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RMM Integration Settings - Kaseya v1

Admin > Service Desk > RMM Integration Settings

Note: RMM Integration - Kaseya v2 is strongly recommended for both new and existing users of Vorex™ and VSA. Existing
users of RMM Integration - Kaseya vI should upgrade by following the instructions in the RMM
Integration - Kaseya v2 - Upgrade topic.

The RMM Integration Settings page maintains configuration settings for integrating Vorex™ with a remote
monitoring and management (RMM) systems. Once integration is complete you can monitor machines
and devices using an integrated RMM and manage their corresponding tickets in Vorex™.

Kaseya v.1 Integration Summary
= Integrating Servers (page 1)
= Integrating Ticket Settings (page 2)
= Integrating Customer Accounts and Locations (page 3)
= Assets Synchronization (page 4)
= Testing Ticket Integration (page 7)

Integrating Servers

Admin > Service Desk > RMM Integration Settings
In this first procedure you integrate your Vorex™ instance with a Kaseya VSA server.

VSA Prerequisites

= |dentify the VSA address.

» Create a dedicated VSA user account used by Vorex to access the VSA. Example:
Vorex service

» Ensure ticket creation events in the VSA create tickets in the Ticketing module of the VSA.

Procedure
1. Select the Admin > Service Desk > RMM Integration Settings page.

5 . - w e ©Admin NewTicket  Help®
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2. Click New.

3. Enter the following fields in the General Settings tab, Configuration Options section.

> Enable RMM Integration - Enable or Disable

Integration Name - Enter a unique name for this integration.

>
> Integration Type - Kaseya
>

Integrator Username - Enter the VSA username Vorex uses to access the VSA. This should be

a dedicated service account, such as Vorex service.

A%

Server Address (IP-Port) - Enter the IP address for the VSA.

VY V

format:

Integrator Password - Enter the password for the Vorex service account.

Callback URL - Enter the URL used by the VSA to update the Vorex, using the following

https://bms.kaseya.com/KaseyaCallback.aspx?Client=<yourcompanyname+sec

ondword>
For example:

https://bms.kaseya.com/KaseyaCallback.aspx?Client=kaseya+demo

4. Click Save to save the integration.

Mary Jones
Settings =

Ticket Status Mapping Assets Synchronization Integration Logs

Integrating Ticket Settings

Admin > Service Desk > RMM Integration Settings

B Aiderin

MewTicket  Help@

Incident v

In this procedure you review default ticket settings and map ticket statuses between Vorex™ and the

VSA.

Select the integration record you just created.

wn e

Select the Admin > Service Desk > RMM Integration Settings page.

Optionally change the default values in the General Settings tab, Ticket Defaults section. All Vorex™

ticket values created from an RMM ticket are initially set to these values. They can be
automatically changed—based on the ticket's content—using a Vorex™ workflow.

> Priority
> Queue
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> Ticket Type
> Ticket Note Type
» Ticket Source
4. Select the Ticket Status Mapping tab.
5. Select values for mapping ticket statuses between Vorex™ and the VSA.
» Ticket Status Mapping From Vorex
» Ticket Status Mapping To Vorex
6. Click Save to save the ticket defaults and ticket mapping.

= @ Admin New Ticket Help @

= M Integrat u Edit RMM Integration Settings: Kaseya-ML-Test

= | ] = | 1o )

e | —
Ticket Status Mapping From BMS
Bns status RN status
New Open v
Waiting For Gustomer Hold v
Completed Closed v
In Progress Open v
Escalated Open v
Assigned Open v
Customer Reponded Open v
Ticket Status Mapping to BMS
RN status Bns status
Open New v

Hold Waiting For Customer v

Closed Completed v

Integrating Customer Accounts and
Locations

Admin > Service Desk > RMM Integration Settings

In each Vorex™ customer account you choose to integrate, you must map Vorex™ customer
accounts to VSA organizations. You must also map machine groups in each integrated VSA
organization to locations in each Vorex™ customer account.

1. Select the CRM > Accounts page.

Select an account.

Click the RMM Integration tab.

Select the Kaseya Organization ID that corresponds to this Vorex™ customer account.
Add or edit a location on the Location tab.

Click the RMM Integration tab in the dialog.

o gk wN
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7. Select the VSA machine group that corresponds to this Vorex™ location.

8. Repeat steps 5 through 7 for each machine group and location you want to integrate.
9. Click Save to save the customer account.

10.Repeat this procedure for each customer account you want to integrate.

]

W CRM

Edit Account: ABC computer user

@ CRM Dashboard

Kaseya Integration
2 Accounts
his Account with the

=Nt Organization's ID fi

% Contacts

[0 5f

Organization 1D:
oo Activities c

-Select Match ng Crganization-- T

# Opportunities

2! Quotations Locations Account Contacts Assigned Resources Tax Settings Opportunities Activities Linked Accou

™ Sales Orders

[ o oele |

ACTIONS LOCATION ADDRESS 1 ADDRESS 2 cITY STATE COUNTRY ZIF CODE
) 1234 Main UNITED
[E4 Main Any town Co 80920
street : STATES

Assets Synchronization

Admin > Service Desk > RMM Integration Settings

This procedure provides bulk synchronization. Even if this bulk procedure is not run, asset
synchronization occurs automatically for integrated customer accounts and locations when:

= Aticket is created for an existing agent.
= A new agent is installed.

Synchronizing Assets

1. Select the Admin > Service Desk > RMM Integration Settings page.
2. Click the integration record you created earlier.
3. Select the Assets Synchronization tab.
4. Optionally filter the loading of asset data from the VSA into Vorex™ using the Load Assets tab.
» Machine Group ID
» Group Name
> MAC Address
> IP Address
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> First Check In

(]

£ Admin New Ticket Help@

Edit RMM Integration Settings: Kaseya-ML-Test

Mary Jones
] Jo ] x | IEN |

neral Settings Ticket Status Mapping As

Import Assets

@ Admin Dashboard

£+ My Company

ts from your RMM

< Load Assels

rocess

Machine Group ID Group Name MAC Address IP Address First Check in

T T T T T
# Service Desk No records to display
> Tic
> Queu

> Priorities

> Email Parser

Integration
Setting:

B Inventory

Next

5. Click the Load Assets button to load asset data from the VSA into Vorex™,
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6. Check the assets you want to import. You can also select the 'select all' checkbox in the upper left
hand corner of the table to select all listed assets.

ENTREMR = # Admin

gs / Edit RMM Integration Settings: Kaseya-ML-Test

ome MM Integration Set
Mary Jones

« save(s) | ® SaveandAddNew B @ cCancel() J X Delete(D) | ©  Refresh(R)
General Settin; Ticket Status Mappi As

Import Assets

Synchrar

Load and import assi

2 Load Assets

rom your RMM Sy

|| ded-intD5-vsa.root southeast root.southeast 00-50-56-01-00-75 192.168.2.115 9/19/2C

|| mx01.root.southeast root.southeast 00-0C-29-6A-63-DB 10.100.100.83 3M6/2C

netvgdc01.root.southeast root.southeast 00-0C-29-10-18-56 10.100.100.82 213120
win-ubko2I2in61.root. southeast root.southeast 00-0C-29-A4-2F-B7 10.100.100.36
windows10-prv.root.southeast root.southeast 00-0C-29-32-E1-C3 10.100.100.78 31712

[] windows8-1.root.southeast root.southeast 00-0C-29-A2-E5-76 10.100.100.79 31720
[] winxp-ksa.root.southeast root.southeast 00-0C-29-63-30-F5 10.100.100.250 41412C
[] deskiop-cf2bi3j.root.unnamed root.unnamed 58-82-A8-92-00-32 10.10.91.82 2/24/2C
Ticket Stat [ ksa-zyrion.sa.myorg sa.myorg 00-0C-29-A0-27-9D 10.100.100.35 8/26/2(
Email Parser [] linux-fépu.sa.myorg sa.myorg 60-67-20-EB-40-7C 192.166.2.116 1/2/201
[] wintogo.sa.myorg sa.myorg 20-68-9D-0B-E0-4D 192.166.2.139 8/2/201
[] ws-miopez03.sa.myorg sa.myorg 60-67-20-EB-40-7C 172.20.68.68 1211312

7. Review the Import Results.

» If the customer account and location is mapped and the asset exists or is added, the import
shows success.
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» If the customer account or location is not mapped, the import shows failure.

= £ Admin

ome / RMM Integration Settings / Edit RMM Integration Settings: Kaseya-ML-Test
@ = o | EX ]c J
General Settings Ticket Status Mapping \s5ets Integration Logs

Import Assets

@& Admin Dashboard

£ My Company

@ Business Process

I < from vour RMM System
& HR Load Assets Import Results

& Security Roles

Import Logs
[3] Finance e Date/Time
# Service Desk 4 Machine (windows10-prv.root.southeast) was succesfully imported 3/8/2016 11:02:46 AM
Issue Types v Machine (win-uOko2I2in61.root.southeast) was succesfully imported 3/8/2016 11:02:46 AM
v Machine (netvgdc01.root.southeast) was succesfully imported. 3/8/2016 11:02:46 AM

Ticket Types

Queues

Priorities

Ticki
Email Parser

> RMM Integration
Settings

B Inventory

8. Review synchronized asset properties using the Vorex > Service Desk > Asset Management >
Hardware Assets page.

Testing Ticket Integration

Admin > Service Desk > RMM Integration Settings

Once integration is configured, you can test it by triggering a system-generated ticket in the VSA, then
view the corresponding ticket in the Vorex™.
1. In the VSA, use a monitoring event to create a Ticketing ticket for an agent in an integrated
organization and machine group.
2. In Vorex™ select the Service Desk > Tickets page.
3. Select the Vorex™ ticket created for the VSA monitoring event.
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» The Ticket View > Assets section identifies the machine, group and organization of the agent
account in the VSA.

4 Home / My Tickets / Edit Ticket: B EEUl - router connection issue

Z  kdit(e) ] %  Delecen) B 2 | Refresh(R) [EEESENCT m

Ticket view

Ticket# 20G_20170331-1 - router connection issue

© 03/31/2017 12:51 PM - aspenhiain[al 2 Ticket Properties
status: (50 Assignee: = source: Email
Priority: ueue: Help Desk
¥ m Q ? % Ticket Type: Service Request
Total Time Spent: I CCs: Mone £ 155ue Type: None
Total Expenses: (5D Created By:

L Sub-Issue Type: Mone
Due Date: Mone .

# Service Contract: hone
@ Details = work Type: Mone

¥ SLA
intermittent failures on router 10.10.50.100
SLA: Mone

5LA Status: Mo SLa

W Affected Assets

Hardware: (Vidware-42 31 58 7d 90 35 49 95-7¢
ol c5c3 87 d4 1d 27) - ag-white-w?732 rootaspen

) Activities

4. Select the RMM Integration tab.
> The Ticket Reference identifies the ticket in the VSA.

= e Service Desk New Ticket Help @

& s / #241-03062016% - windows10-prv.root.southeast is offiine
© cnceig | ® peeem) | © reresniy m:we ]

Custom Fields~ Artachments (@

Expenses& (harges  Service Calls & To-Dos

BaddNoe | @AddTime Quick Searc!

o Email

Note Date:
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