveLinks Application Username*

LiveLinks Application Password*

Confirm Password*
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Create the BeyondTrust Jump LiveLink

1. In Autotask, go to Admin > Automation > Autoforms & _
LiveLinks > LiveLinks Designer. Anpellabletig. s
2. Onthe LiveLinks tab, click the New button. LivelLinks !p”caﬁons Security Policies

= new | @B Explore the AXN LiveLinks Catalog

LiveLink Name = | Description

Account Configuration

Data
Account Contacts Show Account Contacts
Account Motes This will show account notes from a To-Do

Accounts Quotes
Add Contact to Group
Add Contact to Group

Autotask Client Portal LiveLink will log the customer into their Autotask Client Po

3. Create the LiveLink with the following settings:

Field Name Field Value

LiveLink Name BeyondTrust Jump To Cl

Label BeyondTrust Jump To Cl

Description BeyondTrust Jump To Cl

Active [checked]

Category Service Desk

LiveLink Application Name BeyondTrust

Entity Ticket

Base URL https://<BeyondTrust-appliance-host>/api/client_script.ns

Querystring Values ?type=rep&operation=generate&action=start_pinned_client_session&search_

string=<UDF-Device Name(ATG_InstalledProduct)>&session.custom.external_
key=<TICKETID>

On the Configuration tab, ensure both Ticket Details Window - Service Desk and Ticket Grid - Service Desk are checked.
Click Save & Close.

Right-click the BeyondTrust Jump to Cl LiveLink in the list and | BevondTrust EevondTrust Jum To Cl |
select Publish LiveLink. T To = - B
BeyondTi y‘ Edit LiveLink )]
Session k
Inactivate LiveLink
Dell Syst al
Warranty Copy LiveLink
Original
Cnﬁﬂgura Publish LiveLink
Dell Syste 2K Delete LiveLink b
Warranty
Criginal

Cnnfimratinn

SALES: www.beyondtrust.com/contact SUPPORT: www.beyondtrust.com/support DOCUMENTATION: www.beyondtrust.com/docs 7
©2003-2024 BeyondTrust Corporation. All Rights Reserved. Other trademarks identified on this page are owned by their respective owners. BeyondTrust is not a chartered bank or trust company, or TC: 3/4/2024
depository institution. It is not authorized to accept deposits or trust accounts and is not licensed or regulated by any state or federal banking authority.



REMOTE SUPPORT

I BeyondTrUSt AUTOTASK INTEGRATION

7. Using the Security Levels, Departments, and/or Resources tabs,
select the appropriate groups or users that should be able to view

LIVELINK PUBLICATION

and use the LiveLink. [©] save & Close | @ Ccancel
8. Click Save & Close to publish the LiveLink. LIVELINK INFORMATION
LiveLink Name: Bomgar Session Key

LiveLink Description: Generate Bomgar Session Key

LiveLink Entity: Ticket

Overview Modules Security Levels Departments Resources

This LiveLink has not been published yet

Create the BeyondTrust Session Key LiveLink

1. Create another LiveLink with the following settings:

Field Name Field Value

LiveLink Name BeyondTrust Session Key

Label BeyondTrust Session Key

Description Generate BeyondTrust Session Key

Active [checked]

Category Service Desk

LiveLink Application Name BeyondTrust

Entity Ticket

Base URL https://<BeyondTrust-appliance-host>/api/client_script.ns
Querystring Values ?type=rep&operation=generate&action=generate_session_

key&session.custom.external_key=<TICKETID>
2. Onthe Configuration tab, ensure both Ticket Details Window - Service Desk and Ticket Grid - Service Desk are checked.

3. Click Save and Close.

4. Follow the same steps as with the previous link to select the appropriate groups and users, and then publish the LiveLink.
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Configure BeyondTrust Remote Support for Integration with Autotask

Several configuration changes are necessary on the BeyondTrust Appliance B Series to integrate with Autotask. You must make these
changes on each appliance for which you intend to create a plugin configuration.

All of the steps in this section take place in the BeyondTrust /login administrative interface. Access your Remote Support interface by
going to the hostname of your B Series Appliance followed by /login (e.g., https://support.example.com/login).

For more information on creating a plugin configuration, please see "Configure the Autotask Plugin for Integration with
BeyondTrust Remote Support” on page 12.

Verify the APl Is Enabled

@ Management APl CONFIGURATION

This integration requires the BeyondTrust XML API to be enabled. This

feature is used by the BeyondTrust Middleware Engine to communicate
with the BeyondTrust APIs. S —

] ensbe vchve Aot

Go to/login > Management > APl Configuration and verify that Enable
XML API is checked.

Create an OAuth API Account

@ Management API CONFIGURATION

The Autotask APl account is used from within Autotask to make Remote Support Command API calls to Remote Support.

1. In/login, navigate to Management > API Configuration.

2. Click Add.

] Enabie LA @ | Enable Archive AP

APl Accounts  + Add

Configureup o 30491 Accounts.

- - 8 figuration API 7 L ]
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5. Check Enabled
4.

Enter a name for the account.

5. OAuth Client ID and OAuth Client Secret is used during the

OAuth Client ID

OAUth Configuration Step in Autotask. ‘ o] ‘b(ue;smel:zs«sszsssasassbleeensemssz -
Comments OAuth Client Secret
6. Under Permissions, check the following: [srmmtesossoramoiron s aamssrons |
You are responsible for storing the Client
Secretina secure location. This i the only
¢ Command API: Full Access. ‘time you wil be able to view this Client Secret

in plain text.

« Reporting API: Allow Access to Support Session

Reports and Recordings, and Allow Access to

Presentation Session Reports and Recordings. tles one permision s b enale o an APl s
Command API Reporting API Backup API
H O Deny [v] Allow Access to Support Session Reports anc Allow Access @
7. Click Save at the top of the page to create the account. O semtony e ¢ '
Recordings

| Allow Access to License Usage Reports
[] Allow Access to Archive Reports @

| Allow Access to Vault Account Activity Reports

Configuration API Real-Time State API Endpoint Credential Manager API
[ ] Allow Access | Allow Access Allow Access
Add an Outbound Event URL
@ Management OUTBOUND EVENTS
1. Goto [|Qg|n > Management > Outbound Events. Sofware  Secutty  SteConfguration  EmallConfguratn  OutboundEvents  Falover APl Confguratin Support
2. Inthe HTTP Recipients section, click Add and name it Integration
or something simlar.
3. Enterthe URL to use: -
me+ © UrLe @
« Ifusing an appliance ID of default: http://<middleware- [roger | [y s
hOSt>:<p0rt>/ Use a CA Certificate @ [ \smm:n Fields @ .
ERSPost. The default port is 8180. e [t ) [t

« Ifusing an appliance ID other than default:
http://[<middleware-host>:<port>/
ERSPost?appliance=<appliance-id> where
<middleware-host> is the hostname where the
BeyondTrust Middleware Engine is installed. The default
portis 8180. The <appliance-id> is an arbitrary name, but

note the value used, as it is entered later in the plugin configuration. This name accepts only alphanumeric values, periods,
and underscores.

Email Contact @ Send Emal Alert After @ Resend Email Alerts @

After 1 Hour - Every 2 Hours -

4. Scroll to Events to Send and check the following events:
o Support Session End
o Customer Exit Survey is Completed
+ Representative Survey is Completed
« Someone Joins a Support Session (Optional)

5. Click Save.
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6. The list of outbound events contains the event just added. The
Status column displays a value of OK if communication is working.
If communication is not working, the Status column displays an
error which you can use to repair communication.

NEENENEN

Add a Custom Link

BeyondTrust custom links can be configured to allow representatives to quickly access the Autotask item that is associated with the
session.

Rep Console Settings Custom Links Canned Messages Canned Scripts Special Actions

Add a Custom Link

© Required field

BeyondTrust 15.1 and later

1. Browse to Rep Console > Custom Links.

2. Enter a name for the link, and then set the URL to: Name »
https:/lww<#>.autotask.net/Autotask/Views/ServiceDesk/Servi
ceDeskTicket/service_
ticket.aspx?ticketlD=%SESSION.CUSTOM.EXTERNAL_KEY%
where <#> is the customer's Autotask instance number. If needed,
you can use any of the available macros to customize the link

according to your specifications.

URLs

https://ww583; autotask.net/Autotask/Views
/5erviceDesk/ServiceDeskTicket

Iservice_ticket 3spxticketiD=%SESSION.CUSTOM.EX
TERNAL_KEY%

> The following macros can be used to include information about the session:

> The following macros can be used to include information about the end customer:

> The following macros can be used to include information about the representative who is opening the custom link

3. Click Save to save the new link.
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Configure the Autotask Plugin for Integration with BeyondTrust
Remote Support

Now that you have configured Autotask and the BeyondTrust Appliance B Series, deploy and configure the Autotask plugin.

Copy the provided plugin ZIP file to the server hosting the BeyondTrust Middleware Engine.

Extract the plugin ZIP file to the Plugins folder in the directory where the BeyondTrust Middleware Engine is installed.
Restart the BeyondTrust Middleware Engine Windows service.

From the server, launch the middleware administration tool. The default URL is http://127.0.0.1:53231.

The Autotask Plugin shows in the list of plugins. Click the clipboard icon to add a new configuration.

o & wDh =

For more information on installing and working with the BeyondTrust Middleware Engine, please see the BeyondTrust Remote
Support Middleware Engine Installation and Configuration document at www.beyondtrust.com/docs/remote-support/how-
to/integrations/middleware-engine.

BeyondTrust Appliance B Series

The first portion of the plugin configuration provides the necessary settings for communication between the plugin and the B Series
Appliance. The configuration sections include:

1. Plugin Configuration Name: Any desired value. Because multiple
configurations can be created for a single plugin, allowing different
environments to be targeted, provide a descriptive name to indicate
how this plugin is to be used.

| For sxampls fthe Outbound Event nas setup e

2. Appliance Id: This can be left as Default or can be given a custom
name. This value must match the value configured on the outbound
event URL in the B Series Appliance. If outbound events are not
being used, this value is still required, but any value may be used.

3. BeyondTrust Appliance B Series Host Name: The hostname of e teen
the B Series Appliance. Do not include https:// or other URL S
elements. rd 1 Auther Enter this fied only if using user name 4 AP1 Auth NOTE: QAuth is the preferred mechar ’
4. BeyondTrust Integration APl OAuth Client ID: The client ID of e -

the OAuth account.

5. BeyondTrust Integration APl OAuth Client Secret: The client
secret of the OAuth account.

6. Locale Used for BeyondTrust API Calls: This value directs the B
Series Appliance to return session data in the specified language.

“This is not recommended in production

ged 3t 3 DEEUG level, <o the

7. Disabled: Enable or disable this plugin configuration.

Palling Event Types.

8. Allow Invalid Certificates: Leave unchecked unless there is a R

Palling Intervat in minutes)

specific need to allow. If enabled, invalid SSL certificates are
allowed in calls performed by the plugin. This would allow, for
example, self-signed certificates. We do not recommend this in
production environments.
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9. Use Non-TLS Connections: Leave unchecked unless it is the specific goal to use non-secure connections to the B Series
Appliance. If checked, TLS communication is disabled altogether. If non-TLS connections are allowed, HTTP access must be
enabled on the BeyondTrust /login > Management > APl Configuration page. We strongly discourage using non-secure
connections.

x Note: When using OAuth authentication, TLS cannot be disabled.

10. Outbound Events Types: Specify which events the plugin processes when received by the middleware engine. Keep in mind
that any event types selected here must also be configured to be sent in BeyondTrust. The Middleware Engine receives any
events configured to be sent in BeyondTrust but passes them off to the plugin only if the corresponding event type is selected in
this section.

o Support Session End
o Customer Exit Survey is Completed

+ Representative Survey is Completed

11. Polling Event Types: If network constraints limit connectivity between the B Series Appliance and the middleware engine such
that outbound events cannot be used, an alternative is to use polling. The middleware engine regularly polls the B Series
Appliance for any sessions that have ended since the last session was processed. At this time, only the Support Session End
event type is supported.

x Note: One caveat to polling behavior versus the use of outbound events is that if a session has ended but the customer exit
survey has not yet been submitted within the same polling interval, the customer exit survey is not processed. This does not
apply to representative surveys since the session is not considered to be complete if a representative survey is still pending.

12. Polling Interval: Enter only if polling is used. This determines how often the middleware engine polls the B Series Appliance for
sessions that have ended.

13. Retry Attempt Limit: Enter the number of retries that can be attempted if the plugin fails to process an event.
14. Retry Outbound Event Types: Specify which outbound events the plugin retries if it fails to process an event.
15. Retry Polling Event Types: Specify which polling events the plugin retries if it fails to process an event.

Autotask Instance

The remainder of the plugin configuration provides the necessary settings for communication between the plugin and the Autotask
instance. The configuration settings include:

1. Autotask Services URL: The services URL for the Autotask instance (e.g.,
https:/lwebservices<#>.autotask.net/ATServicesRest, where # is the same number found in the URL used to access the
Autotask web interface (e.g., https:/lww<#>.autotask.net).

SALES: www.beyondtrust.com/contact SUPPORT: www.beyondtrust.com/support DOCUMENTATION: www.beyondtrust.com/docs 13

©2003-2024 BeyondTrust Corporation. All Rights Reserved. Other trademarks identified on this page are owned by their respective owners. BeyondTrust is not a chartered bank or trust company, or TC: 3/4/2024
depository institution. It is not authorized to accept deposits or trust accounts and is not licensed or regulated by any state or federal banking authority.



lal BeyondTrust

8.

Autotask Username: The username of the APl account.
Autotask Password: The password of the above user.

Autotask Note Type: The type of note used for BeyondTrust
Session information (default value is 1).

Autotask Update Time Entry: Choose if you want the integration
to create time entries based on the session duration and primary
representative.

Autotask Publish Notes as Public: If enabled, notes are
published as public notes, meaning that they can be seen by end-
users.

Time Entry Default Data: Only used if Autotask Update Time
Entry is enabled. This setting contains a JSON string used to
represent default data passed for certain fields when creating the
time entry. Most can be left 'null', but a few are required.

o defaultDomain: To identify a user in Autotask which
matches the primary representative in the session, the
BeyondTrust username is combined with this default
domain to construct an email address. The email address
should match a user in Autotask.

REMOTE SUPPORT

AUTOTASK INTEGRATION

Autotask Services URL

(

The se

2

nevatservices!1.5/atws.asmy)
Autotask Usemame

B

o)

“|

The note type 10 use or the Aulotask nstance (default 1)

Autotask Publsh Notes As Public

Time Entry Default Data

Sample Role",

oy o be 2 JSON string when the

Ticket Default Data

[

- “gefautusert

« roleName: This is a required field for time entry creation. The supplied role name must be a role in which any common

BeyondTrust/Autotask users are members.

+ summaryNotes: This is also a required field for time entry creation. The value supplied is used for all sessions.

Enable Automatic Ticket Creation on Session Start (Rep joins

session): Enables the automatic creation of a ticket when a session

that is not already tied to an existing ticket starts.

p,

Note: This setting requires an external key to be formatted in a
JSON string when the representative first joins the session and
also requires the plugin to accept the Someone Joins a Support
Session outbound event.

Enables the automaic creation of a tickel when a session STARTS that fs not alfeady tled o an existing tcket (Note: requires external key to be a JSON string when the Representaiive:
st joins tne accept the Somef a Support sessior a event)
Automat

ugh the support
P requires the
2 a
Ticket Default Data

“companyName" "Dynamo Corporation’
"MMARIID". nul,
HingCodelD" nui,

hangeinioFiels3”. nul

representing default values for an automatically created ticket

9. Automatic Ticket Creation on Session Start (Rep joins session) when external key is not provided: Enables the automatic
creation of a ticket when a session that is not already tied to an existing ticket starts.

p,

Note: This is used when the session is generated through the support portal's Issue Submission form resulting in an empty
external key. It will utilize certain fields from the form such as Issue Type and Description for the new ticket and also requires
the Enable Automatic Ticket Creation setting above to be enabled as well as the plugin to accept the Someone Joins a

Support Session outbound event

10. Automatic Ticket Creation for these Session Types: Select the type(s) of sessions that you wish to result in ticket creation

11.

when all other criteria is met.

Ticket Default Data: This setting should be used only if automatic ticket creation is enabled. This setting contains a JSON string
used to represent the default data passed for certain fields when creating a ticket. Any values provided in the external key override

the corresponding default value provided here.

After saving the configuration, click the test icon next to the new plugin configuration. No restart is needed.
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For more information about Automatic Ticket Creation, please see "Automatic Ticket Creation Dynamic Configuration" on
page 15.

Automatic Ticket Creation Dynamic Configuration

Three fields allow for dynamic configuration: ContactID, Title, and Description.

For ContactID, a specifically formatted value can be supplied, which instructs the integration to search for an Autotask contact record,
based on the value of a custom field present on the session. This field would most likely have been filled out by the user on the Issue
Submission form of the Remote Support site. If no matching contact can be found, the integration uses the static contact identified by the
ID in the defaultContactID field configured just below in the JSON code.

Example: A custom field with a code name of customer_email has been added to the Remote Support site, to collect the
user's email address. That value is searched against the emailAddress attribute in Autotask to find a matching Contact
record.

The formatted value for ContactID is:
{{emailAddress|customer_email}}
The double curly braces are part of the format and must be included.

The first component within the curly braces is the field/attribute on the Autotask Contact record that is searched for a matching
value.

The second component (after the pipe character | ) is the code name of the custom field created on the Remote Support site
and filled out by the user prior to starting the session.

Title and Description allow for some dynamic formatting by allowing an admin to place one or both of the following placeholders
anywhere within the strings configured for these fields. The two placeholders are {{Issue}} and {{Details}}. As with the ContactID format,
the curly braces must be included. The value for the Issue placeholder is pulled from the default Issue Type field. The value for the
Details placeholder is pulled from the default Describe Your Issue field.

Example: A user has selected VPN Access as the Issue Type on the submission form. The issue type can be appended to
the ticket title, to create the ticket title BeyondTrust Remote Support Chat: VPN Access.

The formatted value for Title is:

"title": "BeyondTrust Remote Support Chat: {{Issue}}"

Report Templates

On the BeyondTrust Middleware Engine server, in the <install dir>\Plugins\<integration>\Templates folder, there are multiple files
ending with *.hbs. These are Handlebars template files. These files are used by the plugin to format the session report and exit surveys
that are added to the corresponding ticket each time a BeyondTrust session ends or each time a survey is submitted. The templates can
be edited if desired.

x Note: If you are editing a template, we recommend copying and saving the original in case the changes need to be reverted.
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i For more information on Handlebars templates, please see the Handlebars website at handlebarsjs.com.
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Use Cases for the Autotask Integration with BeyondTrust Remote
Support

Generate Session Key

Support staff can generate a session key that can be given to the end user

M TICKET - T20090324.0001 - Server Issue (ABLE Manufacturing™)

over the phone or via email to initiate a support session that is automatically £ [ ew_» | (oo | [prmvien | [xnowiosbase v | [ Lwetinks + {4 ciose|
associated with the selected ticket. BoEseOBEAR>TE secountGont gt Dats

Add Contactto Group

A\ Be sureto notify Dan when the ticketis complete, or f parts are neede
Bomgar JumpTo I

T20090324.0001 - Server Issue Bomgar Session Key ‘ ICE REQUEST
Dell System Warranty and Original Configurafion -
ACCOUNT 2 Il @ X
o Device Configuration Data E
ABLE Manufacturing™ ) Site Configuration George Dow L HOURS WORKED
e (518) 454787 Search Wikipeaia for Tickst Solutons
Albamy NY 12205 Tickets:Open  sumey
United States
e Your RMM Alert Information RsTRESPONSE
G our RMM Device Informati ) day(s) ago
Tickets: Open (40) Show Last 30 Days our euce fnformation ¥(s) ag:
LAST ACTIVITY
TicketInformation 30 day(s) ago

Due Tues day 02/21/2012 0313 PM (16294 16h 55m overdue)
Created by Pamela Pierce (£ on 02/17/2012 09:13 AM (1833d 22h 54m ago)

Import BeyondTrust Session Data into Ticket

Once the session ends, the ticket is automatically updated with information

M TICKET - T20090324.0001 - Server Issue (ABLE Manufacturing*)

gathered during the session, including: = B EEES T EEEEE S S
[ENCR=RZR NN + BN WEN AT |
o Chat Transcript (including files transferred, special actions, and Dsnow system totes
OrderBy Date (newto0la)[v|  View Conversation =]
other events)

Pamela Pierce [E] Bomgar Session Completed By Ed Demo.

« System Information (the General section plus other select details memalles e
such as disk, memory, and network)

Session Summary

H Session ID: 889ebdd32b6ad4eaa39dalf8dsbc0860
» Session Notes
Session Type: support
. Start Time: 6/29/2016 9:53:23 AM
» Surveys (customer and representative) En Time 629201595512 A
Public Site: Default(1)
External Key: 8043

Customer Information

Usemame: Bob Adams
Public IP Address: 70.196.133.154:6395

Private IP Address: 0.0.0.0

Hostname:

Operating System: Windows® (x64) Click-To-Chat
Name:

Company:

Company Code:

Issug:

Details:

Team Information

show more.
0872972016 11:31 Al addnote sddfime add attachment edit dekete
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Jump to Configuration Item

Support staff can leverage BeyondTrust Jump Technology to access a

M TICKET - T20090324 0001 - Server Issue (ABLE Manufacturing®)
configuration item associated with a ticket directly from the Autotask ticket. | [ ow = | [Toos = prntviow | knowigotaso = | Lwotnss + 4 coss |
[ERCHERZE N-of - BRI TR |

Account Configuration Data

Add Contactto Group

Bomaar Jump To ¢ ‘

A\ Be sureto notify Dan when the ticketis complete, or f parts are neede

T20090324.0001 - Server Issue Bomgar Session Key ICE REQUEST
Dell System Warranty and Original Configurafion -
ACCOUNT 2 1l @ X
Devics Cenfiguration Data E
- George Dow
e O (18 a5aT67  Search Wikipsdia for Tiket Soluions | HOURS WORKED
Albany, NY 12205 Tickets: Open  gyney
United States
o Your RUM Alert Information kst RESPONSE
GRS Your RMM Device Informati ) day(s) ago
Tickets: Open (40) Show Last 30 Days our evee fnformatien Vis) ag:
LAST ACTIVITY
Ticket Information 39 day(s) ago

Due Tues day 02/21/2012 03:13 P (16294 16h 55 overdue)
Created by Pamela Pierce [ on 02/17/2012 08:13 AW (1633 22h 54m ago)

Access Ticket from Representative Console

Using BeyondTrust's custom links ability, a representative can access the associated ticket directly from within the representative
console. This saves time searching for the ticket in Autotask and provides the representative with any issue details, history, or other
context to help quickly resolve the issue.

Auto-Time Entry Creation

If desired, a time entry can be created and added to the associated ticket
once a session ends. The time entry uses the same start and end time as
the actual session for accurate time tracking, as well as associating it with
the primary representative from the session.

™ TICKET - T20131016.0002 - Wireless not working (ABLE Manufacturing*)

Edit | = Hew ¥ || Tools ¥ || PrintView | Knowledgebase ¥ || Livelinks ¥ | (&) Close

o>l
Ed Evans (Partner) send email (3) 0810872016 08:24 AN - 08:34 AN (0.17 hours)

MSP for ABLE | Billable (Don't Show On Invoice) | Not Posted
Bomgar Session

today at 08:34 Al addnote addfime add attachment edit delete

Automatic Ticket Creation

The automatic ticket creation feature does require a services engagement to implement for each customer. However, the fact that this
functionality is even possible without a large custom development effort can be of great benefit to simplifying workflows and reducing the
number of clicks necessary for a support representative.
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