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Spirit of Washington Cruise 4 just a dream; it can actually become your reality! Turning
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HDI Manager of the Year 5 positive approach to making it through stressful times em-
HDI Training and April meeting Recap 6 powers you to become more proactive in facilitating positive
HDI S Training Event - process and movement through these times. The Stress Less
vmmer Training =ven Way offers simple yet effective techniques that are designed
HDI Service Management Conf and Expo 8 to help you reduce your levels of stress while increasing pro-
Bio for TaMara Campbell 5 duct!wty in the workplace thus ultimately improving your
quality life.
Calendar 10

As temperatures are rising, So are our customer's stress lev-
els! As the mercury climbs, our customers more and more
vent their feelings about their hot environment on you and

your team. But we've invited guest speaker TaMara Campbell
(See page 9) to bring in some cool fresh air! She'll be talking
hdicapitalarea.com and showing us some great techniques to help our team re-
-hdicapitalarea.com lax, de -stress - and help calmer heads prevail! Don't miss it!
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President: Sandy Seroskie LOCATION
President@hdicapitalarea.com American Banker's Association
Vice Presidefrograms: Brian Farrell 1120 Connecticut Ave NW
Programs@hdicapitalarea.com Washington, DC

Membership@hdicapitalarea.com

Vice Preside@ommunications: Frank Bowers

Communications@hdicapitalarea.com AGENDA
, , 12:00 to 12:30 Lunch and Networking
Vice Presidefi : Earl Brak . .
F{ﬁincfghdicgé?;ireﬁ [;onr]a . 12:30 to 1:50 Program (breakout sessions and questions)
- 1:50 to 2:00 Survey Drawing and Prize Give Away
Vendor Liaison Heather Donnelly 2:00 Meeting Ends

Vendors@hdicapitalarea.com

Newsletter Editor: Greer Parker We look forward to seeing you there. Reserve your seat by

Newsletter@hdicapitalarea.com . . .
@ P contacting RSVP to  rsvp@hdicapitalarea.com

Secretary: Crystal Lloyd
Secretary@hdicapitalarea.com

Webmaster: Jerry Byers
Webmaster@hdicapitalarea.com www.HDI Cap i ta|Are a.com
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Last month Capital Area Officers, Earl Brake, Greer Parker, Heather Donnelly, Jerry Byers and myself at-
tended the Local Chapter Officers meeting at HDI
Year Finalists were recognized, including our own NJ Robinson. We were extremely proud to have NJ repre:
sent the Capital Area and Northeast Region.

Our chapter was awarded the Platinum Circle of Excellence at the officers meeting. Once again, | am so
thankful to our officers and members, who assisted in achieving our goal. Capital Area Board of Officers
gathered in March to set goals for 2009 and with your support, we hope to reach Platinum again in 2009.
The biggest way you can help is to block your calendar from 12:00 to 2:00 ol WWedhesday of the

month to attend our local chapter meeting. Our lunch meetings provide networking opportunities with area
professional, so you can hear what they are doing at their service desks that may assist you with solving is-
sues you are encountering at your service desk.

Take two hours a month to join us and leverage the knowledge of your colleagues in the industry. We look
forward to seeing you in May!

HDI Membership Levels

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

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.HDICapitalArea.com
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Minaz Jiwa

2009 Help Desk Institute Global Analyst of the Year
Sponsored by Robert Half

ECongratuIations to Minaz Jiwa for being awarded the HDI Global Analyst of the Year Award in Las

: Vegas at the HDI Annual Conference & Expo on April 7, 2009. Minaz Jiwa, who is a Customer Sup- =
: port Analyst | for Worksafe BC for the past 11 months, is a gifted analyst that not only has exceptional :
: technical skills; he has the patience, understanding and the people skills that make a great analyst. =
: Minaz enjoys using his expertise to assist his team mates, his customers and to improve operational

: procedures.

: The Customer Support Analyst | (CSAI) is responsible for providing first level support to 3500 inter-

: nal (WCB employees and affiliates) and external (website and online application users- e.g. employ- :
: ers and claimants) clients for technology related problems and questions; assessing severity of prob- :
: lems and elevating problems to second or third level support as required; recording problems in the
: support tracking tool; acting as a single point of contact for all technical support issues to ISD and cli- :
: ents; coordinating and/or presenting established education courses and seminars; and assisting with :
: training of entry -level customer support centre staff.

firobert Halt” | 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.HDICapitalArea.com
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Wednesday, June 17th Meeting
Our Annual Team Building Luncheon Cruise along the Potomac

It is time for our Annual Team Building Event aboard the Spirit of Washington. This year, we will
board the ship on Wednesday, June 17th and we hope you can join us for the cruise along the Poto-
mac River. It is a great way to see the city, meet area professionals and learn about what they are do-
ing at their services desks. Area companies often use the cruise as a teathuilding event and invite
their analysts to rejuvenate their team.

Seating is limited, so RSVP early to rsvp@hdicapitalarea.com. The ticket cost is $30.00 per ticket
for the first 30 people to register (a savings of $20.57 off of the retail price). Additional tickets may
be purchased at $45.00 (a savings of $5.57).

The Cruise will include a lunch buffet, served with coffee, tea and water. There will be a Professional
DJ. performing, Wait Staff and Sight -seeing Narration. The cruise route is down river towards Old
Town Alexandria. Attendees may choose to move about the decks to take in the fresh air.

Reserve your seat by sending your attendee names and companies to RSVP to
rsvp@hdicapitalarea.com by Friday, June 12th. The VP of Finance, Earl Brake, will email you an in-
voice.

June 17th Meeting Agenda

AGENDA

11:30 Boarding

12:00 Ship leaves the dock

12:00 to 2:00 Luncheon Cruise along the Potomac

2:00 Ship returns to dock

Location

Spirit of Washington
The ship is docked at Pier 4 where 6th & Water Streets meet in SW Washington, DC.

METRO: Green Line/Waterfront stop
PARKING: Parking is across the street for a cost

Visit http://www.spiritcruises.com/dc/directions.jsp#dc  for Directions

www.HDICapitalrea.com
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HDI Introduces
Service & Support Manager of the Year Award

MANAGER

OF THE YEAR
AW ARD

Ultimately, leadership is about getting things done that drive action, get results, and improve performance.
Il tds the ability to influence and motivate ot he

best contribute towards the attainment of goals. A true leader has the confidence to stand alone, the coura
to make tough decisions, and the compassion to listen to the needs of others. They might not set out to be
leader, but they become one by the quality of their action and the integrity of their intent.

The Manager of the Year award will acknowledge and honor a great leader, a Service and Support Mange!
who has been in his or her current management role for the past 12 months, supportorgpllryT ser-

vices within his or her organization. Through this award program, HDI seeks to recognize prominent profes
sionals 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, Apr2@09 in Las Vegas,
NV. Our first winner will be announced at the HDI Annual Conference & Expo in 2010. The first deadline
for nominations is October 31, 2009.

Information including nomination process, Award criteria and guidelines visit this website:
www.ThinkHDI.com/hdimgraward .

E3HDI

THINK i Robert Half
SERVICES

# CIES ONCFUNTED USRESS M ED A

www.HDICapitalArea.com
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HDI is coming toWashington DC! We are pleased to announce that HDI is planning several training classe®Jastiagton
DC area. We encourage you to promote these classes to your local members and their peers, as it is a great way for yowrazhaptgr to
extra income.lt 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

6/01-6/03/2009 Arlington, VA
6/01-6/02/2009 Arlington, VA

HDI Support Center Manager
HDI Support Center Team Lead

6/01-6/03/2009 Arlington, VA  Knowledge Management Foundations:KCSsm Principles
6/01-6/03/2009 Arlington, VA  HDI Support Center Director

6/03-6/04/2009 Arlington, VA  HDI Support Center Analyst

6/04-6/04/2009 Arlington, VA  Building Your Service Catalog

6/01-6/02/2009 Arlington, VA  Support Center Metrics and Measurements

To register your attendees, go to the HDI websitew.thinkhdi.comand click on theTraining/Certification tab, then on Course Sched
ule. Scroll down to find the desired class and click on registéere you will seéPromotional Code" ... Please advismur attendesto
use the source cod€c07 when registering.Your chapter will receiv850 for every paid attendee using this codéontactTiffany
Vaughnat HDI for registration information at19-268-0309 or email her avaughn@thinkhdi.com

Thank you for your support!!

April Meeting Recap
How to Handle an Irate Caller
and Controlling a Call Before it Controls YOU!"
Presenter: Heather Donnelly

Many thanks to IMF for hosting the April 15th meeting. Heather Donnelly gave a great presentation that
focused on how to handle an irate callerd and controlling a call before it controls YOU!

Congratulations to our April drawing winners!
$15 Starbucksd Evan Payne
$15 Starbucksd Cheryl Durant

$25 Ruby Tuesdayd Cheryl Mascarenhas

You can Subscribe to receive our meeting notices, newsletters and meeting minutes by going to :
http://www.mailermailer.com/x?0id=24221c
The Local Chapter Meeting for May will be on Wednesday May 20, 2009.

VISIT http://HDICAPITALAREA.COM For more details

www.HDICapitalArea.com
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