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STEP 1

Send an email to sales@islonline.com with the subject “Please enable Autotask
integration”. The content should include your ISL Online account username and
number of Autotask users.

It may take few days until ISL Online enables the integration on your account.
You can follow the next steps of this manual already before, but, will not be able
to test the integration until your account is enabled. Enabling the Autotask inte-
gration may be subject to a fee.

STEP 2

Please confirm you have specified a domain for your ISL Online account: Log in
to your ISL Online account at www.islonline.com. Click “Users”. You should see
the users of your account listed under your chosen domain name. If no domain
has been specified for your account yet, please follow these instructions to cre-
ate one: https://help.islonline.com/19802/166258

STEP3

Please contact your Autotask account manager to create an APl user in

your Autotask environment with name “ISL Online”, username e.g.islonline@
yourcompany.com. This user will be used for appending remote desktop session
information into tickets. Please mind that the user name is presented exactly as
“ISL Online”.

Autotask Licensing: The “ISL Online” user needs to be added in Autotask as an API
licensed user. All Autotask accounts include some APl users free of charge. Talk
to your Autotask account manager for further information.

Make sure the APl account is unlocked and credentials are correct by logging
into Autotask using the newly created APl account. If your APl account is locked,
contact your Autotask account manager to unlock the APl account.



STEP 4

Open Autotask and log in with your username and password.
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STEPS

Go to Admin > Admin categories > Extensions & Integrations.

é % O ‘ E'| ww?2.autotask.net/Mvc/Framework/Navigation.mvc/Landing ';f'{ ‘ = :/; @
@ Search Q al + & % W & PAMELAFERCE | LocouT | ) @B @
HOME Admin Categories

CRM Featuras & Settings | service. | servicen... | serviceT... [ Projectm_. | Projectm_. | Projectri... | Project T | Tickets | + D
DIRECTORY Extensions & Integrations | § m
NEEK MY TICKET SUMMARY MY SLA - FIRST RESPONSE

CONTRACTS Commonly Used | [
Getting Staried

PROJECTS Total Open 0 First Response a
Resources [Users) 5 % Overdue

SERVICE DESK Form Tempistes | 0

TIMESHEET 5 Motification Templates il First Response
REFORTS Workflow Rules ! Due Today O Due in = 1 hour

[1] 25
e — User-Defined Fields 0
System Settings First Response
Client Portal: Manage Clients | Overdue 0 Due in 1-2
13 0 v = Hours

MY OVERDUE TICKETS BY DUE DATE & PRIORITY (LAST 10 DAY 5)

There is no dsta to display. There is no dats to dizplay.
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STEP 6

Expand Autotask add-ons and click “LiveLinks Designer” link.

é % O ‘ E'| ww?2.autotask.net/Mvc/Framework/Navigation.mvc/Landing ‘ﬁ' ‘ = :/; Q e
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—| AUTOTASK ADD-ONS
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A wizard that generates the components of a form used to collect Enable mobile access to Autotask for your resources.
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STEP 7
Click the “New” button.

< —= O ‘ E'| ww2.autotask.net/Mvc/Framework/Mavigation.mvc/Landing ‘ﬁ' ‘ =
@ Search Q al + & % W A PAMELAFERCE | LocouT | ) @B @

B3 LvELINKS DESIGNER™

Livel Applications Security Policies m
+M|Explumﬂ|eMH Livelinks Catalog 1-250f27 <= < |Pageieof2 ~ o B u
LiveLink Description Entity Type Created By |Active| Create Date | Published|
Name -

_dev_OpenISL  Opens the ISL Light dashboard where you can start a new support session and see the session history  Ticket Standard  Pierce, v oaraaoma v
Light dashboard  for the current ticket. Pamela**
_dev_Starian Opens the 5L Light dashboard whers you can start a new support session and see the session history Tickst Sfandard  Pierce, W 04/0872018
ISL Light session  fior the current ticket. Pamela**
Autotask Client LiveLink will log the custorer into their Autotask Client Portal account Mo Standard  Administrator, v 0302010
LiveLink Autotask
Entity]

LagMeln Rescue  This Livelink opens up a new browser window and launches the LogMeln Rescue Console. If you are Mo Standard  ~Installed 04182018
Support Session  mot currently kegged in to your LogMeln Rescue Account you will be asked to do so, then redirected to LiveLink
Launch thie Rescue Console. Support is now just a click away. Before the Livelink is avsilable for use it must be Entity]

jpubdished. The Livelink can be accessed through the LiveLinks folder on the left side of the screen under

any Module that it has been published for.
Managed This LiveLink sutomatically logs the user into the Managed Workplace Central Dashboand, the starfing Mo Standard  ~Installed 101772007 v
Workplace - jpoint from which network resources can be managed easily. Befors the Livelink is available for use it LiveLink
Central must b2 published. The LiveLink can be accessed through the LiveLinks folder on the left side of the Entity]
Dashboard sereen under any Module that it has been published for. MOTE: This Link requires some editing in order

to work. Ses the Install Instructions for more details.
Managed This Livelink ap=ns the Device akerts page for the curment Instalied Product in Managed Workplace. Installed  Standard  ~Installed 1001772007 v
Workplace - Quickly view any alerts for the device using Level Platforms Managed Warkplace, now avsilsble right Product
Device Aleris from Autotask. Before the LiveLink is available for use it must be published. MOTE: This Link requires

some editing in order to work. See the Install Instructions for meore detais.
Managed This LiveLink opens the Device information page for the cument Installed Product in Managed Workplace. Installed  Standard  ~Installed 101772007 v
Workplace - wicklly see the status of your network dewvices using Leve! Platforms Managed Workplace, now avsilsble  Product
Dievice right from Autotask. The usemame and password are stored in the LiveLink Applicstion, so users will be
Information automatically logged into Managed Workplace. Before the LiveLink is availsble for use it must be

published. MOTE: This Link requires some editing in order to work. See the Install Instructions for more

details. ~
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STEP S8

Fill the form with following settings:
LiveLink Name: ISL Light session start
Label: Start an ISL Light session

Category: Service Desk

Description: Starts a new ISL Light support session.
LiveLink Application Name: [No Livelink Application]

Entity: Ticket

Base URL: https://autotask.islonline.com/integrations/autotask/sessions/start

Form Post Parameters:

Parameter name

autotask_login_password

autotask_login_username

autotask_login_wsdl

autotask_ticket_id

autotask_user

islonline_login_password

islonline_login_server

islonline_login_username

Parameter value

https://webservices2.autotask.net/
atservices/1.5/atws.wsdl

<TICKETID>

<Autotask_Username>

islonline.net

www.islonline.com

Comment

Autotask login of APl user“ISL On-
line” created in Step 1

username of APl user named “ISL
Online’; e.g. islonline@yourcompa-
ny.com, created in Step 1

it should contain the number of
your Autotask server. E.g. if you
login on https://wwb5.autotask.net,
the WSDL URL should be https://
webservices5.autotask.net/atser-
vices/1.5/atws.wsdl

Parameter name

Parameter name

your ISL Online account login
password

islonline.net for Saa$ or your server
hostname for Server License

your ISL Online account login user-
name e.g.\\company\username
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STEP9
Click“Save & Publish” button.

‘ E'| ww?2.autotask.net/autotask/AutotaskExtend/livelinks/livelinkEditor.aspx?livelink_id=0 |

LIVELINK™ @

[] save & Clase | [] Save & Publish, | (&) Cancel | Test LiveLink

LiveLink ‘Configuration AXN Upload Instructions

LiveLink Name*
ISL Light session start E-] Active [C]Execute In Debug Mode
Label* Category*
Start an [SL Light session Servica Desk R
Description LivelLink Application Mame
Starts new ISL Light support session. [Na LiveLink Application] w
Entity* Base URL*
Ticket e https:Vautotask islonline comintegrations/autotaskisessions
Account Manager
Address First Line i
Addrees & d Line ‘Querystring Values
Alternate Phone
AszetValue
City
Company 10
Company Lead Source (UDF)
Company Name
Company Number
Company Number of Employees (UDF)
Company Type = Insert
Competior Form Post Parameters

Configurafion Hem Battery Life (UDF)
Configuration lem Brand (UDF)
Configurafion Hem IP Address (LDF)
Configuration fem LAM IF: {UDF)

Parameter Name Parameter Value

LiveLink Parameters Configuration fem O35 (UDF) .

Configuration e Location (UDF) ‘ iline_login_usemam
Configuration Iterm Make & Model (UDF)
Configurafion Hem Name (UDF) ‘ ask_login_passward

| -
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STEP 10

Check“Service Desk User” under Security Levels tab.

‘Eﬁ ww2.autotasknet/autotask/AutotaskExtend/Livelinks/livelink_publish.aspx?livelink_id=33 |

LIVELINK PUBLICATION [7]

[¥] Save & Close || (¥) Cancel

LIVELINK INFORMATION
LiveLink Mame: I5L Light session start
LiveLink Description:  Starfs new |SL Light suppart session.
LiveLink Entity: Tickat

Owerview Modules Security Levels Departments Resources

5elent| Security Level
[0  Contractor
[0 Dashboard User
[0  Full Accass
[0 Manager
[0 Minimal Access
[] Frivate GRM
[0  Project Manager
[0 sales
[ Service Desk Liser
[0  System Administrator
[0  Team Member
O Time and Attendance

www.islonline.com
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STEP 11

Select user(s) under Resources tab and click“Save & Close” button.

‘Eﬁ ww?2.autotask.net/autotask/AutotaskExtend/Livelinks/livelink_publish.aspxZlivelink_id=33 |

LIVELINK PUBLICATION 17

[¥] Save & Close || (¥) Cancel

LIVELINK INFORMATION
LiveLink Name: ISL Light session start
LiveLink Description:  Staris new |5L Light support session.
LiveLink Entity: Tickst

Owerview Modules Security Lavels Departments Resources

Select | Resource

Administrator, Autotask
Anderson, Scott

Brawn, Michael

Cavis, Gary

Jackson, Timathy

Johnson, Alison

Jones, Cindy

Miller, Susan®

Moore, James*

Pierce, Pamela™ . 1
Smith, Matthew b
Taylor. Mark*

Thomas, Kathy

White, John

Williams, Steve

Wilson, Frank™

OoooooEoooooooon
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STEP 12
Right click on the ISL Online session start Livelink and click“Copy LiveLink’.

é % O ‘ E'| ww2.autotasknet/Mvec/Framework/Navigation.mve/Landing 7&{ ‘ —

(2 searcn Q al+ 2% %@ e rence | oo ) D @

B3 LvELINKS DESIGNER™

Livelinks Applications Security Policies

W)

|+New||Explmeﬂ|eMHLiueljnI5Ca.lzluu 1-250f28 <= = |Pagelof2 | om e n
LiveLink Name | Description ‘Erﬂrty Type ‘Cmﬂdﬂy ‘.ﬁm| Create Date ‘mmﬂ
ISL Light session  Starts new ISL Light support session. Ticket Standard Pierce, w' 0310472018 v
start Pamelz™
_dew_OpenlSL Opens the |SL Light dashbosrd where yo 27 Edit LiveLink ne session history for  Ticket Standard Pierce, v 06/12/2018
Light dashboard  the cumrent ticket. . - Pamela™*
Inactivate Livelink

_dev_Starian [SL Opens the SL Light dashboard where yoi — 12 session history for  Ticket Standard Pierce, w' 04/0872018
Light session the caumrent ticket. I Copy Livelink ; I Pamela™*
Autotask Client  LiveLink will log the customer into their A Publish LiveLink [No  Standard Administrater, 030372010 v
Portal % Delets Livelink LnlE_Llnk Autotask
Logheln Rescue  This LiveLink opens up & new browser wirow aro ssomeres mre cogieerrescoe-oansole. fyou arenot Mo Standard ~Installed 041872018
Support Session  cumently logged in to your Logheln Rescue Account you will be asked to do so, then redirected to the LiveLink
Launch Rescue Console. Support is now just a ciick away. Before the LiveLink is available for use it must be Entity]

published. The Livelink can be accessed through the Livelinks folder on the left side of the screen under

any Module that it has been published for.
Manaped This LiveLink automatically logs the user into the Managed Workplace Central Dashboard, the starting e Standard ~Installed 100772007 v
Workplace - paoint from which network resounces can be managed easily. Before the Livelink is avasilable for use it must  LiveLink
Central be published. The LiveLink can be accessed through the LiveLinks folder on the left side of the screen Entity]
Dashboard under any Module that it has been published for. MOTE: This Link reguires some editing in order fo work.

See the Install Instructions for mors details.
Manaped This LiveLink opens the Device alerts pape for the cument Installed Product in Manaped Warkplace. Installed  Standard ~Installed 101772007 L
Workplace - Cluickly visw any slerts for the device using Level Flatforms M d ¥ x2, NoW vail right from  Product
Device Alerts Autotask. Before the Livelink is svailable for use it must b= published. NOTE: This Link requires seme

editing in order to work. See the Install Instructions for more details.
Managed This LiveLink opens the Devics information page for the current Installed Product in Managed Workplace.  Installed  Standard ~Installed 1011772007 v
Workplace - Cluickly see the status of your network devices using Level Platforms Managed Workplace, now available  Product
Device right from Auvtotssk. The usermams and password are stored in the LiveLink Application, so users will be -

www.islonline.com
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STEP 13

Change the following settings:

LiveLink Name: ISL Online dashboard

Label: Open ISL Online dashboard

Description: Opens the ISL Online dashboard where you can start a new
support session and see the session history for the current ticket.

Base URL: https://autotask.islonline.com/integrations/autotask/sessions/create

Click the “Active” checkbox.
Click“Save & Publish” button.

E'| ww2.autotasknet/autotask/AutotaskExtend/livelinks/livelinkEditor.aspx?refreshlist=true&divelink_id=34 |

LIVELINK™ @

[] save & Clase | [] Save & Publish, | (&) Cancel | Test LiveLink

JLiwLinkl Configuration  AXN Upload Instructions

LiveLink Name*

IZL Light session start [CJExecute In Debug Mode
Labek Category*
COpen I5L Light dashboard Sarvica Desk R
Description LivelLink Application Mame
Opens the ISL Light dashboard where you can start a new [No Livelink Application] w
support session and see the session history for the current
ticket.
Entity* Base URL*
Ticket ~ https:Vautotask islonline co prations/autota ans

Account Manager
Address First Line
Address Secand Line

‘Querystring Values

Aliernate Phone

A=zt Value

City

Company 10

Company Lead Source (UDF)

Company Name

Company Number

Comgany Number of Employees (UDF)

Company Type #F Insert

Competitar

Gnnﬁgeu'ralinn Hterm Battery Life (UDF) Form Post Parameters m

Configuration fem Brand (UDF)

Configurafion Hem IP Address (LUDF)

Configurafion Herm LAM IP: (UDF)

Configuration Hem Location (UDF) ‘ autotask_login_pass

Configuration fem Make & Model (UDF)

Configuration Hem Mame (UDF)
LiveLink Parameters Configuration em O35 (UDF)

Parameter Name Parameter Value
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STEP 14

Click“Save & Close” button.

w2.autotask.net/autotask/AutotaskExtend/Livelinks/Tivelink_publish.aspxZlivelink_id=34 |

(T
LIVELINK PUBLICATION '6-

LIVELINK INFORMATION

LiveLink Name: ISL Light session start
LiveLink Description:  Opens the ISL Light dashboard where you can start 3 new support session and see the session history for the current ticket.

LiveLink Entity: Tickst

Owerview Modules Security Levels Departments Resources

Resource Name | Resource | Security Level Department

|F'ierﬁe, Famela™ v |
| Thamas, Kathy Service Desk User |
| Wilson, Frank® Service Desk User |

www.islonline.com
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ENABLE POPUPS IN YOUR BROWSER SETTINGS

Every supporter should disable popups or add Autotask to exceptions otherwise
the LivelLinks won't work.

Google Chrome

Go to Settings > Show advanced settings > Privacy > Content settings
> Pop-ups and select “Allow all sites to show popups” or add an exception
"*.autotask.com”

Mozilla Firefox

Go to Preferences > Content > Pop-ups
Deselect Block pop-up windows or add an exception for your Autotask URL (e.g.
http://ww?2.autotask.com).

Internet Explorer

https://support.microsoft.com/en-us/help/17479/windows-internet-explor-
er-11-change-security-privacy-settings
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