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Wednesday, July 15th Program  

 

Social Media  
 

The White House is Using ité 
Why arenôt you? 

 

Presenter: Heather Donnelly 
 

Are you confused by all the buzz surrounding MySpace?  All your friends 
and co-workers leaving you behind on Linked In, Facebookééand now 
Twitter. What is all the hype?  Attend the July meeting to find out what So-
cial Media is all about and how you can benefit from itsô use both personally 
and professionally.   
 
Donôt miss this opportunity to learn how to make Social Networking work 
for you. See you in July! 
 
Go to page 5 for more information.  

AGENDA 

12:00 to 12:30 - Registration and Lunch  

12:30 to 1:45 - Presentation 

1:45 to 2:00 - Closing remarks and Prize Drawing 

LOCATION 
 
International Trade Administration  
 
Located on the Mezzanine level of the Ronald Reagan Building and Interna-
tional Trade Center. Allow enough time to pass through security. 
 
  

There is self park and valet parking available for a cost under the 
Reagan Building.  
 
If you would like to attend, please RSVP to: 
rsvp@hdicapitalarea.com 
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Presidentôs Message by Sandy Seroskie 

In June, Phil Gerbyshak presented ñThe Help Desk Managerôs Crash Courseò on HDIôs SPIN. For those of 

you who donôt know about SPIN, it is an excellent benefit of HDI membership. SPIN offers regularly sched-

uled, content-rich web seminars at no cost to HDI members. (Silver level membership or above is required.) 

These webinars keep IT professionals (like you) on the cutting-edge of new industry trends, and up-to-date 

on the latest best practices and issues in the support center. 

 

Philôs presentation was widely attended and offers practical information for new managers ï a Crash Course 

to get you up to speed and more effective quickly If you missed Philôs SPIN presentation, go to http://

www.thinkhdi.com/members/SPINArchive.aspx. Previous presentations are recorded and archived, so you 

can download them and watch them at your convenience. This monthôs SPIN, July 21st, is Understanding 

Support Models and Their Return on Investment hosted by HDIôs Rich Hand (see page 3). Register at http://

www.thinkhdi.com/members/SPIN.aspx 

 

Phil Gerbyshak is a dedicated leader in our industry and who is readily available to share information to help 

others be successful. We were delighted to have Phil speak at our December 2008 awards luncheon, where 

he energized our attendees. Phil is highly accessible and always willing to answer questions. Phil shares rich 

content - look for him at http://http://www.philgerbyshak.com/  You are sure to pick up valuable nuggets of 

information to help you through challenges! 

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 

http://www.thinkhdi.com/members/SPINArchive.aspx
http://www.thinkhdi.com/members/SPINArchive.aspx
http://www.thinkhdi.com/members/SPIN.aspx
http://www.thinkhdi.com/members/SPIN.aspx
http://makeitgreat.typepad.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  
 

 

   

  8/24 - 8/25 2009 Arlington, VA  HDI Support Center Analyst 

  8/24 - 8/25 2009 Arlington, VA  HDI Support Center Team Lead 

  8/26 - 8/28 2009 Arlington, VA  HDI Support Center Manager 

  8/26 - 8/28 2009 Arlington, VA  ITIL® v3 Foundations  

 

 

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!! 

 
                                               Upcoming Spin Webinars  
 

  Understanding Support Models and Their Return on Investment 

Tuesday, July 21, 2009 10:00 AM (PDT)  

Hosted by: Rich Hand: Executive Director of Membership, HDI                                                                                                                       

                                                                                                                               Sponserd By 

 

Session Description: 

These challenging times are forcing us to think about everything we know in a different way. Can we deliver efficiency and 

value as a distributed support organization? Is centralized support still a viable model in these economic times? What is a virtual 

support model? What do we need to be thinking about as support managers when assessing our current support organization? 

  

Join Rich Hand as he lays out the groundwork for a discussion on the "new" support models of the future. Is there one or many? 

He will interview a special guest who has written and studied new ways of looking at the support organization. Join the discus-

sion and determine if there is a better way to deliver support to your organization.  

Visit http://www.thinkhdi.com/members/SPIN.aspx 

 

 

 

 

 

 

 

 

 

 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com


P ag e  4   The Capi ta l  ReporterThe Capi ta l  Reporter   Vo lu me  1 ,  I s su e  6   

  www.HDICapi ta lArea.comwww.HDICapi ta lArea.com     

June Meeting Recap  
June Team Building Cruise  

           
           
           

             Sponserd by 
 

On June 17th, HDI Capital Area meeting attendees boarded the Spirit of Washington for our Annual Team Building 

Cruise. Many area managers brought their teams to celebrate their success and commitment. Our group was located 

on the top deck of the ship and enjoyed beautiful views of Washington DC, Virginia and Maryland as we cruised up 

the Potomac past the Woodrow Wilson Bridge. Nikki Haase of RightStar Systems, Capital Area sponsor of this 

yearôs cruise, kicked off the event with a toast. After lunch, Kandy Nardini and Andrew Schneider showed their 

moves in the dancing competition. The two-hour cruise closed with more dancing and our meeting drawing. HDI 

Capital Area would like to thank RightStar for their generous sponsorship and participation in our chapter. 
 

 

 

 

 

 

June Meeting Drawing Winners 

Keith Harris ï $25 TGI Fridays Gift Card 

Evan Payne ï $15 Blockbuster Gift Card 

Mike Bellinghoven - $15 iTunes Gift Card 

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

 

 

 
 
 
 
HDIôs Annual Conference 2010 ï Call for Speakers Deadline Extended  
 

HDIôs Annual Conference is March 16-19, 2010 at the Rosen Shingle Creek Hotel in  

Orlando, Florida. Submit your speaking proposal by August 1, 2009.Each conference session offers one complimentary conference 

registration, valued over $1600. If a co-presenter qualifies to participate in the session, another complimentary conference registration 

may be offered. Travel and hotel accommodations are the speaker's responsibility. Read more at http://www.thinkhdi.com/events/

sessionproposals/default.aspx 

http://www.thinkhdi.com/events/sessionproposals/default.aspx
http://www.thinkhdi.com/events/sessionproposals/default.aspx
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Wednesday, July 15th Program  
 

Social Media  
 

The White House is Using ité 
Why arenôt you? 

 

Presenter: Heather Donnelly 
 
 
 

 
Are you confused by all the buzz surrounding MySpace?  All your friends and co -workers 
leaving you behind on Linked In, Facebookééand now Twitter. What is all the hype?  At-
tend the July meeting to find out what Social Media is all about and how you can benefit 
from itsô use both personally and professionally.   
 
Donôt miss this opportunity to learn how to make Social Networking work for you.  
See you in July!  

 
About the Speaker 
 
Heather Donnelly has over 25 years experience in I/T and the Support Industry that 
spans government, healthcare and commercial environments.  Heather is a recognized 
professional that regularly speaks at local HDI chapters and is a frequent presenter at the 
HDI Annual Conference.  Heather recently obtained her PMP (Project Management Pro-
fessional Certification), and holds ITIL V2/V3 Foundations Certifications, as well as being 
a Certified Instructor for HDI.   Additionally, Heather holds Certifications as a Support 

Center Manager, Support Center Team Lead, Support Center Analyst, Knowledge Manager, Help Desk 
Manager, Help Desk Analyst, Customer Support Specialist and Help Desk Professional.  In her spare 
time, Heather enjoys boating, cooking, wine tasting and hanging out with her significant other and 17 y/o 
daughter and two Bichon Frise's, Frosty and Chili.  

AGENDA  

12:00 to 12:30 - Registration and Lunch  

12:30 to 1:45 - Presentation  

1:45 to 2:00 - Closing remarks and Prize Drawing  

LOCATION  
 
International Trade Administration  
 
Allow enough time to pass through security.  
There is self park and valet parking available for a cost under the Reagan Building.  
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HDI Awards Programs 
 

HDI has several programs geared toward reward and recognition for your Analysts, Managers and Teams. This is a 

benefit of your membership and is FREE. The only cost is your time to complete the nomination form. 

 

 

 

 

  

 

 

HDI Service & Support Manager of the Year Award 

The Manager of the Year award will acknowledge and honor a great leader, a Service and Support Manger 

who has been in his or her current management role for the past 12 months, supporting any - or all - IT 

services within his or her organization. Through this award program, HDI seeks to recognize prominent 

professionals who most clearly demonstrate the ability to serve and advance information technology within 

their organizations. 

This annual award was introduced at the HDI Annual Conference & Expo, April 6-9, 2009 in Las Vegas, 

NV.  Our first winner will be announced at the HDI Annual Conference & Expo in 2010. The first dead-

line for nominations is October 31, 2009. Information including nomination process, Award criteria and 

guidelines visit http://www.thinkhdi.com/hdi.aspx?c=409   

Help Desk Analyst of the Year Award 

HDI introduced the HDI Analyst of the Year Award in 2004. Each year, HDI works jointly with the HDI 

local chapters to identify and award the industryôs top first-level support analyst. Support analysts who 

are nominated at the local chapter will have an opportunity to compete with their peers locally, region-

ally, and globally for this prestigious award. 

 

The nominator presents to the local chapter a personal business profile of the nominee including specific 

attributes that demonstrate the nomineeôs understanding of industry standards, commitment to excellent 

service, and consistently exceeding performance objectives.  

 

The winner from each of HDIôs seven local chapter regions are invited to participate in the HDIôs Global 

Analyst of the Year Awards festivities held during the HDI Annual Conference & Expo. Robert Half 

Technology, the premier sponsor, covers each regional winner's conference registration while the Region covers travel expenses. 

For information about the nominating process, visit http://www.hdicapitalarea.com/analyst.html  

Team Excellence Award 

HDI honors two outstanding teams with the prestigious award of Team Excellence...one for Internal 

Support and one for External Support. The HDI Team Excellence Awards honor world-class support 

organizations that have most enhanced the image of the industry by achieving the highest standards of 

excellence for delivering internal and external customer service and support. Both the Internal and Exter-

nal Awards use the same criteria for submission, each focusing on People, Process, and Technology as-

pects of the support center. 

The finalists will be honored at HDIôs Annual Conference & Expo during a morning General Session 

where the winning teams will be announced. Winners of the Internal Support and External Support Team 

Excellence Awards will be featured in a full company profile in Support World Magazine and Industry Insider and on HDIôs website. 

Winning teams will also be announced in a press release which is issued via PR Newswire and to a targeted media/analyst list. Infor-

mation including nomination process, Award criteria and guidelines visit  

http://www.thinkhdi.com/hdi.aspx?c=186 
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Thursday, August 20th Program  
The Dirty Dozen of Common Survey Mistakes  

 
Dr. Fred Van Bennekom will be in town teaching his workshop on Monday, August 
17th through August 19th (see page 7 & 8), so our August program will move from 
our regular Wednesday meeting, to Thursday, August 20th . Many thanks to 
American Bankers Association (ABA) for hosting the training event and our August 
program! Register early, Dr. Van Bennekom is extremely informative and draws a 
large crowd! 
 
Sound business decisions require good information, and a frequently chosen method 
to collect this information from customers or employees is through survey research.  
Surveying is seductive because it seems so simple: you just ask a bunch of ques-

tions.  However, collecting good, reliable  survey information requires that the survey be design and executed 
properly.  Unfortunately,  survey practices, especially questionnaire design, are a minefield where the novice ï 
or pro ï  can unwittingly make mistakes that will lead to misleading data and bad business decisions.   
Using actual survey examples, this presentation will highlight errors commonly made by novices ï and by some 
market researchers.  Attendees will leave with a heightened appreciation for the art of survey design as well as 
ideas for the management of a survey project that will prevent these errors.   
Learning objectives: 
 

1. Understand the concept of surveying 
2. Learn the common mistakes made in the design of a survey instrument 
3. Explain common biases introduced from poor question design and construction 

 
Fred Van Bennekom founded Great Brook to help organizations increase their effectiveness by capturing and 
applying feedback, especially customer feedback.  Dr. Fred delivers workshops teaching survey research prac-
tices based on his book Customer Surveying: A Guidebook for Service Manager.  Through Great Brookôs Survey 
Mentor Suite, Fred provides hands-on mentorship to people to develop better survey programs and question-
naires, and he conducts audits of feedback processes.   
Fred also helps customer support groups voice customer needs into product development processes to yield 
higher quality products at lower Total Cost of Ownership.  With Dr. Keith Goffin of Cranfield Management 
School, Fred co-authored a major research report on Problem Prevention Through Design for Supportability: 
Gaining Competitive Advantage from Customer Support. 
Additionally, Fred teaches operations management in Northeastern Universityôs Executive MBA and at Babson 
College.  He has also taught at Harvard, Boston University, and Boston College.  He received his A.B. from 
Bowdoin College and his masters and doctoral degrees from Boston University's School of Management.   
Prior to his consulting and academic careers, Fred served for a decade as an information systems consultant for 
Digital Equipment Corporation's Customer Service organization, developing operational  reporting systems for 
field service management.  Fred has published in both industry and academic journals and is a frequent speaker 
at industry conferences worldwide.   

AGENDA 
12:00 to 12:30 - Registration and Lunch 
12:30 to 1:45 - Presentation 
1:45 to 2:00 - Closing remarks and Prize Drawing 

LOCATION* 
American Bankers Association (ABA) 
1120 Conn. Ave NW 
8th Floor Ogilvie Room  
Wash DC 20036 
 
*Conveniently located across from the Metroôs Red Line and two blocks from the Metroôs Orange Line 
There are a number of parking garages close by for a cost 



Survey Workshop Series 
 

presented by 

Dr. Frederick C. Van Bennekom  of  

 

Hands -On Workshops to Learn How to Create Successful Survey Projects  

In Washington DC - August 17
th
 to August 19

th
  

 
urveys are an invaluable tool for researching the attitudes, feelings, concerns, and priorities held by 

some group.  By constructing a questionnaire and collecting responses from a sample, we can draw a 

profile of the group as a whole.  The survey findings can then 

support fact-based continuous improvement projects towards the goal of 

long-term competitive advantage.  An employee survey, for example, could 

identify reasons for employee turnover, and provide for reducing those 

costs.   

Surveys are commonly used to gauge customer sentiment. The findings 

from a customer survey can provide critical information about customersô 

expectations and future needs when creating new service and product 

offerings.  Surveys conducted after some event can monitor the quality of 

service delivery and product performance from the customersô viewpoint 

and identify those customers in need of service recovery actions. The 

techniques for managing a survey program and developing a valid 

instrument are common across all areas. 

However, a survey program is only valuable if the surveying effort is 

properly designed and executed. While performing a survey seems 

deceptively simple ï itôs just a bunch of questions and web tools make it 
quick and cheap ï a small mistake in the survey instrument or survey 

administration can skew or bias the data, leading to erroneous conclusions. 

 

Who should attend the workshops? The Survey Design Workshop & 

Survey Data Analysis Workshop provide its students the background, 

knowledge, tools, and critical thinking skills to build a successful survey program from start to finish. These are 

not workshops about why surveys should be done. Rather, the workshops teach step-by-step how to conduct 

survey programs. Dr. Fred teaches the tools and techniques for each step in a surveying process, and he 

identifies the questions that need to be asked ï and answered ï at every stage, questions the untrained would not 

think to ask.  Immediate feedback is also provided on attendeesô survey instruments through a group critique 
of instruments brought to the class!   

The workshops are a two-day and one-day event, respectively, with combined pricing available. See the website 

address below for links to each of our workshops where you will find detailed information, including prices & 

discount information for early registration and for work colleagues of those who have previously attended this 

workshop. Workshop pricing includes workshop materials, lunch, and a copy of Dr. Fredôs book, Customer 
Surveying: A Guidebook for Service Managers..   Please note: We just introduced a webinar format! 

 

TO REGISTER  
go to www.greatbrook.com/survey_training.htm   

or call 877 -GreatBr (877 -473-2827). 

S 
"Dr. Fred is a most engaging 
professional speaker. He has 

the unique ability to make 
scientific formula, analysis and 

survey instrument design 
appealing and understandable 
to the science challenged.  The 

novice survey designer can 
learn to produce effective survey 

instruments under Dr. Fred's 
tutelage.  The big mystery 

becomes how he makes the 
learning process of such dry 

material so fun & easy.  Dr. Fred 
gently tickles the funny bone 

while he educates.  He is truly a 
master survey design instructor 
and a pleasure to study under.  

Bravo!"   

Valerie Railey, US Courts 
Librarian, San Diego 

Bad data is worse than no data! 
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