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July 2008 Volume 7, Issue 6 Wednesday, July 16th Meeting - ITIL v3
. . Overview and Benefits
Inside this issue:
= Speaker: John Sprague
President’s Message 2
Membership Information 2 ITIL v3 is still very new and hasn't been implemented in very many
Help Desk Analyst of the Year 3 places. This high level brief _talks abOl_Jt what's new in v3 and uses v2
examples to show the benefits. The slides cover:
June Cruise 3 - ITIL version 2/3 Explained
- — - ITIL version 2/3 Benefits
HDI SPIN Webinars/HDI Training 4 - ITIL version 3 Core Volumes
2008 Officers Summit 5 - Certifications
- Discussion
HDI Service Management Conf and Expo 6
Calendar 7 John Sprague has been the US Army IT Agency Service Desk
Manager for 1 1/2 years. In addition, he setup the new Homeland
Security Help Desk and was the FBI Tier 2/3 Help Desk Manager.
John is retired from the Air Force, the father of 3 boys and currently
EA2008i 2009 the Assistant Scoutmaster of Troop 244.
AGENDA
N 12:00 to 12:30 Lunch and Networking
dg‘:‘f&'\te}ggf‘e'gogm 12:30 to 1:50 Program (ITIL v3 overview, questions, issues)
P i 1:50 to 2:00 Survey Drawing and Prize Give Away
2:00 Meeting Ends/Tour of the ITA Service Desk
resident: an_dy _Seroskie LOCATION
R =rea.com Pentagon 6607 Army Pentagon Room BE884 Washington, DC 20330
Vice PresidenPrograms: Brian Farrell but to Google map it: N Rotary Rd Fort Myer, VA 22211
Programs@hetapitalarea.com
*% i 1 *k
e e e Allow a extra time to clear security. Must have two forms of ID
Membership@heltapitalarea.com ] ) ) ]
: . - One has to be a picture ID like a driver's license or government |D
\C’g’gg[lerﬁg’aeﬁ’;ﬁggm"'ﬁ:fg’rgzC'Z’;”k LELEE (CAC card), the other one can be a credit card, social security card or
s ' other card with your name on it. No pictures are allowed, even in the
Vice PresidenFinance: Earl Brake parking lots.
Finance @heltapitalarea.com
Vendor Liaison Heather Donnelly Metro access is best to the Pentagon Metro stop on the yellow or blue
Vendors@hdcapitalarea.com lines and enter the Pentagon Metro Entrance. Go through the guard
L booth to the left of the entrance, then go left to the badging area and
Newsletter Editor: Greer Parker -
newsletter@hdcapitalarea.com wait for an escort.
ggg:gg%h%%z‘ai't;:gyga com If you are driving, park at the Fashion Centre at Pentagon City and
s ’ then go through the walkway under Interstate 395 to the Pentagon
Webmaster: Open Metro entrance.

www.HDI -CapitalArea.com
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Presi dent bySandMesgieS a g €

Ron Muns, HDI Gl obal 6s former | eader, of
Aputting something downo. This meant whe
working event, your goals should include learning something new to take with you and to
sharing something with someone else, so they could take it with them. Throughout my in-
volvement with HDI Capital Area Local Chapter, | have had the pleasure of hearing and
meeting incredible speakers, who are ded
you have heard Kirk Weisler and Chad Hymas speak at our local chapter meetings. Kirk
and Chad are included in the bodpeaking of Success, World Class Experts Share

their SecretsThe book is a collection of interviews with 14 successful motivational/
inspirational speakers and authors of our time, who share their experiences to help you
build your own roadmap to success. Read this book and pick up something new to share
with your team members, family and friends.

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 ¥ v v v v
HDI's Annual Conference & Expo discounts v vy v v
Special event discounts e v v v
Training discounts v 4 v v
HDI eStore discounts v v v v
Web access for members only v v v v
Annual Subscription to Support World T v v v
Q(gt:v?/zf I(tc() Sthl:IeNS)upport Professional Information v v v v
Discounts for entire employee site v v
HDI Industry Leading Publications 1 set 1 set 5 sets
Online Training 1 Course 1 Course 2 Courses

www.HDI -CapitalArea.com
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. There is! All you need to invest is a bit of time to complete the application, then attend the Luncheon honoring .
Managers and Nominees. :

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

HDI 6s Gl obal Analyst of the Year Awards Gala, spons:ore
ference.

3
Of The Year
su

E For the last two years, the 2007 and 2008 HDI Global Analysts of the Year, Bimpe Oyelese of the World Bank and Ruben Canalesof .
E 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.

E Remember, there is no charge for nomination - the only requirement is that nominees work for a company with at least one HDI mem-
= ber.

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@hdtcapitalarea.com by October 15th:

¢ Help Desk Analystos Name

EO Company
» ® A paragraph describing the individuals achievements (why you are nominating them)
EO Manager 8s 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 an-
= nounced 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@hdtcapitalarea.com with questions. :

Annual Local Chapter Cruise

The Spirit of Washington had a another large party cancel on our June 18th cruise. Rathér th
: take the large ship out for one group, our event got moved to the Capital Elite yacht! The Ca
: Elite yacht holds up to 75 guests and is privately chartered for parties. We enjoyed an ugdgra
: menu, had luxurious surroundings, climatmntrolled decks and spectacular views on our crgise
! All The attendees enjoyed lunch and networking while taking in Washington DC sites from th
i Potomac. A bigrhank Youo Right Star Systems (see page 5) for the sponsoring the crws‘;e

: Visit our website http//mwww.hdc api t al area. com for more i nf

www.HDI -CapitalArea.com
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SPIN offers regularly scheduled, content-rich web seminars at no cost to HDI
members. (Silver level membership or above is required).

The Role of Technology in the ITIL V3 Framework

Tuesday, July 1st at 10:00 AM Pacific
Non-Members are encouraged to take advantage of this free opportunity
(1:00pm Eastern/12:00pm Central/11:00am Mountain/10:00am Pacific)

Presenter: Greg Hines

Greg has been active in service management software and process consulting for more than 15 years. Greg holds Il
COBIT, Six Sigma black belt and several software tool certifications. Greg has been delivering IT tool and process t

for 25 years. Greg has written several ITIL training courses and has developed a-DasaddTIL implementation

methodology. He works closely with the Collaborative for Enterprise Transformation and Innovation at the Ohio Stat

University and InsightETE, an IT service management software vendor in Columbus, Ohio.

Session Description:

There is a lot of information and discussion around ITILV3 processes but what about a tool set to support the proce
Greg Hines our presenter has been active in IT tool implementations for over 25 years. He will share with you the k
things to think about when determining which tools support the ITIL processes. This is NOT tool specific, rather it is

education in the evaluation, process, and key factors that will help you make your ITIL implementation more effectiv

a tools perspective.

Sign up at http://www.thinkhdi.com/members/SPIN.aspx

rom

HDI is coming to Washington DC!  We are pleased to announce that HDI is
planning several training classes inthe  Washington DC area. We encourage
you to promote these classes to your local members and their peers, as itis 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

7/216 7/22 HDI Support Center Team Lead

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 sto use the source code

LCO7 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

Thank you for your support!!

www.HDI -CapitalArea.com
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@JHJHW 2008 Officero

Leading IT Service & Support

OnJune6"i 8", HDI Global hosted their
(LCO) Summit in Colorado Springs. There were about 125 local chapter
of ficers in attendance from the U
t heme was ROCKSTAR, as in AYou are
brings officers together for updates from HDI Global, networking and
sessions that enable us to share ideas to grow and improve our local
chapters. This year, Think Services CEO, Phillip Chapnick and the VP of
Acquisitions and Integration, Michele Maguire also provided an update
and answered questions for attendees. Capital Area Officers, Earl Brake, Brian Farrell and Sandy Seroskie attended this
yeards summit.

Every year, Sophie Klossner, HDI®&s Local Chapter Membe
chapters. Rising Star is the award for the chapter that has been down and out and has come back with strength (the
Capital Area won this award in 2003 when we rebuilt the DC chapter). This year's winner was the Rocky Mountain Local
Chapter. The Ducks in A Row is an award for the chapter that has it all together, works as a team and truly has all of
their "ducks in a row". This year's winner was the New England Local Chapter. The Rock of Our Foundation is an award
for the person that has given back to the industry, has given support to their local chapter, their community and to HDI.
This year's winner was Terry Allen of the Dallas Local Chapter.

This year, in the spirit of Sophieds Rock Award, the |
all over the US and Canada and a collection of stories from the people she has touched. The Northeast region brought
sand and shells, since we have better shells than rocks! For those of you who have not met Sophie, she exudes warmth
and friendship from the moment you meet her. She is the Mother of our local chapters and is always there to support
and guide us. Sophie is a bright light in our industry. Her influence was evident by the outpouring of stories, tears and
hugs during the presentation.

HDI Global hosted a reception on Friday night at their officers with the beautiful view of the mountains. On Saturday,
HDI took officers to dinner at The Warehouse in Colorado Springs and even brought in a live rock band to close the
evening.

Brian, Earl and Sandy came back full of ideas to share with fellow officers to continue to improve and offers services to
the Capital Area members. We look forward to another exciting year!

rshi

oc al

RightStar

SYSTEMS

RightStar is an Elite BMC Solutions Provider specializing in consulting, desig

and implementation of service and desktop management solutions for chang
asset management, HR, and facility applications. As a Technology Alliance Partner, RightStar offers
SDE enhancements, including: MagicWand, advanced bar code scanning, and MagicMobile, remote
vice management from a Welmabled PDA. They have extensive experience in providing infrastructurg
management solutions to achieve better business value by consolidating service management more
tively. More information is found at :

www.rightstarsystems.com.

Contact: Nikki Haase nikki.haase@rightstarsystems.com
703779-4646.

and
several
SDE s

cffec-
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Join HDI at their newest event focusing on key topics in the service management.

Reserve three days in October to drill into the hottest topics affecting service management professiorjals.
Intense, handen workshops facilitated by industry experts will provide you witdepth information,
templates, and tools. Network and share experiences with your peers as you learn how to enhance ypur ser
management operations. This exciting event will reenergize you. When you leave, you will have a todlbox fu
of knowledge that will help you focus on the critical role of support in service management.

HDI Service Management Conference and Expo
Miami Florida
October 1517, 2008

;vr-i ! -1
=REGISTE
==EGISTER

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

Local Chapter Meetings
August 2008

Our August local chapter meeting will Béednesday, August 20thWe look forward to seeing
you there.

Roundtable Discussion : Tools and Technology

WHERE

S| International

12012 Sunset Hills Rd, Suite 800
Reston, VA

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

Reserve your seat by contacting RSVP to

rsvp@hdicapitalarea.com

www.HDI -CapitalArea.com
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7 July 2008
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