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Roundtable Discussion  
 
 
Everyone in our field needs tools ï without them, weôd 
have paper and pencil ï and chaos!!  For August meeting 
we are asking our members to come prepared with two 
items ï a success story ï with a tool/technology/a special 
strategy that youôve found very helpful in saving time, 
easing your work or just made life better for you or your 
help desk in general, and a ñgetting thereò story ï letôs 
talk about a technology which maybe youôve heard others 
be more successful with and you want help or input on 
how to make it work better for you.  Frank Bowers, Brian 
Farrell and two prominent tool vendors will lead breakout 
sessions and help pair up success stories and ñgetting 
thereò stories. It should be a great opportunity to network 
and learn from your friends and peers!  
  
 
AGENDA 
12:00 to 12:30 Lunch and Networking  
12:30 to 1:50 Program (breakout sessions and questions) 
1:50 to 2:00 Survey Drawing and Prize Give Away 
2:00 Meeting Ends 
 
LOCATION 
SI International  
12012 Sunset Hills Rd, 
Reston, VA 
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Presidentôs Message by Sandy Seroskie 
 
I had the honor of visiting the Pentagon at our July meeting, thanks to John Sprague and the 
ITA team. John took us on a small tour, which brought us to the inside memorial and chapel 
dedicated to remembering the terrorist attack on September 11 th. Nearly seven years later, 
emotions are strong as remember people who lost their lives doing ordinary things like working 
or taking a flight. I was again heartbroken for their families and friends, whose lives changed 
that day.  
 
On the way to the chapel, we passed quilts created by different groups and sent in support af-
ter the attack. Each section carries hope and the spirit of the person who created it. The quilts 
reminded me of the simple things we could do everyday to remind our families, friends and co -
workers we care and are there for them. It could simply be words of encouragement, a thank 
you note or submitting an Analyst for the Help Desk Analyst of the Year Award (please see 
page 3). If your people feel loved, they will thrive and so will your teams. Letôs all make a com-
mitment to set aside time to regularly recognize those around us. As Tim Sanders wrote, ñLove 
is the Killer App.ò 

 

HDI Membership Levels  
 
Whether you want to join HDI as an individual or provide your entire support organization with the benefits 
of HDI membership, HDI offers several levels of membership to match your individual needs and budget 
as well as those of your organization. Visit http://www.thinkhdi.com/join/levels.aspx for more details. 
  Bronze  Silver  Gold  Platinum  Platinum Plus  

One Association Local Chapter 
     

HDI's Annual Conference & Expo discounts   
    

Special event discounts   
    

Training discounts   
    

HDI eStore discounts   
    

Web access for members only   
    

Annual Subscription to Support World   
    

Access to the Support Professional Information 
Network (SPIN) 

  
    

Discounts for entire employee site       
  

HDI Industry Leading Publications     1 set 1 set 5 sets 

Online Training     1 Course 1 Course 2 Courses 
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2009 Help Desk Analyst of the Year 

Calling Capital Area Nominations 
Sponsored by 
 
 

HDI offers a global program, HDI Analyst of the Year, which enables each Local 
Chapter to select a winner to compete at the regional level. The winner of each Regional Analyst of the Year will be invited 
to participate in HDIôs Global Analyst of the Year Awards Gala, sponsored by Robert Half, to be presented at the HDI An-
nual Conference.  
 
For the last two years, the 2007 and 2008 HDI Global Analysts of the Year, Bimpe Oyelese of the World Bank and Ruben 
Canales of Spherion for IMF, were from our Capital Area Local Chapter. Can there be a three-peat? There is a wealth of 
talent in the DC Metro Area and we want to recognize your star performers.  
 
Remember, there is no charge for nomination - the only requirement is that nominees work for a company with at least 
one HDI member.  
 
The award process begins at our local level in the Fall. We encourage members to nominate their outstanding Analysts by 
emailing the following information to President@hdi-capitalarea.com by October 15th:  

Help Desk Analystôs Name 

Company 

A paragraph describing the individuals achievements (why you are nominating them)  

Managerôs name and contact information. 

A nomination form is sent to the Manager to complete and return. A panel of judges score the nomination forms and the 
winner is announced at our Annual Awards Luncheon in December. Local chapter winners compete for the regional award 
and regional winners then compete for the global award.  
 
Visit http://www.hdi -capitalarea.com/analyst.html  for details or e-mail President@hdi-capitalarea.com with questions.  

 

 

 

 

  
Sophie  Klossner (HDI), 2008 Winner Ruben Canales  and   Ron Muns (Founder of HDI), 2007 winner Bimpe Oyelese,  
Katherine Spencer Lee (Robert Half Technology)     Katherine Spencer Lee (Robert Half Technology)  and Sophie Klossner  

        (HDI) 
 

 

 

http://www.thinkhdi.com/membership/awards/helpdeskanalyst/
mailto:President@hdi-capitalarea.com
http://www.hdi-capitalarea.com/analyst.html
mailto:President@hdi-capitalarea.com
http://www.roberthalftechnology.com/portal/site/rht-us/menuitem.130f8ee40d31c527afe5011002f3dfa0/


P ag e  4   The Capi ta l  ReporterThe Capi ta l  Reporter   Vo lu me  8 ,  I s su e  7   

  www.HDIwww.HDI -- Capi ta lArea.comCapi ta lArea.com    

 

 

VENDOR FAIR AND SHOW OCTOBER 30, 2008 
 

 

 

 

 

 

 

SAVE THE DATE ï VENDOR FAIR AND SHOW SCHEDULED!  By Heather Donnelly 

Ahoy mates and mateys!  Get your passports readyéé..the SS Capital departs for the learning adventure of 

the fall on Thursday, October 30, 2008.  Our cruise will take place at the 4-H Conference Center located in 

Chevy Chase, MD.  The Cruise Director (aka Vendor Liaison Officer Heather Donnelly) has lined up some 

awesome talent to entertain us while on board ï Kirk Weisler will, once again, be back to  educate, share and 

motivate all with his wit and knowledge; Brenda Iniguez, FrontRange joins us to present one of her excellent 

breakout sessions on ITIL and IT Service Management, and well known and respected customer service and 

quality guru Barry Maners, from The Fraser Group will share some excellent valued added management and 

customer service strategies. 

DO NOT MISS THIS EVENT!   Details will follow via email and next monthôs newsletter regarding regis-

tration, event details, prizes, etc.  Breakfast, lunch, coffee breaks and dessert will be included in this all-day 

event as well as fabulous door prizes!  More to follow so stay tunedéé. 

 
July Meeting Recap 

 

Many thanks to John Sprague and the Penta-

gon for hosting the July 16th meeting.  The 

meeting discussion focused on ITIL v3 fol-

lowed by a guided tour of the Pentagon includ-

ing their amazing Help Desk . 

 

 

 

 

 

With more than 100 locations in North America and 

Europe, Robert Half Technology is a leading 

provider of technology professionals for initiatives 

ranging from web development and multiplatform 

systems integration to network security and technical 

support. Robert Half Technology offers online job 

search services at www.rht.com  

http://www.rht.com/
http://www.roberthalftechnology.com/portal/site/rht-us/menuitem.130f8ee40d31c527afe5011002f3dfa0/
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HDI is coming to  Washington DC!     We are pleased to announce that HDI is 

planning several training classes in the  Washington DC  area.   We encourage 

you to promote these classes to your local members and their peers, as it is a 

great way for your chapter to earn extra income.   It is also a great way for 

your members to get training without the cost of travel.   
 

Join us for our HDI Training and Certification Event s  
 
  8/18ð8/19/2008  Hunt Valley, MD HDI Support Center Analyst    
  9/15ð9/16/2008  Washington, DC HDI Support Center Analyst   
  9/17ð9/19/2008  Washington, DC Knowledge Management Foundations: KCS Principles  
  9/17ð9/19/2008   Washington, DC HDI Support Center Manager  
10/21-10/23/2008 Washington, DC HDI Support Center Manager 
 
 

To register your attendees simply need to go to the HDI website, www.thinkhdi.com  and click on the   Train-

ing/Certification tab, then on Course Schedule.   Scroll down to find the desired class and click on regis-

ter.   There you will see  "Promotional Code" ... Please advise  your attendee s to use the source code 

LC07 when registering.   Your chapter will receive $50 for every paid attendee using this code.    Con-

tact  Tiffany Vaughn  at HDI  for registration information at  719-268-0309 or email her at tvaughn@thinkhdi.com    

 

Capital Area Local Chapter will be sponsoring 

 HDI Manager's Certification Class  

October 21ï 23, 2008  

  

Virginia Scuderi  

 
The HDI Support Center Manager course focuses on best practice standards and the skills necessary to suc-

cessfully manage the strategic and tactical components of a support organization. Additionally, this course 

provides participants with a raised awareness and understanding of the ITIL® best practice framework and its 

application 

 

Where 
Ronald Reagan Building & International Trade Center 

1300 Pennsylvania Avenue NW, Washington, DC 

14th Street NW, midway between Constitution Ave. and Pennsylvania Ave. 

Federal Triangle Metro Station 

 
A discount will be available for this class as well as a bronze membership for non-members.   

 

 
 

 

 

 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
http://www.thinkhdi.com/default.aspx
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PENTAGON MEMORIAL TO BE DEDICATED ON SEPTEMBER 11, 2008  
 
The Pentagon Memorial nears completion and will be dedicated on September 11, 2008. The Pentagon Memo-

rial is being built on a 1.9-acre parcel of land adjacent to the Pentagon and within view of the impact zone 

where American Airlines Flight 77 crashed into the building during the attacks of September 11th, 2001. The 

Memorial will include 184-cantilevered benches that represent each victim who lost their life that day. The 

Pentagon Memorial will cost $22 million to construct and an endowment of $10 million will be created to 

maintain the Memorial forever. The Pentagon Memorial will be open to the public September 12th, 2008. To 

learn more about the Memorial or to make a tax-deductible donation, please visit www.pentagonmemorial.net. 

New Officers join HDI Capital Area Local Chapter Board 

 
Congratulations to Crystal Lloyd and Jerry Byers our new officers that began their terms in July. 

 
 

I am Crystal Lloyd and I bring over 10 years of experience within the IT Support/Help Desk 

industries. My experience has allowed me an opportunity to expand my knowledge in many 

different industries some of which include electronic financial solutions, biometric payment 

technology as well as government IT Operations. Through these different areas I have worked 

as a Help Desk Analyst, Team Lead as well as an Interim Customer Service Manager. Cur-

rently I serve as the Help Desk Administrator/Trainer for Indus Corporation working at the Bu-

reau of Census headquarters. As the HDI Capital area Secretary and recent member, Iôm looking forward to the 

excitement and knowledge that HDI brings.     

HiðIôm Jerry Byers. I work for TechTeam Government Solutions as a Senior Solutions Man-

ager. For the last two years, I have been the chief technical architect for developing call center 

and help desk bids for both commercial and government customers. I am an ITIL Practitioner 

in Change Management and have also worked as an IT Director and CTO for 6 years. My 

HDI certifications are in progress and I will have my PMP this year. Over the last 15 years, I 

have worked on, supported, and managed both call centers and help desks and have also been 

a trainer for both IT and non-IT curriculum. In addition, I have designed, developed, and up-

dated a number of private and commercial websites. It will be my pleasure to take my web design and support 

http://www.pentagonmemorial.net/


P ag e  6   The Capi ta l  ReporterThe Capi ta l  Reporter   Vo lu me  8 ,  I s su e  7   

  www.HDIwww.HDI -- Capi ta lArea.comCapi ta lArea.com    

Local Chapter Meetings 

September 2008 

 

Our September local chapter meeting will be Wednesday,  September 17th. We look forward to seeing you there.  

 

Discussion :  

 

WHERE 

Fairfax County Public Schools 

The Nancy F Sprague Technology Center 

4414 Holborn Ave. 

Annandale, VA 22003 

 

Problem Management 

Fresh off the heels of our ITIL discussion, thereôs one topic which could be the cause of everyone associated with the help desk: How 

do we do a better job of ñseeing the forest for the treesò when it comes to outages --  and what can we do to prevent them?? How can 

we help eliminate all those redundant calls for the same issues? 

  

 Jeff Gore, an IT Service Management process consultant ï with over 10 years helping customers such as FDIC, Coco-Cola, Cingular 

and recently ï DHS Headquarters and the EPA ï will talk about ways to help your organization adopt strong Problem Management 

processes and start to help making your IT organization more efficient. No More Fire Drills!!! 

  

AGENDA 

12:00 to 12:30 Networking and Lunch 

12:30 to 1:50 Meeting Begins 

1:50 to 2:00 Survey Prize Drawing/ 

Meeting Ends 

 

 

 

 

 

 

 

 

Register for the 2008 HDI Service Management Conference & Expo by August 15 and save up 
to  

$300 on your conference registration. 
 

Reserve three days in October to drill into the hottest topics affecting service management professionals. 

Intense, hands-on workshops facilitated by industry experts will provide you with in-depth information, 

templates, and tools. Network and share experiences with your peers as you learn how to enhance your service 

management operations. This exciting event will reenergize you. When you leave, you will have a toolbox full 

of knowledge that will help you focus on the critical role of support in service management. 

 

 

 

 

For more information and to Register visit  http://www.thinkhdi.com/sm2008/ 

http://portal.thinkhdi.com/Conference/RegistrationProcessOverview.aspx?id=12
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31       
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SUN MON TUE WED THU FRI SAT 
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HDI  

Meeting 

18 19 20 

21 22 23 24 25 26 27 

28 29 30 31    

September 2008  

VISIT WWW.HDI-CAPITALAREA.COM  

Please visit http//www.hdi-capitalarea.com 
for newsletters, presentations and meeting 
information. 

 

Subscribe to receive our meeting notices, 
newsletters and meeting minutes  by going 
to http://www.mailermailer.com/x?
oid=24221c or visit our home page http://
www.hdi-capitalarea.com/ . 


