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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! 

 
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 the internationally recognized Kirk Weisler (see 

page 04, who is one of the most popular speakers at HDIôs Annual 

Conference. After the keynote speaker, we will recognize our HDI 
Analyst of the Year Nominees (See pages 5-7) 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 

Technology to attend the HDI Annual conference in Orlando (page 12)  

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

invoice  
 

AGENDA 
12:00 pm ï 12:30 pm: Networking and Cash Bar 

12:30 pm ï 1:53 pm: Lunch is served (2 courses) 

1:30 pm ï 2:30 pm: Keynote Speaker Kirk Weisler 
2:30 pm ï 3:15 pm: Dessert/Coffee Served 

3:15 pm ï 3:45 pm: HDI Analyst of the Year Awards  
3:45 pm ï 4:00 pm: Survey Drawing/Meeting Ends 
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HDI Capital Area Annual Awards Luncheon  
Dec 11th  

12:00 p.m. -  4:00 p.m.  

Maggianoôs Little Italy Tysonôs 

Galleria 2001 International Dr. 

McLean, VA 22102 
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Presidentôs Message by Sandy Seroskie 

 

We have great programs throughout the year, but our December 11th meeting is one that holds a special place 

in my heart. It is the time we recognize our HDI Analyst of the Year nominees and their managers, then an-

nounce our 2009 HDI Capital Area Analyst of the Year.  HDIôs Analyst of the Year is an excellent recogni-

tion program, sponsored by Robert Half Technology, which gives managers an opportunity to celebrate their 

best in class analysts. HDI Capital Area has a wonderful pool of talented analysts and hold the honor of hav-

ing our Analyst of the Year selected the last three years to represent our Region at the HDI Annual Confer-

ence. 

 

Once again this year, we have a group of talented candidates who are dedicated to providing best in class 

support for their organizations. I want to thank all of the nominating managers for taking time to nominate 

and complete the applications for their candidates. I also want to thank our judges, Earl Brake, John Sprague 

and Robert Stanley, who have also been judges in previous years. Without their dedication, time and 

thoughtfulness, our program would not have reached high level of success we have achieved. 

 

I hope our members and area professional are able to join us for our December 11th program at Maggianoôs. I 

pledge our attendees will leave with renewed energy after seeing our keynote from Kirk Weisler and hearing 

our managers speak about why they nominated their attendees. I want to wish Jeanne Barnard, Sean Bieder-

man, Katrina Brown, Aileen Chan, Richard Nguyen, SSG Tara Rhinesmith the best of luck. 

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 
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HDI Capital Area Annual Awards Luncheon  
Dec 11th  

12:00 p.m. - 4:00 p.m.  
 
 

 
   

Maggianoôs Little Italy 

Tysonôs Galleria 

2001 International Drive 

McLean, Virginia 22102 
 

Join us for our Annual Awards Luncheon, which has become a tradition in the Washington DC area. IT Ser-

vice 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 the internationally recognized Kirk Weisler (see 

page 4), who is one of the most popular speakers at HDIôs Annual Conference. After the keynote speaker, we 

will recognize our HDI Analyst of the Year Nominees (see pages 5-7) 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 Technology to attend the HDI Annual conference in Orlando (see page 12).  

 

 
AGENDA 

 

12:00 pm ï 12:30 pm: Registration, Networking and Cash Bar  

 

12:30 pm ï 1:30 pm: Lunch is served (2 courses)  

 

1:30 pm ï 2:30 pm: Keynote Speaker  Kirk Weisler 

 

2:30 pm ï 3:15 pm: Dessert/Coffee Served  

 

3:15 pm ï 3:45 pm: HDI Analyst of the Year Awards  

 

3:45 pm ï 4:00 pm: Prize Drawings/Meeting Ends 

 

 

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

mailto:rsvp@hdicapitalarea.com
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Donôt miss a chance to meet Chief Moral Officer 
 Kirk Weisler  

 

 

 

 

 

 

 

 

 

 

Chief Morale Officer Kirk Weisler is an expert at creating outrageously cool workplace cultures.  His unique 

ñculture buildingò approach inspires & enables people to create the workplace culture they truly desire and need.  

Years ago Kirk helped to create a corporate culture so rich in ownership spirit, engagement & measurable results 

that he was invited to share them, first nationally, then internationally. He now travels around the world  giving 

awesome experiential keynotes on the everyday things leaders can do to positively influence, nurture, and build 

great cultures for themselves  and their people.  

 

His unique background as a US Army Ranger, his work with At-Risk Youth and experience as a Master Storyteller 

& Team Builder make him a very fun, engaging, and sought after speaker.  He authored the Best Smelling book, 

The Dog Poop Initiative and the semi ïsweet best smeller, ñThe Cookie Thief.  Kirk lives in Peachtree City, Geor-

gia with ñWonderful wife Rebecca and their five remarkable children!ò 
 

                      Check out Kirkôs Cool Websites 

                              kirkweisler.com 

                           dogpoopinitiative.com 

                          thecookiethiefbook.com 

                            morebetterbooks.com 

 

 

Kirk Weisler ï Chief Morale Officer 

Team Dynamics, Inc 

312-213 Crosstown Rd. 

 Peachtree City, GA  30269 

 Phone - (678) 681-1399      

 

 

 

 

E:mail kirk@kirkweisler.com 
Contact Kirk for your next corporate event!  

 

http://www.amazon.com/gp/product/images/1932280839/ref=dp_image_0?ie=UTF8&n=283155&s=books
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2009 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 nominating managers for tak-
ing time to recognize their extraordinary team members. All nominees and managers will be introduced at our De-
cember 11th Awards and Team Building Luncheon at Maggianoôs (see page XX for details), featuring a keynote 
from HDIôs Chief Morale Officer, Kirk Weisler. The winner will go on to compete in the Northeast Region. The 
Analyst of the Year Award winner in each HDI Region will be invited to participate in HDI's Global Analyst of the 
Year Awards Gala, sponsored by Robert Half, to be presented at the 2010 HDI Annual Conference in Orlando. I 
invite you to join us to celebrate their accomplishment and take the opportunity to recognize your key team mem-
bers by bringing them to the luncheon.  
 
I am extremely proud to present our 2009 Capital Area Analyst of the Year Nominees. Congratulations on your 
nomination and good luck to all of you!  
 
 
 

 
Jeanne Barnard  
Federal Reserve Board  
Manager: Brian Lester  
Submitted by: Yolanda Banks  
Jeanne is an excellence Help Desk Analyst; she is thoroughly knowledgeable of Tier 1 responsibilities and continu-
ously goes above and beyond the call of duty to assist the client and other staff members.  Jeanne is team lead for 
her unit and often left in charge of Help Desk Operations in the absence of her Supervisor.  Jeanne takes that re-
sponsibility with pride and dignity, which motivates other staff members to strive harder as well.   
 
 
 
 
Sean Biederman  
The MITRE Corporation  
Manager: Jimmy Vo  
Submitted by:  Jimmy Vo  
Sean is one of my newer staff, joining us in September 2008, however in the year heôs been with us, Sean has be-
come one of my core members as many see the great work and support he provides, which in turn motivates them 
to be better than they are. Sean is a humble person and very modest and never seeks attention as he continues to 
be my rock, dependable, reliable, and absolutely contagious! When nominations were asked from the team, the 
feedback was consistent that Sean is a great team member that always helps and goes above and beyond to sup-
port our customers!  
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2009 HDI Capital Area  
Help Desk Analyst of the Year Nominees 

 
 

 
Katrina Brown  
Federal Reserve Board  
Manager: Brian Lester  
Submitted by:  Tim Dodero  
I nominate Katrina Brown for this year's HDI of the year from 2nd shift. Katrina has done exceptionally well 
while working on the Help Desk. She remains focused on her work and puts tickets into the system on a timely 
basis. She offers critical input during shift turnover on issues related to the Help Desk that she feels needs fur-
ther attention. Katrina is an excellent team player in working with her co -workers on the Help Desk. I consider 
Katrina's participation on the Help Desk a considerable asset to the 2nd shift team. 
 
 
 
 
Aileen Chan  
Ciber Inc. for the World Bank Group  
Manager: Troy White  
Submitted by: Bimpe Oyelese  
Aileen Chan is an impeccable agent, her shyness melts away as soon as she has a client who needs her help. She 
is extremely patient and makes them comfortable and special. Because of this, many clients call back and ask 
for her by name. Her unique skills are so visible to the clients and colleagues alike, her thirst for knowledge is 
contagious and her troubleshooting skills a great addition to the team. Aileen's colleagues look up to her as a 
mentor - her colleagues are influenced by her work ethics and emulate her. Her quality of work, attendance and 
excellent customer service are the envy of the Global Support Center. Recently, Aileen's influence extended out-
side of her team and she was added to a special group as a new member of the team to work on a special pro-
ject. With Aileen on the team, the project was completed on time and had a very high success rate. The mem-
bers of this special team were encouraged to raise the bar and deliveries for projects from this team have been 
improved since Aileen joined. We are honored to nominate this wonderful analyst, Aileen Chan, as a candidate 
for Help Desk Analyst of the Year for the HDI Washington D.C. Chapter.  
 
 
 
 
 
Richard Nguyen  
The MITRE Corporation  
Manager: Jimmy Vo  
Submitted by:  Jimmy Vo  
Rich has been one of my top agents since joining me in 2004.  Rich continues to work on the frontline as weôve 
asked him to be a team lead many times but he feels he can provide greater value providing support on the 
frontline, while working on higher level projects as well! Rich leads our proactive patching team, is the SME for 
many of our products such as Pointsec, Site DVDs, Sharepoint, Hanscom portal, and CAC cards, while also pro-
viding management leadership among his peers daily! He is one of my shining examples of a great teammate 
and coworker!  
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2008 HDI Capital Area  

Help Desk Analyst of the Year Nominees 
 
 

 
 
SSG Tara Rhinesmith  
Defense Information Systems Agency  
Manager: Maj J. Scott Dyke  
Submitted by: Hui.Skinner  
SSG Rhinesmith serves as a local/global Windows Desktop System Administrator in the Joint Operation Sup-
port Center (JOSC). She has been instrumental in providing Global Command and Control System-Joint (GCCS
-J) client support to the National Military Command Center (NMCC), Joint Staff (JS), and Combatant Com-
manders in support of the warfighter. She is responsible for providing troubleshooting assistance to 48 GCCS-J 
sites Worldwide. SSG Rhinesmith used her proactive "customer first" approach to resolve over 200 user inci-
dents in the past year. She also assisted in the coordination of over 80 Authorized Service Interruptions (ASI's) 
for upgrading and performing necessary changes to the GCCS-J systems. 
 
SSG Rhinesmith has taken on numerous additional duties. She acted as the JOSC NCOIC (Non-commissioned 
officer in charge) three separate times throughout the year. She was accountable for the job qualification train-
ing of 17 NCO's during these three periods. SSG Rhinesmith also serves as the Army Physical Fitness coordina-
tor for JSSC. She is in charge of tracking 45 JSSC Army personnel's physical fitness readiness status. SSG 
Rhinesmith also volunteered to be one of JC3's CFC Representatives in support of this year's CFC campaign. 
SSG Rhinesmith executes all duties that she is assigned to the highest standard. Her performance at JSSC 
speaks volumes about the kind of consummate professional that she is. 

 
 

 

 

 
 
 
 
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/
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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 Events  

 

 
 

 

 

 

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 attendees 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!! 

 

 
HDI Capital Area Local Chapter  

 on Twitter and a Facebook  
 
 
 
 
 
You can now follow HDI Capital Area Local Chapter on Twitter and a Facebook.  
 
In order to provide the most complete and up -to-date coverage, HDI Capital Area's Webmaster, Jerry Byers, and President, Sandy 
Seroskie, will be adding tweets to Twitter and updates to Facebook. These status updates will provide up-to-date information 
about upcoming meetings, events, training, and conferences. In addition to regular events, HDI Capital Area will also publish  spe-
cial events and promotions. 
 
Follow us at Twitter at http://twitter.com/hdicapitalarea and become a fan of HDI Capital Area Local Chapter at http://
www.facebook.com/pages/HDI -Capital-Area-Local-Chapter/143599145737.  

Dates Location Course 

   

12/15 - 12/16 2009 Arlington, VA  HDI Desktop Support Technician 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
http://www.thinkhdi.com/certification/courseDetails.aspx?class=15688ffb-1231-de11-a037-00188bfd0100
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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 op-
portunity to exercise your leadership skills, grow professionally and give back to the commu-

nity. Recognizing this is a volunteer effort, the board works as a team to assist each other as 
needed throughout the year. HDI Capital Area also finances trips to the Local Chapter Officers 

Summit in June and the Northeast Regional Summit in November. These summits give our offi-
cers the ability to meet with other industry professionals that can help benefit your career.  
 

We are currently building a Slate of Candidates for the January 2010 election. Elected officers 
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 11 th . 
 

Vice President of Programs 

leads all Local Chapter meetings and social activities in the Presidentôs absence 

assists the President in the management of the Local Chapter 

coordinates valuable and applicable content for the Local Chapter meetings 

tracks meeting surveys and distributes to board members 

submits key survey results to Newsletter Editor 

reports on upcoming meetings and events at monthly Local Chapter meetings 

performs other duties assigned by the President 

 

Vice President of Membership 

maintains the Local Chapter membership and guest databases through the HDI website 

ensures that the VP of Communications has the current Local Chapter membership distribution list 

submits changes to Local Chapter membership database to HDI 

works with VP of Programs and the President to promote membership 

sends communication to new members and Local Chapter inquiries 

works with VP of Communications to track attendance of members 

follows up with attendees and non-members 

introduces guests at Local Chapter meetings 

reports on new membership and meeting attendance at monthly Local Chapter meetings 

performs other duties as assigned by the President 
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HDI Capital Area Board of Officers  

Call for Nominations  
 

 
 

Vice President of Finance 

maintains Local Chapter funds 

maintains the Local Chapter financial records 

collects fees at meetings, as applicable 

pays bills and expense reports approved by the President 

submits Local Chapter financial records quarterly to HDI 

follows up on monthly membership fees from HDI 

reports general financial status at monthly Local Chapter meeting 

performs other duties as assigned by the President 

 

Newsletter Editor 

maintains consistent format of monthly Newsletter 

compiles monthly Newsletter content from members and officers 

works with VP of Communication to distribute monthly Newsletter to Local Chapter membership 

coordinates vendor advertisements in the Newsletter 

prepares hard copies of Newsletter for distribution at Local Chapter meetings 

performs other duties as assigned by the President 

 

Secretary 

maintains Local Chapter and Officers meeting minutes 

sends the local chapter meeting minutes to the Webmaster for posting on the website and the VP of Com-

munications to include a link in the meeting blast. 

submits Local Chapter meeting minutes monthly to HDIôs CFO and Regional Director 

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

acts as liaison between the Local Chapter and HDI 

contributes to Newsletter with information about the meetings from, and pertaining to, HDI 

reports on HDI initiatives at monthly Local Chapter meetings 

performs the meeting duties of the VP of Communications in the VP of Communications absence 

performs other duties as assigned by the President 

 

Vendor Liaison 

solicits vendor sponsorship of the local chapter based on the levels outlined in Capital Area Vendor Spon-

sorship guidelines 

solicits sponsors for website and newsletter 

solicits Local Chapter meeting sponsors 

works with vendors for sponsorship of special events 

plans special events and the Vendor Fair with the President and VP of Programs 
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January 20th Meeting  
IT Contract Lessons Learned  

 

Topic will be IT Contract Lessons Learned.  We'll cover lessons learned in dealing with IT contracts from the 

contractor and government side and solicit input from the members on their experiences.  

 

12:00 to 12:30 Lunch and Networking  

 

12:30 to 1:50 Meeting Begins  

 

1:50 to 2:00 Survey Drawing for Gift Cards  

 

2:00 Meeting Ends  

 

2:00 to 2:20 Tour Local Service Desk (for those that are interested)  

 

NASA HQ Building  

Rm 2O43  

300 E Street S.W.  

Washington, DC, 20546  

 

Directions:  

From Metro Federal Center SW, head south on 3rd St SW for two blocks  

(go past Pot Belly Sandwiches, go under the train overpass).  Make a  

right on E St SW and enter the 9 floor NASA Bldg at the West Entrance.  

 

See guards at the West Entrance.  Your name will be  on the list and someone will walk you to the room on the 

2nd floor.  John Sprague's work number is 202 -558 -8247 or 540 -538 -9193.   

 

Parking meters are all around the building and there is a parking lot  across the street from the west end of the 

building, but all parking is expensive, suggest using the Metro.  

 

John Sprague Bio:  

 

John Sprague is a civil servant with NASA serving as the End User Services Project Executive where he's in 

charge of all NASA computers, PDAs, cell phones and the email system (excluding mission control  

computers).  His previous jobs included Service Desk Manager for the US Army IT Agency in the Pentagon, IT 

Operations Manager for Homeland Security, Tier 2/3 Helpdesk Manager at FBI Headquarters, Info Systems  

Flight Commander at Eglin Air Force Base, Helpdesk Manager for the Joint Staff Support Center, and Network 

and Helpdesk Manger for the Office of the Secretary of Defense P&R.  John has also been a Contracting Officer 

Technical Representative (COTR), helped write several large contract bids as a contractor and procured services 

as a government employee.  John retired from the Air Force after 22 years of service.  
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Transformation can be subtle, yet subtle changes can have significant impact on your business.  
 

Interact with more than 2,000 support practitioners who share many of your same challenges and goals. Learn from their 

mistakes and successes; discuss real-world situations, and deliberate viable solutions. You will walk away with actionable 

ideas that you can immediately implement upon return to work.  
 

Discover emerging trends, innovations, and examine valuable best practices 

Probe critical processes that positively impact technical support operations. 
 
Learn how to increase your support centerôs capacity, reduce overhead, and improve customer loyalty 
from people who have already succeeded in doing so. 
Facilitated by industry thought -leaders, practitioners and process experts from around the world, the 
HDI Annual Conference is the largest, most-respected technical support educational event. Only the 

HDI 2010 Annual Conference & Expo can bring you face to face with the contacts and knowledge you 

need In your quest for service excellence.  
 
Conference Activities  

13 pre-conference workshops 

6 thought-provoking keynote speakers 

80 content-rich breakout sessions 

100+ vendors present powerful technologies, products and services 
And much more.... 

 
YOU Should Attend  

This event addresses the needs of all internal and/or external technical support professionals ï from seasoned directors to 

front -line analysts ï and provides valuable insight into how formal procedures, processes and properly selecting and utilizing 

industry tools can improve your support operations, including:  

Senior-level VPs/Directors who are accountable for strategic planning and alignment  

New and experienced managers responsible for operational and tactical plans 

Team leads and supervisors in charge of day-to-day operations, coaching and monitoring 

Analysts and technicians who require a foundational understanding of industry principles  

CIOs who desire financial improvements from enhanced support operations 

CTOs who require integration of support center strategy with other IT departments  

Customer service and contact center professionals who are expanding their services to include help desk and/or technical 

support operations 
 

To learn more about this event and to register for the conference & expo, visit  

  
http://www.thinkhdi.com/HDI2010/  



 
November Meeting Recap  

 
 

Thank you to Leslie O'Flahavan and the American Banker's Association (ABA) for hosting the November 

local chapter meeting.  Leslie OôFlahvan did a workshop, on how to measure the quality of your agentsô e-

mail using E -WRITEôs Customer Service E-Mail Scoring Tool and  how to develop a writing skills recogni-

tion program for your contact center.  Attendees received E -WRITEôs Customer Service E-Mail Scoring 

Tool, a set of writing mini -quizzes to use to assess agentsô writing skills , a collection of customer service 

e-mails to use to benchmark your agentsô e-mails  and  a writing assessment to use to screen agents for 

writing skills during the hiring process.  
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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 22 23 24 25 26 

27 28 29 30 31   

December 2009 

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 22 23 

24 25 26 27 28 29 30 

       

January 2010 

 

 

Please visit http://HDICapitalarea.com 
for newsletters, presentations and meet-
ing information. 

The Local Chapter Meeting for January 
will be on Wednesday January 20, 2010 
(see page 11 for details) 


