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1. Introduction

The ESET Remote Administrator Plug-in for ConnectWise makes billing and ticketing easy for ESET Managed Senvice
Providers (MSPs) who use ConnectWise.

Billing

The ESET Remote Administrator Plug-in for ConnectWise allows you to quickly monitor seat counts of ESET products for
different customer accounts and group endpoints into groups and subgroups. Each ESET group corresponds with an
account available in ConnectWise (specifically, to a recurring senice item in a contract for the account). Each ESET
product corresponds with a recurring senvice.

The ESET Remote Administrator Plug-in for ConnectWise allows you to map your accounts and recurring services to groups
from your ESET Remote Administrator Console and specific ESET products. After associating a group or account with an
ESET product, the ESET Remote Administrator Plug-in for ConnectWise automatically takes snapshots of your current seat
count use and commits them to ConnectWise as senice adjustments that include date and time information.

Ticketing

The ESET Remote Administrator Plug-in for ConnectWise creates tickets for computers when they join a Dynamic Group in
ESET Remote Administrator. Dynamic Groups are comprised of all computers that meet a set of conditions defined in the
template for the group (for example, a Dynamic Group might contain computers with out-of-date operating systems, or
computers that have not received virus signature database updates in the last 24 hours). Any time a computer enters a
dynamic group, ESET Remote Administrator Plug-in for ConnectWise creates a ticket.

ESET Remote Administrator Plug-in for ConnectWisectWise allows you to map dynamic groups to ConnectWise priorities,
so that each ticket created can be assigned a priority level and the appropriate action can be taken.



2. System Requirements

To use the ESET Remote Administrator Plug-in for ConnectWise your system should meet or exceed the following
requirements:

Supported Operating Systems:
¢ Windows 7 and later non-server operating systems are supported.
¢ Windows 2008R2 or later server operating systems are supported.

Supported versions of ESET Remote Administrator

e ESET Remote Administrator 5.3x and later 5.x builds are supported.
e ESET Remote Administrator 6.2x and later 6.x builds are supported.

.Net 4.5 framework is required for the use of the ESET Remote Administrator Plug-in for ConnectWise.



3. Installation

To install the ESET Remote Administrator Plug-in for ConnectWise, follow the step-by-step instructions below:
1. Download the ESET Remote Administrator Plug-in for ConnectWise installer file and save it to your system.

2. Double-click the installer file and follow the steps from the Setup Wizard to complete installation.
1) ESET Remote Administrator Plug-in for PSAs - InstallShield Wizard (23w

Welcome to the InstallShield Wizard for ESET
Remote Administrator Plug-in for PSAs

The InstallShield(R) Wizard will install ESET Remote
Administrator Plug-in for PSAs on your computer. To continue,
click Next.

WARNING: This program is protected by copyright law and
international treaties.

< Back Mext > ][ Cancel

Figure 1-1

3. Once you finish installation, double-click the ESET PSA Plug-in icon on your Desktop to launch the ESET Remote
Administrator Plug-in for ConnectWise. Click ConnectWise in the PSA Selection window. NOTE: If you select the
incorrect PSA at the PSA Selection window, you must uninstall and reinstall the ESET Remote Administrator Plug-in
for ConnectWise for proper functionality.

(&) ESET PSA Plug-in - PSA Selection ==

ESET is proud to support the leaders in Professional Services Automation Software (PSA).
Please indicate which PSA tool you use.

Autotask ConnectWise Tigerpaw

Figure 1-2



4. Connect to your ConnectWise Server

Before you can begin using the ESET Remote Administrator Plug-in for ConnectWise, you must establish a connection with
your sener. To do so, follow the steps below:

1. Click Tools > Options and type your server credentials into the APl Username and APl Password fields.

2. Click Test Connection to make sure that your credentials are entered correctly.

(€) Options ===
ConnectWise | paintenance
ConnectWise Connection

Sync every 10 minutes

APl Username:

APl Password essssssssssssssss

Hide Password

k‘ Test Connection

Figure 1-3

Company




5. Connect to your ESET Server

After establishing the connection with ConnectWise, add your ESET seners to the Plug-in to allow management. To do so,
follow the steps below:

1. Click Options > Add.

2. Type a name for this sener into the Server field.

3. For ESET Remote Administrator (ERA) 6.x, type 2223 into the Port field, for ERA 5.x, type 2226.
4. Select the version of ERA you are using from the Version drop-down menu.

5. Type the Username and Password for this ERA senrver into the appropriate fields and then click Test Connection to
verify that the information is correct. Repeat this process as necessary to add all ERA seners that you manage.

r

@ ESET Remote Adrministrator Server @

rver  localhost]

Version 5.2 -

e 2226 2
—

Username Administrator

Password essssssssss

Hide password

[ Domain Credentials

Figure 1-4

NOTE: You can edit settings for a specific server at any time by selecting it and clicking Modify. To delete a sener,
select it and click Delete.



ESET |Eu-al:ﬂﬁie I m|
ESET Remote Administrator Server Connection

e

eras-52 eras-62

Figure 1-5



6. Sync

The ESET Remote Administrator Plug-in for ConnectWise maintains a local database of objects from ConnectWise and
ESET that can be refreshed at any time.

Click Sync to update data in the Plug-in to reflect changes in ConnectWise accounts, contracts and senices as well as

ESET groups and products. By, default, the Plug-in will sync automatically every 10 minutes (this interval can be adjusted

manually for your ConnectWise and ESET Senrvers under Tools > Options). We recommend that you perform regular syncs
to ensure accurate data is displayed in the Plug-in.

@ ESET Rermote Administrator Plug-in for ConnectWise - v0.9.82

File Sync Tools
's

{} L i

Options] Sync Import...

Window  Help

1

Export...

RefreshLugsl Endpoints I Accounts I Services I Adjustments | Transactions I Priorities I Ticketsl

Lo o=
=

Feedback

M Clear Log

2015/11/30 11:27:21:197
2015/11/30 11:27:21:199
2015/11/30 11:27:21:585
2015/11/30 11:27:21:586
2015/11/30 11:27:23:551
2015/11/30 11:27:23:552
2015/11/30 11:27:23:554
2015/11/30 11:27:23:844
2015/11/30 11:27:23:846
2015/11/30 11:27:23:997
2015/11/30 11:27:23:997
2015/11/30 11:27:25:902
2015/11/30 11:27:28:575
2015/11/30 11:27:28:579

EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:

EPPconnectwise:
EPPconnectwise:

EPPconnectwise:
EPPconnectwise:

Refreshing Agreements Table - added/updated: 9

Refreshing Products Table

Refreshing Products Table - added/updated: 8

Refreshing Agreement Additions Table

Refreshing Agreement Additions Table - added/updated: 4
Refreshing ConnectWise Ticketing Tables...

: Refreshing Priorities Table
: Refreshing Priorities Table - added/updated: 4
Refreshing Configurations Table

Refreshing Configurations Table - addedfupdated: 0

EPPconnectwise: Syncing Billing...
EPPconnectwise: Syncinc Ticketing....
EPPconnectwise: Added assets:6

EPPconnectwise: Submitting Tickets for "At Risk" Computers

-

Figure 1-6
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7. Manage Accounts

The Accounts window allows you to associate ESET groups with accounts and recurring senice items from ConnectWise.

In the Accounts window, a list of groups and subgroups for each ERA Senrer is displayed. Your groups will appear in the
same hierarchy in the ESET Remote Administrator Plug-in for ConnectWise that you use in ERA.

7.1 Map Accounts
To map an ESET group to a specific account, follow the steps below:
1. Click the Accounts tab.

2. Click the server row for the group that you want to map.

3. Double-click the account to which you want to map the selected group. The same account can appear multiple
times, so make sure that you are selecting the contract you want to associate with your ESET group.

@ ESET Remote Administrator Plug-in for ConnectWise - v0.9.82 EI@
File Sync Tools Window  Help
0 IS =]
c. 4+ 1
Options  Sync Import... Export... Feedback
| Refresh Logs | Endpu'lmsl Accounts IServ'mes | Adjustments I Transactions | Priorities | Ticke1s|
5 Refresh 4F Unmap Account
ESET Server ESET Group Account Agreement Contr{ Double click the Account/Contract you want to map
Contract Contrac]
ras-62 All
e Account Account Type Name Contract ID Catego
eras-62 Crazy Commerce... Monthly Block Ti... |4 m recurrent fime bl 8
eras-62 fost & Barbara Hove an... @ Barbara' s One ti... 10
lecalhost Bill . . .
! Big Design, Inc. Retainer Agree... 3
lecalhost Eli et EEA 12 -
0caThos e es Black Rooster, Inc. One Time Block ... 9
lecalhost Joh ‘Wild Inc. ‘Gold Rat 1 . .
onn ET LT o € Blue Light, Co. Retainer for Blu... 5
lecalhost T Arts Mid 1 Tt bl... | 8 -
0caThos om s lgwes recarrent time Crazy Commerce... Monthly Block Ti... 4
DigitalTorch, Inc. Meonthly Mainte... 7
eset EEA 12
Wild Eagle, Inc. Gold Rate 1
4| il + 4 mn +
[o]o
Figure 1-7
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7.2 Map Services

With your accounts mapped, you can associate ESET products with recurring senices from ConnectWise. To do so, follow
the steps below:

1. Click the Services tab to display a list of all ESET products in use by endpoints.
2. Click an endpoint product to view a list of senices that can associated with that product.

3. Double-click a senvice to map an ESET product to it. Different ESET products can be mapped to the same senvice,
for example if your contracts do not differentiate between Antivirus for Windows, Mac and Linux.

@ ESET Remote Administrator Plug-in for ConnectWise - v0.9.82 EI@

File Sync Tools Window  Help

.4 1 @ =

Options  Sync Import... Export... Feedback

| Refresh Logs I Endpaoints I Acmumsl S'ENiDES-IMjusmw_nts | Transactions I Priorities | Tickets |
7 Refresh 4F Unmap Service

ESET Product . Service Name  Service ID Double dlick the service you want to map
J 0. 10ft Patch Cable | 743 | Service ~  Service |
ESET File Securi lock Time Rene... 10ft Patch Cable  FES] @
2 b Block Time Rene... 749
Miscellaneous 742

Remote Backups 746
SPAM -ConnectFi... 750
System Support 747
Web Site Service 745
Workstation 748

[0 o]

Figure 1-8



7.3 Map Priorities
To map priority levels to different groups, follow the steps below:
1. Click the Priorities tab to display a list of groups available in ERA.

2. Click the group for which you want to map priorities.

3. Double-click the priority level you want to associate with the selected group.

@ ESET Remote Administrator Plug-in for ConnectWise - v0.9.52
File Sync Too Window  Help

o Lt @

Options  Sync Import... Export...

| Refresh Logs | Endpoints | Accounts | Services | Adjustments | Transactions | Priorities [Tickets |

fo e =]

Feedback

{7 Refresh <4 Unmap Priority
ESET Server . ESET Group Priority Rank Double click the Priority Level you want for this At Risk Group
Cnmpulers with ... | Priority 2 - Quick... |4 h foak
eras-62 Spputers with ... Priority 2 - Quick... 4 Priority 2 - Quick... 4
eras-62 2 Linux ars ’ 2 Priority 1 - Emer... 2
eras62 CeraTTOTE % 3 Priority 4 - Sche... 8
eras-62 Not activated se... | Priority 2 - Quick... | 4 . Priority 3 - Nlorm... 6
eras-62 Problematic com... | Priority 1 - Emer... |2
eras-62 Windows compu...
localhost Has Alerts Priority 2 - Quick... | 4
localhost Has Critical War... | Priority 1 - Emer... |2
localhost Has Old Dignatu... | Priority 3 - Norm... | &
localhost Has Warnings Priority 3 - Norm... |6
localhost Is New Priority 4 - Sche... |8
ESET Sync in1h 39m 38s | PSA Syncin progress
Figure 1-9
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8. Access the ConnectWise console

You can access the ConnectWise console at any time from the Tools menu. To do so, click Tools > ConnectWise.

File  Sync

o0

Optians  Sync

i © o Bl

Window  Help

Map Groups/contracts...
Map Services/products...
Map Endpaints

@ ESET Remote Administrator Plug-in for ConnectWise - v0.9.106

ments | Transactions | Priorities | Tickets|

Lo ][]
=

Feedback

Map Priorities 127

ConnectWise

73

ESET Console » P36

e ——— 1

2015/12/04 12:45:03:251
2015/12/04 12:45:03:314
2015/12/04 12:45:03:329
2015/12/04 12:45:03:376
2015/12/04 12:45:05:217
2015/12/04 12:45:05:232
2015/12/04 12:45:07:418
2015/12/04 12:45:07:449
2015/12/04 12:45:07:886
2015/12/04 12:45:07:886
2015/12/04 12:45:08:214
2015/12/04 12:45:08:214
2015/12/04 12:45:00:883
2015/12/04 12:45:09:883
2015/12/04 12:45:09:898
2015/12/04 12:45:10:179
2015/12/04 12:45:10:179
2015/12/04 12:45:10:304
2015/12/04 12:45:10:319

EPPeset: Group 4 (b) - O client(s)

EPPeset: Group 5 (bfLeah's Macs) - 1 client(s)
EPPeset: Group 6 (b/Sue's laptops) - 1 client(s)

EPPeset: Group 7 (c) - 4 client(s)

EPPeset: Group 8 (Emergency) - 0 client(s)
EPPeset: Group 9 (Low) - O client(s)
EPPeset: Group 10 (Medium) - 4 client(s)
EPPeset: Refreshed ESET Tables

EPPkrn: EPPESET.exe ended with status 0

EPPconnectwise;

EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:
EPPconnectwise:

EPPconnectwise:
EPPconnectwise;

EPPconnectwise:
EPPconnectwise:

: Refreshing ConnectWise Billing Tables...
Refreshing Companies Table

Refreshing Companies Table - added/updated: 131
Refreshing Agreements Table

Refreshing Agreements Table - added/updated: 9

Refreshing Products Table

Refreshing Products Table - addedfupdated: 8

Refreshing Agreement Additions Table

Refreshing Agreement Additions Table - added/updated: 4
Refreshing ConnectWise Ticketing Tables...

: Refreshing Priorities Table
: Refreshing Priorities Table - added/updated: 4
Refreshing Configurations Table

Refreshing Configurations Table - added/updated: 0
EPPkrn: EPPConnectWise.exe ended with status 0

m

1

| ESET Sync in1h 58m 36s | PSA Sync in 1h 58m 37s |

-

Figure 1-10
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9. Access the ESET Remote Administrator Console

You can access the ESET Remote Administrator Web Console at any time from the Tools menu. To do so, click Tools >
ESET Console and then select the ESET Remote Administrator Server to which you want to connect. In Figure 1-11, eras-
52, eras-53, eras-62 and localhost represent individual ERA servers.

e ESET Remote Administrator 5.x Console (ERAC) must be installed locally for proper function of this feature.

e ESET Remote Administrator 6.x Web Console can be accessed remotely provided the computer where ESET
Remote Administrator Plug-in for ConnectWise is installed has an active internet connection and the ERA Web
Console is configured for public access.

[ -

@ ESET Remote Administrator Plug-in for ConnectWise - +0.9.106 E'@
File Sync | Tools | Window  Help
G /™ |{} Options... E
s M Clear Log
Options  Sync | Feedback
= Map Groups/contracts...
[ Map Services/products... R e ns | Ruloriges | Ekels |
@ Map Endpoints
= Map Priorities 127 EPPeset: Group 4 (b) - O client(s) o
. 158 EPPeset: Group 5 (bfLeah's Macs) - 1 client(s)
FE ST 173 EPPeset: Group 6 (bfSue's laptops) - 1 client(s)
| ESET Console » eras-52 c) - 4 client(s)
T e e ST Emergency) - 0 client(s)
12/04 12:45:03: eras-33 Low) - 0 client(s)
201 - . eras-62 (Medium) - 4 client(s)
2015/12/04 12:45:03: ESET Tables
2015/12/04 12:45:03: localhost e ended with status 0

2015/12/04 12:45:05: zr7 crroommecowrse: mefreshing ConnectWise Billing Tables...
2015/12/04 12:45:05:232 EPPconnectwise: Refreshing Companies Table

2015/12/04 12:45:07:418 EPPconnectwise: Refreshing Companies Table - added/updated: 131
2015/12/04 12:45:07:449 EPPconnectwise: Refreshing Agreements Table

2015/12/04 12:45:07:886 EPPconnectwise: Refreshing Agreements Table - addedfupdated: 9
2015/12/04 12:45:07:886 EPPconnectwise: Refreshing Products Table

2015/12/04 12:45:08:214 EPPconnectwise: Refreshing Products Table - added/updated: 8
2015/12/04 12:45:08:214 EPPconnectwise: Refreshing Agreement Additions Table

2015/12/04 12:45:09:883 EPPconnectwise: Refreshing Agreement Additions Table - added/updated: 4
2015/12/04 12:45:09:883 EPPconnectwise: Refreshing ConnectWise Ticketing Tables...
2015/12/04 12:45:09:898 EPPconnectwise: Refreshing Priorities Table

2015/12/04 12:45:10:179 EPPconnectwise: Refreshing Priorities Table - added/updated: 4
2015/12/04 12:45:10:179 EPPconnectwise: Refreshing Configurations Table

2015/12/04 12:45:10:304 EPPconnectwise: Refreshing Configurations Table - added/updated: 0
2015/12/04 12:45:10:319 EPPkrn: EPPConnectWise.exe ended with status 0

m

| ESET Syncinlh 58m 31s | PSA Syncinlh 58m 32s

Figure 1-11



10. Feedback

We at ESET hope that the ESET Remote Administrator Plug-in for ConnectWise will be a useful asset, and are dedicated to
continue improving the Plug-in according to your feedback. Follow the steps below to send us your feedback:

1. Click Feedback to view the feedback form.
(€) ESET Remote Administrator Plug-in for ConnectWise - v0.9.82 = e

File Sync Tools Window Help

oC. 1t @E

Options Sync  Import... Export... Feedback

| Refresh Logs | Endpoints | Accounts | Services | Adj | ians | Priorities | Tickets ‘

£ Refresh

Ticket Account Server Computer Priority status dateCreated dateModified ESET product

<[ m 3

[ESET Syncin 1h 59m 57s | PSA Sync in 1h 50m 595

Figure 1-12

2. Complete the fields in the form by typing the appropriate information or using the drop-down menu to select the
appropriate value.

3. Type your feedback into the Information field.
4. Select the check box next to It's OK to contact me if it is ok for our team to reach out to you for more information.

5. Click Send to submit your feedback.

(€) Feedback (23]

Your feedback is important to us! Please submit this form for general feedback, feature
requests, or other comments you would like to share with the deuelopersl

Subject subject

Category Feedback -

Contact Mame  Ancnymous

Contact Number @
Contact e-mail o
Information

[C] Itis OK to contact me | e, @

—_—

Figure 1-13
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