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Join us for our Annual Awards Luncheon, which has become a tradition 

in the Washington DC area. IT Service and Support Managers bring their 

teams to celebrate their hard work and success throughout the year.  
You supply your team and we will supply an inspirational speaker, great 

atmosphere and a three course meal. There will be time to network with 
area professionals and meet our Help Desk Analyst of the Year 

nominees. Registration is only $25 per person and includes a three 
course meal, coffee, hot tea and iced tea. Seating is limited, so please 

register EARLY! 

 
The  keynote speaker is Phil Gerbyshak. Phil is ñthe Relationship Geekò 

and the author of the book 10 Ways to Make It Great!, published in June 
of 2006 to rave reviews. Phil comes highly recommended due to his 

ability to energize, educate, empower, and entertain his audiences by 

sharing the tools they need and helping them find the right questions so 
they can make it a great day.  

 
After the keynote speaker, we will recognize our HDI Analyst of the Year 

Nominees (see page 3) and announce the winner of the Capital Area 

award. The winner will go on to the regional competition, with the 
Regional Winner being sponsored by Robert Half to attend the HDI 

Annual conference (see page 11). 
 

RSVP to rsvp@hdicapitalarea.com and we will email you an 
invoice  

 

AGENDA 
11:00 am ï 11:30 am: Networking and Cash Bar 

11:30 am ï 12:50 pm: Lunch is served (2 courses) 
1:00 pm ï 2:00 pm: Keynote Speaker 

2:00 pm ï 2:15 pm: Dessert/Coffee Served 

2:15 pm ï 2:45 pm: HDI Analyst of the Year Awards  
2:50 pm ï 3:00 pm: Survey Drawing/Meeting Ends 
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HDI Capital Area Annual Awards Luncheon  

Dec 5th  
11:00 a.m. -  3:00 p.m.  

Maggianoôs Little Italy Tysonôs 

Galleria 2001 International Dr. 

McLean, VA 22102 
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Presidentôs Message by Sandy Seroskie 
 

 

Our Annual Awards luncheon is just around the corner and it is one of my favorite times of 

year. The gathering of IT Service and Support Professionals and inspirational atmosphere 

always leaves me energized for the coming year. Area managers have made it a tradition to 

bring their star team members to recognize their accomplishments, laugh and share a great 

inspirational speaker. I canôt wait to meet all the teams and celebrate your accomplishments. 

Our HDI Analyst of the Year Nominees and their managers always touch my heart. I want to 

extend congratulations to our 2008 nominees: Anson Barney, Adrian Barry, Alpesh Gor, Ser-

geant Robinson and Mohamed Sisay. We are so proud of your accomplishments! 

 

I am also looking forward to taking the opportunity to recognize our Capital Area Officers 

for their service and dedication to the chapter. Their commitment has given us a lot to cele-

brate. As Vince Lombardi said, ñIndividual commitment to a group effort -- that is what 

makes a team work, a company work, a society work, a civilization work.ò 

HDI Membership Levels  
 

Whether you want to join HDI as an individual or provide your entire support organization with the bene-

  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 

http://thinkexist.com/quotation/individual_commitment_to_a_group_effort-that_is/15114.html
http://thinkexist.com/quotation/individual_commitment_to_a_group_effort-that_is/15114.html
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HDI Capital Area Annual Awards Luncheon  
Dec 5th  

11:00 a.m. - 3:00 p.m.  
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
   

Maggianoôs Little Italy 
Tysonôs Galleria 2001 

International Dr. 
McLean, VA 22102 

 
Join us for our Annual Awards Luncheon, which has become a tradition in the Washington DC area. IT Service 
and Support Managers bring their teams to celebrate their hard work and success throughout the year. You supply 
your team and we will supply an inspirational speaker (Phil Gerbyshak), great atmosphere and a three course meal. 
There will be time to  network with area professionals and meet our Help Desk Analyst of the Year nominees. 
You will also have a CHANCE to WIN PRIZES in the survey drawing, including an iTouch and gift cards. 
                                                                                                                          
REGISTRATION WON'T BREAK THE BANK! It is $25 per person and includes a three course meal, coffee, 
hot tea and iced tea. Register by sending an email to RSVP to rsvp@hdicapitalarea.com and our VP of Finance will 
send an e-invoice.   
    
REGISTER TODAY  - don't miss this annual tradition. We look forward to seeing you there!!   
                                                                                                                        
The keynote speaker is Phil Gerbyshak. Phil is "the Relationship Geek" and the author of the book, 10 Ways to 
Make It Great!, published in June of 2006 to rave reviews. Phil comes highly recommended due to his ability to 
energize, educate, empower, and entertain his audiences by sharing the tools they need and helping them find the 
right questions so they can make it a great day.                                                                                     
                                                                                                                          
                                                                                                                          
After the keynote speaker, we will recognize our HDI Analyst of the Year Nominees and announce the winner of 
the Capital Area award. The winner will go on to the regional competition, with the Regional Winner being spon-
sored by Robert Half (page 11) to attend the HDI Annual conference (page 10).   

 
AGENDA 

11:00 am ï 11:30 am: Networking and Cash Bar 
 

11:30 am ï 12:50 pm: Lunch is served (2 courses) 
 

1:00 pm ï 2:00 pm: Keynote Speaker 
 

2:00 pm ï 2:15 pm: Dessert/Coffee Served 
 

2:15 pm ï 2:45 pm: HDI Analyst of the Year Awards 
 

2:50 pm ï 3:00 pm: Survey Drawing/Meeting Ends  
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2008 HDI Capital Area  

Help Desk Analyst of the Year Nominees 
 
 

 

 
Recognition is a key component to boosting morale and encouraging employees to excel. It is a great 
honor for an Analyst to be nominated for the Analyst of the Year award and I want to thank our nominat-
ing managers for taking time to recognize their extraordinary team members. All nominees and manag-
ers will be introduced at our December 5th Luncheon at Maggianoôs (see page 3 for details). The winner 
will go on to compete in the Northeast Region. The winner of each Regional Analyst of the Year Award 
will be invited to participate in HDI's Global Analyst of the Year Awards Gala, sponsored by Robert Half, 
to be presented at the 2009 HDI Annual Conference in Las Vegas. I invite you to join us to celebrate 
their accomplishment and take the opportunity to recognize your key team members by bringing them to 
the luncheon.  
 
I am extremely proud to present our 2008 Capital Area Analyst of the Year Nominees. Congratulations 
on your nomination and good luck to all of you!  
 
 
 
 

 
Anson Barney  
MITRE  
Manager: Jimmy Vo  
Submitted by: Jimmy Vo  
 
As a member of HDI, I've been to many conferences where I get to speak to other help desk managers about met-
rics, operations, service initiatives, and especially staff.  The people are the core components that makes and 
breaks a successful help desk operation and when I think of ideal help desk staff, I think of Anson Barney.  Anson 
demonstrates a quiet confidence in his abilities that is contagious.  At the MITRE help desk, his teammates have 
even created a inspirational motto to lift their spirits when they are down and it's simply...Be the Barney.  I can 
write pages on the things that Anson does for our team, both professionally and personally, but I will try and keep 
this short and to the point.  Anson is the one analyst out of my team that I would absolutely NEED and WANT on 
my team in a disaster situation.  Anson is reliable, knowledgeable, a team player, has great interpersonal skills and 
genuinely cares for others and is a great example to not only my staff, but our service organization as a whole.  
Every single customer that has the pleasure to interact with Anson, always hangs up feeling that much better just 
because he cares, and ensures they get the service that they expect and more.  Anson continues to meet and exceed 
customer expectations and is my choice for Analyst of the Year! 
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2008 HDI Capital Area  
Help Desk Analyst of the Year Nominees 

 
 

Adrian Barry  
Federal Reserve Board, Washington, D.C.  
Manager: Brian Lester  
Submitted by: Peter Geller  
The Federal Reserve Board would like to nominate Adrian Barry for HDIôs ñAnalyst of the Yearò award. Mr. 
Barryôs career at the Federal Reserve Board has been long and varied. Previously he was primarily a mainframe 
computer operator but three and one half years ago participated in the Level One help desk analyst program 
training program which was instituted here at the Board. He was one of the people who excelled in the training 
program and has matured in to one of the top Level One Analysts we currently have. In conjunction with his 
Level One Analyst support, he continues to provide support on the Mainframe side of our organization.  
 
Among his strengths Mr. Barry completes projects started near the end of his shift and will stay later than ex-
pected to complete the task on hand. He is conscientious, works efficiently, and provides timely status reports 
and to his supervisor and others. He also demonstrates a willingness to assist clients and peers in need, he is 
known for always answering questions, directing them to the correct resource and how best to use the resources 
at hand. Mr. Barry is always courteous and comports himself in a professional manner to staff members and 
clients. He adapts to new technical material and procedures very quickly, has a positive attitude, and is always 
excited about learning new procedures. 
 
He has received numerous ñKudosò for helping clients resolve issues they are experiencing and if he cannot pro-
vide a solution immediately, he will research the issue until he can resolve it. Here at the Federal Reserve Board 
we have a 24 X 7 support Help Desk and Mr. Barry volunteers to work numerous weekend and holiday shifts. 
 
Mr. Barry is completing his Associates in Computer Science, pursuing a Dual Bachelorôs Degree in Computer 
Networking and Information Security on his own time to further his career here at the Federal Reserve Board.  
 

 
Alpesh Gor  
Marriott International  
Manager: Sterling Jones  
Submitted by: Sterling Jones  
I am nominating Alpesh, because Alpesh openly shares information and his expertise with the team, and has 
assumed a leadership role. He always volunteers his opinions and knowledge to his peers in team meetings and 
informal conversations. In addition, he coaches less experienced analysts without being asked.  
 
Alpesh does a great job of working across the entire Marriott enterprise ensuring results on cross-departmental 
initiatives. By understanding the operational aspects of other departments he is able to anticipate potential is-
sues and aligning solutions proactively. Alpesh understands the Support Center and the role the Support Center 
plays in the bigger picture. He accepts that our job evolves with each new project, product or systems update. 
He works with the leadership team to ensure that his fellow analysts are on board and headed in the right direc-
tion with each and every change. He takes responsibility for his actions and the actions of the team, facilitating 
change as necessary.  
 
Alpesh has become HDI Analyst certified and was a key contributor to New Hire documentation. He both wrote 
and tested the training documentation to ensure its compliance and accuracy to both MSSC policy and the 
training needs of the support organization.  
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2008 HDI Capital Area  
Help Desk Analyst of the Year Nominees 

 
 

Technical Sergeant Norman J. Robinson, United States Air Force  
Defense Information Systems Agency Joint Staff Support Center  
(Pentagon)  
Manager: Captain Jason M. Chu, United States Air Force  
Submitted by: Captain Jason M. Chu  
 
Air Force Technical Sergeant Norman Robinson is the top performer of The Joint Staff support Center's Joint 
Operations Support Center (JOSC) Service Desk and a key player for the Tier-I Windows Team.  TSgt Robinson 
distinguishes himself through his innovative and dynamic persona and is always identified as the definitive 
resident expert for JOSC after-hours Windows support.  He was handpicked by division leaderships to develop 
four new Standard Operating Procedures for the JOSC, and his detail-oriented incident documentation method 
was benchmarked as the standard practice for all service desk personnel.   
 
As a Tier-I analyst, TSgt Robinson has always focused on fulfilling the customers' requirements; he often deliv-
ers support in person in order to assert customer satisfaction.  In the case when he cannot fix a problem due to 
lack of after-hours resources, he will always provide a viable workaround to keep the customer's mission afloat 
until a permanent solution can be put in place, usually in the very next morning.  In addition, TSgt Robinson is 
very dedicated to improving his skills as an IT professional; besides having already earned his Security+ and 
MCSE certification, he completed 12 semester hours of college credit toward his Bachelor of Science degree in 
Information Technology.  Furthermore, TSgt Robinson is very devoted to his mission; he was often asked to 
work beyond his normal duty hours or to come in on his off -day to cover for manning shortfalls; TSgt Robinson 
never once complained but instead always maintains a positive attitude toward his job.  Due to his dedication, 
expertise and professionalism, Technical Sergeant Norman Robinson is unquestionably one of the best analysts 
in my organization.  
 
Mohamed Sisay  
Technisource at IMF  
Manager: Bill Shedid  
Submitted by: Ajit Silva  
 
Mohamed exceeds the standards of expectation for the quality of work needed to accomplish his assignments.  
He possesses advanced troubleshooting knowledge for hardware/software fixes based on his years of experi-
ence, patience and persistence. Mohamed wears many hats, supporting a wide range of users in a broad variety 
of matters. Even after his promotion to a Field Technician, he is still often called upon to assist at the help desk, 
and he always graciously lends a hand, which makes him quite versatile. He completes his assigned cases and 
projects in a timely fashion and is always willing to stay late to resolve more difficult technical issues.  He is 
clear, precise and consistent in his resolution approach and shares pertinent information for the whole team's 
benefit.   Mohamed is very committed to his work and always ensures that the customers receive world class 
support.  He manages his workload well, takes the initiative for the most difficult tickets, and volunteers with 
no questions asked.  He is ever focused and determined with the task at hand and brings much enthusiasm to 
the team. Mohamed empowers himself to think outside the box, however, his ethical standards afford him to 
operate within the scope of the processes and the policies that are on the books. He has received many com-
mendations and praises from users, technicians and other managers within the contract. He was awarded the 
ñEmployee of the Monthò for March 2008.  Mohamed continues to advance his career. He is currently studying 
for his Security + and A + certifications. Mohamed is a true role model for his colleagues due to his work ethic 
and dedication to customer support, and for this reason, he was recently promoted to the Field Services Team 
as a Desktop Technician.  
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HDI is coming to  Washington DC!     We are pleased to announce that HDI is plan-

ning several training classes in the  Washington DC  area.   We encourage you to pro-

mote 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  
 12/03-12/05/2008 Washington, DC ITIL®  v3 Foundation 
 
 

To register your attendees, go to the HDI website, www.thinkhdi.com  and click on the   Training/Certification tab, 

then on Course Schedule.   Scroll down to find the desired class and click on register.   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.    Contact  Tiffany Vaughn  at HDI  for registration information at  719-268-

0309 or email her at tvaughn@thinkhdi.com    

 

Thank you for your support!!  

The year may be winding down, but weôre not. Two new courses are being offered via virtual classroom. You get the interaction of a 
live classroom and the convenience of an online course. 

How does it work?  

Youôll log in to a Virtual Classroom for two hours a day for three consecutive days, for a total of six hours of training. One of HDIôs 
faculty members will deliver the course via Voice-over IP. You can chat with other students and the instructor, ask questions, a nd dig 
deep (like a workshop) into the topic. The goal is for you to walk away with tangible new skills.  

Two new courses...each offered twice in December! The cost is $395 for HDI members, $495 for non -members.  

Building Your Service Catalog 
December 8ï10, 8:00ï10:00 a.m. MT (Noonï2:00 p.m. ET) 
December 16 - 18, 2:00ï4:00 p.m. MT (4:00ï6:00 p.m. ET) 

Support Center Metrics and Measurements 
December 8ï10, 2:00ï4:00 p.m. MT (4:00ï6:00 p.m. ET) 

December 16ï18, 8:00ï10:00 a.m. MT (Noonï2:00 p.m. ET) 

Visit http://www.hdi -capitalarea.com/training.html for more details  

 

Our chapter will receive $50 for every paid attendee using this code. Contact Tiffany Vaughn at HDI for registration informat ion at 
(704) 795-9850 or e-mail her at tvaughn@thinkhdi.com 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
http://www.thinkhdi.com/certification/servicecatalog.aspx
http://www.thinkhdi.com/certification/supportcentermetrics.aspx
mailto:tvaughn@thinkhdi.com
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HDI Capital Area Board of Officers  
Call for Nominations  

 
 

Participating on the Board of Directors of the Capital Area Local Chapter has been extremely fulfilling, 

providing growth professionally and personally. Leaders like you, who have committed to volunteering to 

give back, have kept our chapter thriving since 2003. It is a tremendous opportunity to exercise your 

leadership skills, grow professionally and give back to the community. Recognizing this is a volunteer 

effort, the board works as a team to assist each other as needed. We are currently building a Slate of 

Candidates for the January 2009 election (see page 9 for the current slate of candidates). Elected offi-

cers will assume their positions in March 2009.  

 

If you are interested in participating, please send the officer position you are interested in with a short 

biography and photo to Sandy Seroskie at president@hdicapitalarea.com by January 5 th .  

 

 

President  
leads all Local Chapter meetings and social activities  

ensures that officer positions are filled  

oversees annual officer nomination and election processes  

represents the Local Chapter on all official HDI matters  

oversees all Local Chapter activities with and through other officers  

organizes and forwards Local Chapter Excellence Award submissions  

ensures that the Local Chapter acts in accordance with guidelines from HDI and the One Asso-

ciation  

leads the HDIAOY local chapter program  

 
Vice President of Communications  

sends Local Chapter meeting minutes to Local Chapter membership  

sends Local Chapter meeting reminders to Local Chapter membership  

sends Local Chapter special events invitations and reminders to Local Chapter membership  

distributes Newsletter to Local Chapter membership and Regional Director  

distributes all communication from the Local Chapter officers to the Local Chapter member-

ship  

tracks RSVPs for Local Chapter meetings and events  

works with VP of Membership to track members and guests  

works with VP of Membership to create sign - in sheets and name tags for Local Chapter meet-

ings  

participates in HDI conference calls and reports content to Local Chapter officers  

contributes to Newsletter with information about the previous chapter meeting  

performs other duties as assigned by the President  

 

 

Webmaster  
maintains website for the Local Chapter  
updates Local Chapter events on the Local Chapter website  

presents ideas and updates to Local Chapter officers for approval prior to release  
performs other duties as assigned by the President  

 



 
November Meeting Recap  

 
 

Thank you to Tom Canody, Matthew Watson, and the Fairfax County Public Schools System for hosting 

the November local chapter meeting.  Matthew Watson, an IT Service Desk manager with the Fairfax 

County Public School system did a presentation on the setup and support structure for IT within FCPS. 

He spoke on the problems he has seen with morale in the issue and spoke ways he has been able to 

boost morale by doing things such as providing opportunities to telecommute or providing a flex sched-

ule, also streamlining communication through blogs to cut down on frustrations that way.  

 

Roundtable Discussions on Morale Problems/Solutions  

After the presentation by Matthew Watson, attendees broke into three groups to discuss some of the 

problems that led to low morale within our individual organizations and then discussed ways to increase 

morale that have been successful in the past with a focus being the low/no cost items. Examples in-

cluded allowing project time (time off phones), comp or flex time, surveying employees for feedback as 

a means to make everyone feel included, provide training, certificates of recognition and apprecia tion, 

etc. 

 
Closing & Survey Drawing  

 

Joanne Hoffner -  $15 Starbucks gift card  

Lucia Jenkins -  $15 Starbucks gift card  

Juan Broadus -  $25 Best Buy gift card   
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2009 Election Current Slate of Candidates  
 

 

Please see below for the current slate as of November 24, 2008. We will add to the slate and publish the 

final slate for elections in January.  

 

If you would like to participate, please send officer position you are interested in with a short bio and 

photo to Sandy Seroskie at president@hdicapitalarea.com   by January 5 th .  

 

President    Sandy Seroskie  

VP Communications   Frank Bowers  

Webmaster    Jerry Byers  

mailto:president@hdicapitalarea.com
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Pack Your Bags and Go to HDI 2009! 

HDI 2009 Annual Conference and Expo 
April 6-9th, 2009 

at the Mandalay Bay Resort in Las Vegas 

On April 6 - 9, 2009, over 3000 technical service and support professionals, managers, directors, and executives will converge 
in Las Vegas at the Mandalay Bay Resort for the premier event in the technical support industry. Register now to secure your 
spot in the world's largest and most innovative industry event for technical service and support professionals.  Whether you 
deliver internal or external support or both HDI 2009 offers you a wealth of opportunities to jumpstart your journey to ser-
vice excellence.   

Whether you take one small step, one giant leap of faith, or something in between move your career forward. Make progress. 
Stop hitting the snooze button on the changes you want to make in your technical support organization and the ideas you have 
for yourself and your team. 
 
With extensive experience responding to the ever-changing needs of industry professionals, only the HDI 2009 Annual Con-
ference & Expo offers the most comprehensive educational program helping you to enhance your knowledge base, engage 
with the people driving change, and move forward. 
 
Let dynamic keynote presenters inspire you to bring their enthusiasm and passion back to your professional and personal day-
to-day activities. Customize your conference experience with the most relevant and proven industry best practices with pre-
conference workshops. Choose from 107 content-rich sessions and other popular interactive offerings. Access hundreds of the 
most innovative products and services in the exhibit hall. Share information and stories with your peers at networking events 
that put the social back into social networking.  Attend a private Vegas show featuring world renowned magicians and comedi-
ans Penn & Teller. 
 
Nine Insightful Tracks Service and Support Strategy Support Operations Management Essentials for New Support Managers 
Applying ITIL® Metrics and Measurements Customer Focus The Human Factors Applying Technology Make it Work. 
 
Everyone has a chance to save! HDI members (silver membership and above) receive $200 off the Complete Conference and 
Expo package or the Executive Connections package, plus $100 off 3-day and 2-day pre-conference workshops. HDI confer-
ence alumni receive an additional $100 discount. Early Bird Discount: Register by February 6, 2009 to receive an additional 
$100 off the Complete Conference and Expo package or the Executive Connections package. Team Discount: Purchase 5 reg-
istrations, get the 6th free!  
 
 
 
 
 
 
 
 
 

 

 
For more information visit  http://www.thinkhdi.com/HDI2009/  

 
Since first teaming up in 1975, when they combined Tellerõs silent magic with 
Pennõs clown college education and juggling expertise, the two have created a 
success story that went from the streets to small clubs to national theater 
tours, and now to a current, multi-year engagement at the Rio All-Suite Hotel 
& Casino in Las Vegas. But for one fantastic evening, Penn & Teller will be on
-site at the 2009 HDI Annual Conference & Expo to entertain and amaze you 
with a mind-boggling performance you wonõt want to miss! 
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 1 2 3 4 5    HDI  

 

 

 

Meeting 
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December 2008 

SUN MON TUE WED THU FRI SAT 

    1 2 3 

4 5 6 7 8 9 10 

11 12 13 14 
 

15 16 17 

18 19 20 21 

HDI 

Meeting 

22 23 24 

25 26 27 28 29 31 31 

January 2009 

Please visit http://hdicapitalarea.com/ for newsletters, presenta-
tions and meeting information. 

Subscribe to receive our meeting notices, newsletters and 
meeting minutes by going to http://www.mailermailer.com/x?
oid=24221c 

The Local Chapter Meeting for January will be on Wednesday 
January 21, 2009.   

VISIT http://HDICAPITALAREA.COM 

For more details 

 

 

 

 
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://hubpages.com/_2j1sjqz4ryikf/hub/inauguration-day-clip-art
http://www.rht.com/

