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Hi! My name is Emilio. 

I am the Lead Account Manager and Senior Client 

Support Specialist here at Kanso Software.

Up here on stage with me are the renowned 

Rachel, Amy, and Marc who are also account 

managers and client support specialists. We are 

also graced with the presence of our senior 

Quality Assurance member, Jesse
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Starting with the basics - How to 
Submit a Support Ticket 
- Ways to contact support:

  - Use the blue question mark at the bottom right of any page within the 

Kanso application.

  - Email your question or concern to support@kansosoftware.com

  - Call the general support line at (303) 308-1000 extension #1.

- Note about contacting by phone:

  - Our support team is relatively small, making answering phone calls 

difficult at times.

  - The quickest and most effective way to reach us is by submitting a 

support request via email or using the blue question mark.

  - If calling, please leave your name, The Housing Authority you represent, a 

good callback number, and a brief message. if we're unable to answer 

immediately. We'll respond as soon as possible.



A peak under the hood - What happens 
to a Support Ticket after submission
Once a Support Request is received, it can typically go one of three 

ways.

1. General Support:
a.  Attending support specialist assists with the original 

request.

2. Data Fix:
a. Occurs when the support specialist cannot 

immediately identify or fix the issue, which appears 

site-specific.

b. Ticket forwarded to the data team for further 

investigation.

3. Bug:
a. Identified when multiple clients report the same issue, 

not limited to one site.

b. Issue is reproducible across multiple instances, 

indicating a code error.

c. Requires attention and resolution by the development 

team.



Hotfix - Our highest priority
When a bug is identified and it prevents most users from completing their tasks with no 
possible workaround, the bug becomes a hotfix.



Our support team is trained to look for a handful of key pieces of 

information when a ticket is submitted

1. Your name

2. The name of the Housing Authority you work at or support

3. The issue/question you are experiencing

4. The pertinent information to help us to dive right into the request

i. If the question is about a specific household. What is the name 

of the head of household.

ii. If the question is about a specific unit. What is the address or 

PPU of the unit.

Supply as much information on the issue or question as possible
Writing an effective Support Ticket



The ideal support ticket - What does it look like

Hello,
My name is Emilio and I work with the Kanso 
Housing Authority. I am having trouble 
performing a move-in action for Rachel 
Majure. I am trying to move her into 1234 
memory lane and I keep getting an error 
message when I try to finish the action.

● This example support ticket gives 

our team all the information we need 

to immediately start to dive in and 

address the issue for you!!

Bonus points if you can provide a screenshot of the error 

message 





Self Guided Training Tools
Help yourself with these resources available to you

1. Kanso Written Documentation

a. Help Guides

2. WalkMe

a. Guided Walkthroughs 



Help Guides - Kanso Written 
Documentation
How to access the Kanso Written Documentation:

1. First, log in to your Kanso site.

2. Next, click on your username in green lettering up in the right 

hand corner of the page.

a. We call this your “user drop down” menu.

3. Lastly, select “Help Guides” towards the bottom of the drop down 

menu

This will direct you to a new page where we have put together over 

100 written documents showing and explaining step by step 

processes for features within your Kanso site.



WalkMe - Guided walk throughs
How to access the WalkMe tool
1. First, log in to your Kanso site.

2. Next, locate and click on the “Walk Me Through” tab 

sticking out of the lower left hand side of the page

3. Lastly, find and select the Walk Through of the action you 

would like to perform.

This WalkMe tool is a extremely powerful and useful way to 

learn how to perform an action on your site.

Once a Walk Through is selected, blue bubbles/notifications 

will pop up on the screen and LITERALLY walk you through 

the action.



One More Thing
The Kanso success team offers video conference guided training.
● This is a professional service.
● Typically done in 1.5 hour meetings going over each of the three main modules, followed by 

a 1 hour Q/A meeting to wrap up any lingering questions.
○ Occupancy Module 
○ Accounting Module
○ Maintenance Module
○ Q/A Meeting



As much information as possible!!!



Thank you to our Sponsors!


