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It is truly more than an integration. The breadth and depth of asset information coming 

from Datto RMM into Autotask PSA elevates Managed Service Providers (MSPs) to 

build dashboards unlike any other system on the market. Businesses will obtain crystal 

clear insight into their estate, address previously unforeseen circumstances and shave 

minutes off of every ticket by responding more intelligently than ever before. However, 

asset data should not be the exclusive domain of the technical team. The level of 

asset detail now available in Autotask unlocks massive opportunities for the business 

teams to identify new revenue opportunities. Any user is capable of quickly assembling 

a contract compliance report, preparing a quote to clients for the replacement of 

outdated hardware, or building a campaign to migrate end-of-life operating systems. 

MSPs who have switched to Autotask PSA + Datto RMM wonder how they were able to 

go so long without it.

Autotask PSA + Datto RMM
The Seamless Service Delivery Solution you can’t live without

Together Autotask PSA and Datto RMM have increased the efficiency of 

our technicians, eliminated the need to maintain our previous system and 

simplified the process of supporting customers and devices. We can now 

provide better reporting to our customers to help them understand the work 

we do to protect their environment. This ultimately results in increased sales 

in our business.”

Abby Warner, Chief Operating Officer

The Brookfield Group



Below are how Autotask PSA + Datto RMM delivers a seamless service delivery 

solution to MSPs...

One-click workflows
• Technicians move seamlessly between PSA and RMM

• One click from PSA ticket to remote control, device agent browser, and other support tools

• Automatic addition of detailed activity notes to the PSA ticket following a remote  
support session

Automated Service Desk
• End users can easily request support using the white-labeled RMM agent system tray icon to 

submit a ticket directly into  PSA

• Eliminate noise by precisely routing RMM alerts to the exact queue and assigned resources

• Alert and activity information updates in real-time. Asset audit details used within tickets, 
contracts, and dashboards are updated daily

Business Insights
• Autotask’s Dashboards allow for rich asset and alert information to be easily accessed by 

anyone in your organisation

• Staff work faster through consolidated analytics of devices and alert activity to immediately 
take action

• Synchronisation of device additions, deletions and changes for easy and accurate invoicing

10-Minute Setup
• An easy to follow wizard helps you complete the entire setup in only a few minutes

• Clearly define how accounts and devices are updated

• Specify how RMM alerts are associated with PSA tickets and where they are routed

• A true cloud to cloud integration without the burden of making special firewall exceptions or 

user privileges

One Company
• One Invoice

• One Implementation

• One Support phone number

• One Team developing the integration

• One Vendor committed to your success



Datto Autotask PSA 
Datto Autotask PSA is a complete IT business management platform that delivers all 

of the mission-critical tools needed to run an IT managed services business. It is a 

reliable cloud-based platform that centralises business operations and enables quick, 

data-driven decisions.

Why MSPs choose Datto Autotask PSA to run  
their business

Born in the Cloud

Autotask PSA is a 100% SaaS application which means there is nothing to test, maintain, or 
update. Datto Autotask PSA has a proven track record of consistently delivering four nines of 
uptime (99.99%) and guarantees enterprise-grade reliability by including 99.9% contractual 
uptime.

Centralises Operations

Autotask PSA is the central hub for any MSP, and the open API enables it to integrate with 
other critical applications that an MSP needs to run their business. The single pane of glass 
also helps to increase efficiency and productivity with workflows that are optimised for MSPs 
to save time on every ticket. Finally, there is full visibility into services, internal operations, 
customers, and prospects.

Data-Driven User Experience

Autotask PSA enables MSPs to work faster and easier with customisable dashboards for each 
individual PSA user. Autotask PSA also provides an instant understanding of what’s happening 
in every business with widgets that show mission-critical business data in real time. MSPs 
can track the metrics that matter to make the best decisions for the company, such as ticket 
backlog, service level agreement compliance, resource utilisation, and client satisfaction. It 
is also completely configurable to elevate helpful information based on each ticket or task so 
that it can lead the user to make smarter, data-driven decisions and be more efficient. 

Unify people, processes, and data

Service Desk

The ticketing module is ITIL-aligned with built-in best practices to make sure techs hit their 
service level agreement (SLA) targets. The ticket is a single system of record for all support 
issues, service requests, incidents, and emails. The Ticket user interface allows MSPs to 



create customised ticket interfaces, called Ticket Categories, which only displays the 
ticket information that is critical for a particular workflow or a specific stage in the ticket 
lifecycle. Technicians also benefit from a visual ticket timeline to represent the SLA and 
the steps needed to complete a ticket, a ticket checklist to prescribe steps and ensure 
standardisation, as well as ticket insights that give additional information about the 
ticket, account, or device that could help close the ticket faster. Finally, the survey feature 
provides an efficient and simple method of distributing surveys to contacts to determine 

customer satisfaction scores.

Project Management

Autotask PSA’s Task user interface completely overhauls the project management 
experience with categories, timelines, checklists, and insight widgets, ensuring projects 
come in on-time, on-budget, and on-spec. The project management module can automate 
project workflows to hit targets with increased visibility around event tracking. Users can 
connect with colleagues instantly with integrated email and put the right people on the 
right tasks. Finally, MSPs can meet billing milestones, assess project profitability, and 
control factors impacting cost and efficiency.

Account Management

The Autotask CRM module allows users to manage their sales pipeline by creating and 
tracking opportunities. Opportunities are potential business and sales revenue such as a 
network implementation, software deployment, or consulting/assessment engagement. 
Various quotes can be added to each opportunity that include defined products or services. 
Once the opportunity is won, workflow rules can fire to run a predefined automated 
process such as installing the quoted product to the company’s configuration items. Also, 
different company types allow MSPs to distinguish different customers, leads, prospects, 
vendors, and partners in their database. Finally, account dashboards provide a quick, real-
time glance at the health of each account, which can come in handy for quarterly business 
review meetings.



Time Tracking & Billing

Autotask PSA allows MSPs to track the time employees spend on jobs and convert it to 
revenue. Users can also track customer-facing time directly on the ticket or task assigned 
to them and these time entries will automatically appear on their timesheet. Users can track 
internal time (meetings and administrative) directly on their timesheet. Autotask PSA will also 
keep track of the days the business is closed, and manage time off benefits (vacation, sick 
time, etc.) for employees. Autotask time tracking creates a complete record of both billable 
and non-billable resource time. Finally, users can approve and post directly from a widget with 
one click, and once posted, billing items can then be invoiced in many customisable ways.

Contracts

Autotask contracts are optional billing arrangements that provide flexibility in setting labor 
rates, billing methods, and managing prepayments for services. Autotask PSA allows MSPs 
to manage a multitude of contract types, terms and billing options to ensure compliance, 
service quality, and a reduced billing process from hours to minutes. Options include time and 
materials, fixed price, block hour, per ticket, retainer, and recurring services.

Resource Management

Manage security levels, time off, work groups, and dispatch calendar to keep the entire 
team organised and on-task. Display all calendar items such as service calls, to-dos, and 
appointments, and establish and track weekly billable hours goals, manage workgroups, and 
track skills, degrees, and employee certificates. There is also efficient and straightforward 
scheduling with a drag and drop dispatcher workshop.

Automation of Service Delivery

Set up event triggers that will automate an action, update data, or send a notification with 
Autotask’s Workflow Rule Engine to drive automation across the entire platform. Automatically 
update an entity, take action, and notify customers. Use Checklists in the ticket to prescribe 
steps, standardise processes, and enforce accountability. Workflow rules ensure techs are 
working on the right tasks at the right time so nothing falls through the cracks and everyone 
stays informed.

Reports

There are many different reporting capabilities in Autotask PSA. Dashboards and widgets 
provide a real-time view of the business metrics and allow for immediate action with a single 
click to navigate to the widget’s information. LiveReports custom report engine is a powerful 
but easy to use tool where authorised users can copy and edit pre-built reports, and create 
new ones. The Report Data Warehouse provides a comprehensive set of data views that allow 
users to efficiently access the organisation’s Autotask PSA data for use with another preferred 
report creation tool. Finally, Performance Analytics workbooks builds reports to follow 



business performance over time, identify trends, and explore the cause and effect of 
those variants. Then apply what is learned to improve future performance.

Inventory and Procurement

Autotask Inventory models the entire workflow from purchasing to installation at the 
customer site. Set up and manage inventory in various locations, check availability 
and reserve or pick inventory items, generate and manage purchase orders, and more. 
Procurement is a set of features that is available as an add-on to Inventory. Enabling 
Procurement streamlines purchasing, receiving and delivery of items, and creates a 
workflow that integrates sales with the final delivery of items.

Integrations

Autotask PSA has partnered with over 170 trusted vendors to provide integrations with 
RMM, CRM, accounting, email protection, managed-print, business continuity, and cloud-
storage solutions. These partner products are developed to simplify workflows - from 
customer acquisition and management to service delivery, resolution, and billing. For the 
full list of Autotask PSA integrations please visit www.datto.com/integrations

LiveMobile App

MSPs need flexibility to manage client demands and get work done while away from their 
desks. Autotask LiveMobile enables employees to access their necessary work while on-
the-go. The next generation of LiveMobile will deliver a fully native experience for both iOS 
and Android. Technicians can log in first thing in the morning to see if any alerts came in 
overnight. Project managers can track the status of projects and tasks. Sales managers 
can access their sales dashboards and drill into lists of opportunities. Finally, CEOs 
can keep their finger on the pulse of the organisation, all from the convenience of their 
smartphone.

To learn more about Datto Autotask PSA, please visit  
www.datto.com/business-management/autotask-psa.

http://www.datto.com/au/integrations
http://www.datto.com/au/business-management/autotask-psa. 


Datto RMM
The perfect balance of powerful tools and ease of use built upon the most secure and 

scalable architecture in the world. 

Datto RMM is the platform of choice for thousands of MSPs around the world who are looking 
to reduce the operational overhead of delivering managed services by using a system that 
empowers the technical team to focus on what matters most.

Datto RMM is easy to use, yet powerful enough to perform complex tasks and since it is built 
with a world-class elastic architecture, it is the most secure and scalable platform available 
for managing IT environments. One-man shops to the largest MSPs in the world trust Datto 
RMM to be the foundation of their managed services practice.

Scalable performance with unlimited potential

Born in the Cloud

Datto RMM is 100% cloud and 100% SaaS, which means it is accessible anywhere and requires 
no system maintenance, of any kind. MSPs no longer need to worry about ongoing software 
patches, backups, and upgrades, resulting in a shift away from costly responsibilities such as 
security. Datto RMM is a cloud platform you can rely on with a fault-tolerant and hardened 
infrastructure running with a proven track record of 99.99% uptime.

Unlimited Scalability

As more and more devices become network-enabled they need to be secured and managed. 
Since Datto RMM runs as a true SaaS application in the cloud, there is no limit to the number 
of devices you can support. MSPs have complete confidence in being able to support large 
environments or massive spikes in activity. The system’s performance remains the same even 



as the business grows, and you never need to be concerned with allocating additional 
computing power when you deploy your next large account. Push simultaneous software 
updates to hundreds, or tens of thousands of devices without any change in performance.

Easy to understand and easy to use

Lower the Learning Curve

Datto RMM is easy to deploy and use with pre-configured functionality and an incredibly 
intuitive user experience. There is no need for a dedicated person to run the system 
because the simplicity allows MSPs to spread the responsibility to the people who should 
have it. The system’s modular elements, like dynamic filters, reusable components, and 
inherited policies, enable the team to rapidly build out the platform with best practices and 
to scale service delivery with ease.

Effortless Workflow with Datto Integrations

Datto RMM integrates with other Datto products to drive significant operational 
efficiencies for MSPs using multiple Datto products. Advanced integration between 
Autotask PSA and Datto RMM is the only integration between PSA and RMM that provides 
a seamless and secure cross-product user experience, with reliable asset management 
and unprecedented insight into devices and alert activity. Integrations into Datto Continuity 
and Datto Networking bring many of the day-to-day review and management functions 
of these products within Datto RMM to improve efficiencies. For example, the new Datto 
Continuity integration provides complete visibility of backup status, enables technicians to 
initiate backup or restore processes, view and configure BCDR devices, and deploy Datto 
Windows Agents right from RMM.

Power to become more proactive

Built-In Patch Management

Automated patch policies keep clients’ machines secure from the latest threats without 
the need for manual updating. Flexible parameters introduce the control to deliver 
patching to meet the needs of the environment. Techs are also able to support large and 
complex networks with essential capabilities such as policy-based patch approvals, local 
caching, and device level compliance reporting. Datto RMM helps deliver on the promise of 
providing a more secure and reliable IT environment by automating the delivery of updates 
for both operating systems and the most common software applications like Adobe 
Acrobat Reader, Java Runtime and VLC Media player.

Automation and Scripting

Policies are the power behind Datto RMM’s dynamic automation. By utilising a variety of 
modular elements, service administrators have the ultimate control over when, where, and 
how automated tasks are performed. 



Newly established to veteran managed service practitioners leverage scripting to automate 
frequent tasks. MSPs who have established a library of unique scripts will benefit from easily 
porting their code using any of Datto RMM’s eight commonly used languages, including 
VBScript, JavaScript, Unix, PowerShell, Batch, Python, Ruby, or Groovy. MSPs also have access 
to download hundreds of scripts available in the ComStore at no charge or to exchange them 
with other MSPs in the Community. 

Rapid Remote Support

When the support of an individual device is necessary, every second spent begins to deplete 
precious profitability. Service technicians snap into action with a single click from the device 
to initiate their choice of several remote support options. Without interrupting end-user 
productivity techs can concurrently launch into an HTTPS web control of a network-enabled 
device, remote control a travelling MacOS laptop using our browser-based HTML5 Remote 
Control, upload files to a server, modify the registry of a Windows device, open a PowerShell 
connection, and initiate a chat session with the user of the next support session. Multitasking 
support has never been easier.

From information to action

Real-Time Monitoring

Monitor real-time performance and become instantly aware of issues like low disk space, 
high CPU, low memory and network latency on any application, platform or device using Datto 
RMM’s powerful built-in monitors like WMI, Perfmon, SNMP, Network Bandwidth, and Eventlog. 
Knowing about issues before they become disruptive to their clients’ business is an objective 
of every MSP, and an expectation of their clients. 

Flexible Reports and Dashboards

MSPs are capable of delivering, either on-demand or scheduled, an in-depth understanding 
of everything within the client environment using an array of fully configurable reports. Datto 
RMM also has a robust API opening the door into a rich dataset to be analysed beyond the 
capabilities of the native reports. Native user-configurable dashboards help MSPs achieve an 
instant understanding of what’s going on and then quickly take action.

Open REST API

 MSPs who are looking for a custom integration with Datto RMM are capable of connecting to 
an Open REST API that is always growing in capability. Additionally, Datto is always working 
with industry partners to expand the exchange of data with applications MSPs depend on most.

Supported Platforms

Windows, Linux, MacOS, iOS, Android, VMWare, and SNMP Devices.

To learn more about Datto RMM and the entire Datto solution suite, please visit  
https://www.datto.com/business-management/datto-rmm

https://www.datto.com/au/business-management/datto-rmm


SUCCESS STORY

St. Louis MSP Doubles Revenue with Autotask PSA and Datto RMM

The Miller Group, an MSP from St. Louis, Missouri, started out 
as a software training and software development company. 
It was not long before they quickly realised more of their 
customers needed computer support services instead. This 
soon turned into supporting entire networks and then there 
was an opportunity to begin adding to the team. They hired 
several technicians following the Y2K problem and were almost 
exclusive with break-fix services. In 2013, the Miller Group 
started migrating towards managed services, but they faced 
many challenges with the shift and were uncertain about how 
to continue to grow the business in this new model. 

The company was using a homegrown Microsoft Access 
database to manage time entries. They used spreadsheets 
to store company passwords, public folders and drive shares 
for clients’ data, and a third-party tool for remote control. 
The systems in place became an inhibitor to growth and the 
decision was made to move their business onto a PSA. That is 
when Autotask PSA was found. In 2016, they evaluated the RMM 
market and made the decision to migrate their existing RMM 
tool to Datto RMM.

Now in 2019, the combination of Autotask PSA + Datto RMM 
has helped the Miller Group to double in size but without the 
need to add any new technicians. “Our technicians were really 
good, but we didn’t have any standards. We would do a lot of 
work that might not be billed for, and there were no checks and 
balances. It seemed like we were working really hard but we 
were just breaking even,” says Joe Svoboda, CEO of the Miller 
Group.

The Miller Group have visibility into everything, and now with 
Autotask PSA and Datto RMM together, all of the data is in one 
place. Every person in the company uses their own customised 
dashboard and understands what is going on in real time. Joe 
mentions, “It used to be really hard to gain any kind of traction 
without any real insight into what was going on. Now each of 
us has live data at all times and we know exactly what’s going 
on within our company. This allows us to make quick decisions 
based on actual data.” 

Service delivery is everything to the Miller Group with Joe 
elaborating, “The biggest thing was the service desk - which 
is really what runs the business here. We receive a hundred 

tickets on average per day and the combination of having the 
PSA and the RMM tool combined and not having to jump back 
and forth between tools to look up a ticket, then to get into 
another system to a remote control, and then to go back and 
track your time saves a couple of minutes on each ticket. That 
really adds up.”

The deep database-level integration between Autotask PSA 
and Datto RMM unlocks rich asset data directly within the PSA 
ticket. Access to this information is now critical for The Miller 
Group because the ticket is the first record the techs look at 
before beginning work. They have instant access to the entire 
device history and relevant details to complete the work.  “We 
can see the five previous tickets from an asset or the last 5 
tickets from that company, then look at the snapshot of current 
activity, and then instantly remote control the device directly 
from the PSA ticket,” says Joe. 

For the Miller Group, the powerful automation delivered by the 
seamless integration of these two critical business solutions 
is the equivalent of a full-time employee for the company. “It’s 
doing the work that more than one technician would be able to 
do. It does this by automating workflows, assigning checklists, 
triaging work and assigning it to the right people- it’s really 
powerful,” says Joe. With all of the added efficiencies, The Miller 
Group was able to grow and create new roles in the company 
such as a CFO, Project manager, Marketing Director, and 
Business Development Manager, all who have helped lead to an 
overall increase in size and business valuation.

Joe Svoboda, CEO 
The Miller Group

Looking back, I don’t think I would have done it differently in 
the beginning, but now that Autotask and Datto RMM run our 
business it has become our line of business application that 
we would be lost without”
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