CW Overview Video Jan 2025

0:02
Hello, this is Amy Wickett with CEO Juice and this video goes over our integration between Connectwise and E Automate.

0:12
If you're interested in the integration, the first thing that you'll want to do is go to our website and subscribe to the alerts that you would like to use.

0:20
ID 747 is our customer sync and ID 747 is required to be running for any of the other integrations.

0:30
The other alerts are more mix and match.

0:32
You can subscribe to the ones that you will use depending on how you're using Connectwise.

0:38
ID 964 is for agreements, ID 965 is for service tickets, ID 912 is for moving calls from the Automate into Connectwise, ID 522 is Project Invoices and ID 966 is Sales Orders.

0:57
There is some initial setup that you'll need to go through.

1:00
This may involve your IT department.

1:03
You'll need to create API keys in Connectwise and add those to our website.

1:08
You'll designate a Test E Automate database to use and then you'll create a test CEO juice database for the testing purposes.

1:19
So ID 747 is the customer sync.

1:22
Information flows from E Automate into Connectwise.

1:27
E Automate is your master for your customer information and then you can insert or update customers and locations into Connectwise.

1:37
No information that is changed in Connectwise will push back into E Automate and no contacts are updated or inserted as part of the process.

1:48
If we look at the information that is updated between the two systems, you have your company name, address, city, state and zip code, phone number, fax number, and website.

2:01
In addition, there are some custom fields you can create in Connectwise to hold information from E Automate.

2:08
The first of these is for your on hold code.

2:11
Your on hold code in E automates on that account tab of the customer record.

2:15
When a customer is placed on hold in the automate, the sync will update this custom field in Connectwise with the name of that on hold code.

2:27
This process does not put the company in Connectwise on hold.

2:33
It simply populates this field so that you can look at the company record and know what the customer is on hold in the automate.

2:41
Additionally, you can sync the sales Rep information into Connectwise.

2:46
You could have a custom field for the name and then one for the e-mail address.

2:51
This information will be pulled from the sales Rep that is assigned to the customer record in E Automate.

2:58
If you have a different sales Rep for your IT business that the main sales Rep for the account, you do have an option to create a custom property that would contain the sales Rep name and then we can update these custom fields based on that custom property.

3:14
Instead of the sales Rep assigned to the account.

3:19
You will get an e-mail from ID 747 that will contain information on what was updated, what was inserted, and on companies that failed to update.

3:30
So on that e-mail, the first column, the action column, will tell you what the sync was trying to do.

3:37
If it was a failed to update or if a site or location was updated or added.

3:44
The next column of the e-mail will tell you what field was updated, what it is now compared to what it was previously.

3:53
And any time there was a failure to update or insert, it's going to give you some information in this column on what needs to be changed in order to make that update.

4:05
ID 965 is our agreement sync.

4:09
In ID 964 your information is flowing from Connectwise into we Automate.

4:16
Connectwise is the master for your agreement information.

4:19
The agreement invoice is the trigger for the sync to pull the information from Connectwise and updated in the Automate.

4:29
We use templates in the Automate for creating contracts and the serviceable items that are added to the contracts.

4:36
You'll have one contract template for every agreement type and an item template for every product type.

4:43
Each of these templates are only used when the sync goes to create a contract or an item.

4:49
It'll essentially just copy over that template information when it creates that new item or contract.

4:57
So we look at our agreement in Connectwise.

5:01
When this agreement is invoiced, the sync is going to check this agreement type and then it's going to find our template, Annie Automate, that matches that agreement type.

5:11
It's going to create that new contract Annie Automate and copy over the billing method, the contract type, the contract bill code, and the contract base distribution code.

5:25
The contract number will be your next number that you Automate would generate for a contract.

5:30
You do have an option to put a prefix in front of that contract.

5:35
We do recommend this.

5:36
It's a very easy way to glance at your contracts in the Automate and know which ones came from Connectwise.

5:43
The sync will push back that contract number into Connectwise and populate a custom field with that number so that when you're looking in Connectwise, you can see which contract is LinkedIn.

5:56
The Automate the company on the agreement is going to map to your customer.

6:02
The start date will be your start date from Connectwise.

6:07
Expiration date will match your end date.

6:09
If this is populated in Connectwise, the billing cycle will match between the two systems on your additions tab and Connectwise.

6:20
Those additions are going to sink into the automate on the contract on the Equipment slash Item tab.

6:26
So every addition is essentially a serviceable item added to the contract.

6:32
On every contract, you will see The CW Dash Service item.

6:35
This is a dummy item that is used in conjunction with the ID 965 service ticket sync.

6:43
It's always added with a base rate of 0 and our custom Crystal reports that will install for you will suppress this item from showing on the invoice, so your customer's never gonna see it.

6:55
One difference between how Connectwise manages agreements and he automate is in Connectwise you can add as many products of the same product ID to that agreement as you would like and in the Automate you are restricted to one item per location.

7:13
So in this situation, I have 3 of the products type or the product ID in Connectwise that's gonna show on my item in the automate as a roll up of everything that was billed in Connectwise.

7:27
So it'll be a quantity of eight of one.

7:30
And then you'll see that unit base rate and base rate will match the sum of what was billed for the item in Connectwise.

7:38
We look at specifically at one of those items.

7:41
The product ID is going to map to the item number any automate The description will be your product invoice description, quantities, and pricing should all line up between the two systems.

7:55
That start coverage date is going to reflect the effective date from Connectwise.

8:00
If the item is cancelled in Connectwise, the sync will update those in coverage date and in base billing date and add the default termination code from your variable settings.

8:12
The space distribution code on the item is what is going to drive how the revenue is posted in the automate and that base distribution code when the item is created, it comes from that item template.

8:27
So when you are assigning the base distribution code to those item templates that is going to drive where your revenue posts in the automate.

8:38
On your billing and Contacts tab you'll see if you have the contact name from Connect.

8:43
Wise will populate the name field any automate.

8:48
The blanket PO will hold the last invoice number from Connectionwise so that is the invoice that updated the contract.

8:56
If you are using the blanket PO field for an actual PO from your customer, we can move this to posting into the remarks field.

9:05
The bill to will match your bill to company in Connectionwise.

9:09
If you are using a billing site that is different than your main site for this company, the sync will attempt to map that billing site to a billing customer in E automate to make those match.

9:26
Your billing group and your report group are both pulled from your contract template and your branch, tax code and terms are all pulled from the customer record on the contract.

9:39
On the messages tab you'll see a message that indicates the next invoice date in Connectwise.

9:47
We do require acknowledgement of this message in the billing queue.

9:52
It's just a safeguard as you are billing this contract that you can look to this message to make sure that the sync has updated it before you bill it.

10:02
Any Automate?

10:04
Another safeguard we have in place to make sure that the sync is updating the contract before it is billed in the automate is that once that contract invoice is generated, the sync is going to go back to that contract in the automate and uncheck the Bill contract box.

10:22
So this means that this contract will not come into your billing queue until the sync has updated it with the next month's invoice.

10:32
And as part of that process it does check the bill Contract box ID 965 is the service call sync information flows from Connectwise into We Automate.

10:46
Tickets that are in a specified status or that have been invoiced will sync from Connectwise to service calls in the automate.

10:54
The information is a one time pull from Connectwise to We Automate.

10:59
Once you have set that ticket into either the status or you have invoiced it.

11:04
That is the point that the sync picks up the information.

11:07
It pulls it into our background tables and any information changed on that ticket will not update the ticket.

11:15
Any automated, your bill codes, any automated are going to determine how that call is billed, if it is covered by a contract or if it is billable.

11:26
There is an option to override the bill code in the automate and pull the rate and hours from each time entry in Connectwise.

11:34
This is a good option if you are using some of the different ways that you can bill in Connectwise.

11:40
If you are using fixed fee tickets, if you were to routinely use the work type and work role in conjunction to determine a billing rate, those things cannot be replicated by a bill code in the automate.

11:55
And so in that scenario, we would recommend this override bill code mode.

12:00
So it's just going to pull how it build in Connectwise is how it's going to build in E automate.

12:05
So in with our ticket in Connectwise I'm either going to set it to a specific status indicating it's ready to sync or I'm going to invoice it and that will be my trigger to create the service call.

12:19
Any automate your company is going to match to your customer.

12:23
The call number can either be the next E automate call number.

12:29
If if you are using the sync in the invoice only mode, you do have an option to set that call number to be the Connectwise ticket number and invoice number.

12:43
So in this specific example, my ticket number from Connectwise is 148981 and my invoice number in Connectwise is 72923.

12:55
You'll see the item number CW Jeff service on every call that is created by the sync.

13:01
This links back to adding this item to the contract so that when we have a service call attached to that contract, we use this item to link them.

13:13
If the agreement on the ticket in Connectwise is linked to a Contract Annie Automate, we will then pick up that contract to add it to the service call.

13:25
In the description field, you'll see the ticket number along with the summary of the issue from Connectwise.

13:33
The caller information, phone number, e-mail address, name will all be put into the caller field.

13:41
We do not link a contact to the service call we're creating, but we will put in any information available for the contact into the caller field.

13:51
The ticket type from Connectwise will map to your call type in the Automate.

13:56
If there's an exact match between the two, that is the call type the sync will use in the Automate.

14:02
If there's no exact match between these two, the sync is going to use the default call type.

14:07
You specify it in your variable options, and priority in the automate is always pulled from what's set for the call type used on the call.

14:17
If there's a ticket owner in Connectwise, that is going to be your technician assigned to the colony automate.

14:24
If you don't have a ticket owner assigned in Connectwise, the sync is going to grab the technician from the last time entry on that ticket and assign them as the main technician for the ticket.

14:37
The call received at time will match to your entered time from Connectwise unless the first time entry is dated before that entered time.

14:48
That is something Connectwise will allow you to do and the automate will not.

14:52
So in that instance the sync will roll back the call received at time to match that first time entry.

15:00
If there is APO number on the ticket, it will populate in the PO number field and the bill code will be pulled from the contracted item.

15:11
So if on if there's a contract on the service call, the sync is gonna pull the bill code from that contract.

15:21
If there is no contract on this call, then either the sync will pull the default bill code that you will set in your variable settings.

15:32
So every time entry in Connectwise will map to a labor entry, any automate.

15:39
The member assigned to the time entry will be your technician.

15:42
Any automate the work types in Connectwise map to your activity codes any automate.

15:49
So if there is a match, then that is the activity code.

15:53
Simple use.

15:55
If there's not a match, the sync is going to pick up the activity code assigned to the call type on this ticket.

16:04
Your arrival time will match your start time.

16:07
The departure time matches the end time in the default mode for the sync.

16:14
Your labor hours and your rate are simply going to be calculated based on the bill code assigned to the ticket and your arrival and departure times.

16:26
If you are using the sync in the override bill code mode, then we are going to populate these two columns on the labor entry to match connectwise.

16:40
So in the override bill code mode, the SIG is going to match that 125 hourly rate.

16:47
That's going to be your labor rate and you automate and your labor hours will be the total hours minus the applied hours.

16:58
So in this instance, this time on the ticket is covered by the agreement.

17:04
So there was one hour on the ticket and one hour applied against the agreement at no charge.

17:10
So any automate, you're going to see that as the labor hours equaling 0 so that this won't bill on the service call on the remarks field in E automate, these are going to pull the last resolution notes from Connectwise.

17:28
So if you have a note in Connectwise marked as a resolution, then that note is going to match the remarks.

17:35
Any automate?

17:37
If there are no notes on that call that are marked as a resolution, then the sync is just going to populate this default message indicating the ticket number and that it has been closed.

17:51
The sync will also add a note to every service call that it creates with just an overview of the time entries.

17:59
So it's going to tell you the member, the times that they were starting in times, the number of hours, the rate, and the work type.

18:10
Just in case you would ever need to make sure something's calculating correctly with the override bill code mode, this is a good way to double check that what's in the Automate is matching how it's billing.

18:21
In Connectwise, you do have an option to add products to the service calls and have those sync into We Automate.

18:30
So in Connectwise on the Products tab, if you have products that have been added, you do need to make sure that those products have an agreement applied to them that matches one time entry on the ticket or there is no agreement on the product and there is one time entry with no agreement.

18:57
One of these conditions has to be met otherwise the sync is not going to be able to add this product to my service.

19:05
Call any automate.

19:07
So any automate on the Materials tab, you will see the item added.

19:14
In this specific case, my patch cable that I added in Connectwise does not have a matching item in the automate.

19:22
And so the sync is going to check for the item template that matches this product ID.

19:28
So what is that product's type?

19:31
It's going to add the template to the service call as a placeholder for that item, and then you will notice that the call will be placed on hold, indicating that you will need to review it and add the proper item before invoicing.

19:48
Tickets that can't be created in the automate are detailed on an error e-mail that you will receive.

19:54
Once you receive this e-mail, any updates must be made in the automate to get the call to insert.

20:01
Your most common issues are either that the customer is not mapped or the technician is not mapped.

20:08
Both of those things can be resolved by mapping the record into E Automate.

20:15
If there's any time you have a question about a ticket that won't insert, you can certainly send the ticket number to help at the EO Juice to create a ticket so we can look into it.

20:26
ID 912 is our process that takes calls from E Automate and creates them in Connectwise.

20:34
In E Automate, you will assign the call to a specific technician and that will be the trigger to create a link to call in Connectwise.

20:45
Your Colony Automate will be placed on hold while it's being worked in Connectwise and the call in E Automate will be updated with the ticket number from Connectwise and notes will be added as a status is changed in Connectwise.

21:02
So in E Automate I have my service call that I have assigned to my technician that indicates I want to move this to Connectwise.

21:11
So the sync is going to pick it up and create this new ticket in Connectwise.

21:17
Your board status, type, impact, and urgency and priority are all set based on defaults that you'll set in your variable settings.

21:31
In the summary of the ticket, you will see the problem description from E Automate.

21:40
Your customer will map to your company in E Automate.

21:47
If there's a contract assigned to the Colony Automate and that contract is linked to an agreement in our background tables in Connectwise, then the sink will assign that agreement to the ticket.

22:01
If there's a contract in the Automate that is not linked to an agreement in Connectwise, then the sync is simply not going to put an agreement on that ticket.

22:12
As you work that ticket in Connectwise, the sync will add notes to the call in the automate.

22:19
So if you right click on your call in the automate and go to the notes, you will see notes added when the ticket has a new status, when a new note is added, when an internal note has been added, or when a labour note has been added.

22:37
So as those things are done in Connectwise, the sync will push back those updates and add the notes in the automate so that you can look at the colony automate and see what the status is in Connectwise.

22:52
You'll need to use ID 965 to close the loop and bring the completed ticket information back into E Automate.

23:01
Your time entries from Connectwise will be added to the original call in E Automate and this thing will remove the hold code from the call and update the status to OK to invoice.

23:14
And this is a one time update of that ticket of the service call in E Automate time entries from Connectwise do not get added to the ticket in the automate as they are done.

23:30
Those stay in Connectwise until you put to that Connectwise ticket into a status or invoice status that the sync will pick up and at that point it adds everything to the colony.

23:42
Automate removes the on hold code so that it can be billed.

23:49
ID 522 is our project invoice sync.

23:53
Again, information is flowing from Connectwise into E Automate your invoice.

23:58
Project tickets will sync to E Automate as service calls.

24:03
You can bill by phase or when the project is completed and fixed fee billing is supported in your override bill code mode.

24:13
If you use the override bill code mode with ID 5/22, you must be using it with ID and I-65 as well because the essentially the 965 process creates both service tickets and project tickets and so both of those must be in the same mode.

24:40
So I have my project ticket in Connectwise.

24:43
Once it's been invoiced, that is the time it is going to create the ticket and E automate.

24:49
So your company is going to match your customer.

24:53
Again, you have the option to have that call created and E automate with the next E automate number or the combination of the ticket number and invoice number.

25:05
That ticket number will also go into the description on the service call.

25:13
Again, that CW Dash service is going to be the item that is added to all the calls created by ID 522.

25:22
If there's an agreement applied against the project ticket in Connectwise and that contract is linked to a, that agreement is linked to a contract in the Automate that is in our background tables, then the sync will apply that contract.

25:39
If there is an agreement on the project ticket not linked to a contract in the Automate or no agreement in Connectwise, then the contract field on the service call will be blank.

25:53
Your bill code is going to pick up be picked up from that contract if there is one, and if there is no contract, it's going to pull your default bill code.

26:03
If there is a context information in Connectionwise, it's going to be added to the caller field in E Automate.

26:12
The ticket type from Connectionwise will map to your call type in E Automate.

26:16
Your priority is always pulled from the call type in E Automate.

26:22
If there's a ticket owner in Connectionwise, that's going to be your technician in E Automate.

26:27
If there's no ticket owner in Connectionwise, the sync is going to pull the last the technician from the last time entry in Connectwise.

26:39
The summary will be also in that description field in E Automate along with the project name and project number.

26:49
ID 966 is our Sales Order sync.

26:52
Again, information is flowing from Connectwise into E Automate.

26:57
You will set your sales order in Connectwise to a specific status to indicate it's ready to sync to E Automate.

27:05
ID 966 pulls that information from Connect Wise and it populates one of our background tables.

27:13
Then ID 964 actually creates the sales order in E Automate.

27:18
So to use the sales order sync, you do need to be subscribed to both ID 966 and ID 634.

27:27
You may be using ID 634 with another process to create sales orders from ADCA or another CRM.

27:36
In that case, you will just subscribe to a clone of ID 634 specifically for your sales orders from Connectwise.

27:45
Once the order is pushed to E Automate, no changes that are made to the order in Connectwise will sync across.

27:51
Once you are ready for that order to come into E Automate, it moves into E Automate and everything for that sales order then goes forward in E Automate.

28:01
So in Connectwise I have specified a status to indicate this order is ready to sync.

28:08
So the sync will pick this up, it'll create my order in In E Automate.

28:14
Your company is going to map to your customer.

28:17
The Sales order number will match the order number from the Automate with The CW prefix.

28:25
In the Description field.

28:26
You'll see the opportunity name along with the subtotal from Connectwise.

28:33
Just as a quick double check to make sure that the amounts are lining up.

28:39
The order type can either be set as a default for all orders, or you can create a custom field and Connectwise to hold multiple order types that you can choose between.

28:50
Your sales reps will match between the two systems.

28:55
Branch is an option to set a default for all orders on your subscription variables, or it'll simply pull from the customer record.

29:04
Warehouse has a default option in your variables, or if you need to select between multiple warehouses, you can create a custom field in Connectwise to specify which warehouse to use.

29:18
Department will be blank unless you have specified a department to use in your variable settings and then the status of the order when it's created in the automate will be pulled from a default.

29:30
You set an ID 634.

29:33
Your products on the sales order are going to match your items in E automate.

29:38
So product ID maps to item ID.

29:42
If that product ID does not match an item in E automate, the sync will create that item for you.

29:49
It will create items based on the same item templates that the contract sync uses.

29:57
Descriptions will match as well as quantities and pricing on your billing and shipping tab.

30:05
Your ship to will match the ship to company from Connectwise and your ship method.

30:13
Again, there's a default you can set in the variables.

30:17
If you need to select between different shipping methods, you can create a custom field in Connectwise with those different shipping methods to select between.

30:29
Any attachments you have on the order in Connectwise will sync across and be added to the order in E Automate.

30:39
Procurement and Inventory all take place in E Automate.

30:43
The sales order will be invoiced out of E Automate.

30:47
You can create a custom field in Connectwise to hold the sales order status from the Automate.

30:54
The sync can populate as that order status changes in the Automate.

30:58
It will populate the custom field in Connectwise with the status and the last time it was updated.

31:06
If you've any questions about our integration, you can check out our documentation at support.ceojuice.com or send us an e-mail at help@ceojuice.com.

31:17
Thank you.
