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Meet Jerome 

and Nick! 

 

Names/Titles: 

Jerome Hernandez 

(Help Desk Team 

Member) and Nick 

Frame (Help Desk 

Team Member) 

 

 

  

How long have 
you been with 
Korcett? 

 

Support Tickets 
Everything You Could Want To Know 

 

Why the Ticket is Important  

  

When it comes to Korcett Support the process starts, 
revolves around, and ends with the Ticket. The 
Support Ticket is the go to location for anything and 
everything having to do with that certain issue. It is 
the history book of the problem, the road map to the 
solution, and the period (or exclamation point) 
marking the issue's closure.  

  

When a resident is having a problem with their 
Internet multiple members of the Korcett family are 
involved in it's resolution. Yes, one Support Team 
Member will answer the phone, but other team 
members will step in and help troubleshoot if need be. 
Problems that can't be solved by our Support Team are 
then escalated to our NOC Team and then our in 
house engineers. Account Managers will step in to 
update properties and communicate with the Internet 
Providers if need be. Sometimes new equipment needs 
to be ordered and Kay, our Procurement Manager, will 
help solve the problem. 
  
All this means A LOT of Korcett Employees can be 
involved with one resident issue. Now, remember we 
have over 100,000 residents. Tickets are created to 
make sure we don't confuse any problems, to 
effectively communicate about an issue, and resolve 
the problem using teamwork as soon as possible.  



Jerome: I've been 
here five months. 
Nick: One day longer 
than Jerome. 

  
  

So, what is it 
that y'all 
actually do? 
Nick: Beside drive 
people at work crazy? 
(laughs) I help people 
all day. Jerome: I take 
incoming calls from 
residents, work with 
operations to resolve 
issues, open and close 
Tickets, and work on 
other side projects. 

  
  

What is your 
best Support 
Desk story? 
Jerome: I had a really 
happy mom and 
daughter call a few 
weeks ago. The mom 
called in because her 
daughter had no 
signal in her room. I 
worked with them 
both and was able to 
resolve the issue in a 
single call. They were 
both so grateful and 
happy when we hung 
up. 

  
  

If you could tell 
our Residents 
and Property 
Managers one 
thing, what 
would it be? 
Nick: To our 
residents, please call 
us when you are at 
home. Also, if you 
don't want to call you 
can get a hold of us 

 
Yes, Tickets are important. 

How to Create a Ticket 

 

Tickets are created by our Support Team when a 
resident called the Support Desk to inform us they are 
having a problem with the Internet. The Support 
Team Member will collect some quick information to 
do this, like their name and complex name.  

  

Boom - Ticket created.  

  

If, after troubleshooting with the resident, the Support 
Desk cannot solve the problem, they will give the 
Ticket number to the resident and let them know the 
next steps to resolving the problem.  

  

Please remind your residents to then write the Ticket 
Number down! 

Life of a Ticket 
  
   

A Ticket's life can be a short as an initial Support call 
or as long as it takes a Truck Roll to be sent to a 
property or new equipment to arrive onsite if need be. 
As soon as the issues is resolved the Ticket is put into 
the "solved" file of our ticketing system. It is tucked 
out of the way, but not deleted. This means we can 
always reach and pull an old Ticket. This helps us keep 
track of recurring issues at the same complex. We can 
monitor these trends to know when to roll out new 
equipment or get pipe increase. 

  
Things to Remember 

  



via email and through 
your Ticket. (See how 
below "Things to 
Remember") 

  
  

What is your 
favorite thing 
about working 
at Korcett? 
Nick: Other than the 
view out my window, I 
get to work with really 
enthusiastic people 
who love the company 
and love helping 
people. Jerome: I love 
coming to work. it's a 
real "tech-y" 
environment which I 
like and I'm always 
learning something. 

  
  

Two websites 
you can't live 
without. 
Nick: 
www.twich.tv and 
www.wikipedia.com  
  
 Jerome: 
www.soundcloud.com 
  and 
www.google.com  
  

  

Dream 
Jeopardy 
Category? 
Nick: World of 
Warcraft  
Jerome: Anything IT 

  
  

If you could 
have one 
superpower 
what would it 
be? 
Nick: I'd would want 

1. Always have your residents write their Ticket 
number down! 
2. Korcett Support Desk phone number 1-800-379-
3729 
3. Residents can contact the Help Desk via email at 
support@korcett.com 
4. They can view their Ticket at 
http://korcett.zendesk.com 

What's Coming Next? 

 

Keep an eye out for our next Newsletter 
on July 15th which will include great 
tips to surviving Fall Move in. 

 

Stay Tuned! 

 

  

  

 

 

Enjoy your July! 

 

K.A.M Contact Information 

 

Desiree Williams  
512-334-1847 

Desiree@Korcett.com  

Elaine Haygood  

512-334-1843 

Elaine@Korcett.com 

Kristi Mann 
512-419-7419 ext 895 

http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifc10dF3X9jpRTQrhqiFuCEKw=
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifc9Tk-PH0_COsC8yzNr8hDRmpySOg6jV30xSEqFjknnvm
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifcwIf8kWo_QvpQuYiPmGCmTdb0yWdooQ1Zg==
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifc37P2GIOjXAdw7gB6AkVyH4K_xmF-tk4NA==
mailto:support@korcett.com
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifc_ytpEbXTP0fMz7n_TYIb0T7bL4_etGryA==
mailto:Desiree@Korcett.com
mailto:Elaine@Korcett.com
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21TbZnkCzhOMeGMCSTmTfcDuRBjx3R1qYl7F8FncwAmxx4aeH4RDWCuA
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifc_ytpEbXTP0fYhZTFjcv22PHXJHLBIfOOc3lVVQuWAz6
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifc3quq1T9HUJ9s5V8gAvHbn5ug-TjrM_d_GzyU8EI7CEm1FP3oCDUHJQ=
http://r20.rs6.net/tn.jsp?e=0017bfOCkVMD_kQjs5jSR9ofaKnzPoNpMmBaYzckdfkx-9C9uh0LREyEOj2BM7l6UBbCVPZAowF21R2V_v8aQifcysugzBHHn-C2tIjaKx2stKUeBWeDuPfgmIwOsbNdUMk7pz5Q_Rr-JYL1wO9YeDpKURfeZ3SkwBI


to be able time travel. 
Jerome: The powers 
of Thor! 

 

Kristi@Korcett.com  
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