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Wednesday, November 19th Meeting  

 
Roundtable Discussion  

 
Reducing Stress and Boosting Morale in Tough 

Economic Times  
 
 
The state of the economy places a lot of stress on 
employees and businesses, which can make the work 
environment especially tense. For Novemberôs meeting,  
we are asking our members to come and join in on a 
round table discussion.  In this interactive session the HDI 
team will review the challenges you are encountering and 
share ideas to boost morale that won't break the bank.  
We look forward to seeing you there.  Reserve your seat 
by contacting RSVP to rsvp@hdicapitalarea.com.   
 
AGENDA 
12:00 to 12:30 Lunch and Networking  
12:30 to 1:50 Program (breakout sessions and questions) 
1:50 to 2:00 Survey Drawing and Prize Give Away 
2:00 Meeting Ends 
 
LOCATION 
Fairfax County Public Schools 
The Nancy F Sprague Technology Center 
4414 Holborn Ave. 
Annandale, VA 22003 
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Presidentôs Message by Sandy Seroskie 
 

 

November is the time where families and friends gather to give thanks. I want to take a moment to thank our 

board of officers, members and vendor sponsors, who have supported our Capital Area Local Chapter 

throughout the year. We are committed to bringing you educational programs and networking opportunities 

to help you find the answers to improve your service desk. 

 

Every year, we hold our annual celebration in December to recognize our Help Desk Analyst of the Year 

nominees and provide a venue where area professionals can bring their teams together to thank them for their 

commitment and celebrate accomplishments. I warmly invite you and your team to join us on December 5th 

at Maggianoôs Little Italy to enjoy a three-course luncheon and a extraordinary speaker, Phil Gerbyshak. 

Read more about our December 5th event on page 3 of this issue. 

 

I always think of our monthly meetings as a booster shot to keep me prepared, positive and motivated to face 

the challenges that occur throughout the month. Our December meeting is a super booster that will leave you 

and your team smiling, refreshed and ready to face new challenges. I look forward to seeing you there! 

 

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 Capitol 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, great atmos-
phere 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 4-6) 
and announce the winner of the Capital Area award. The winner will go on to the regional competi-
tion, with the Regional Winner being sponsored by Robert Half to attend the HDI Annual conference 
(see page 7). 
 

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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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 

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 Event s  
 
 11/17-11/18/2008 Washington, DC HDI Support Center Analyst 
 11/19-11/21/2008 Washington, DC HDI Support Center Manager 

 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 registra-

tion information at  719-268-0309 or email her at tvaughn@thinkhdi.com    

 

Thank you for your support!!  

Save the Date!! 
 
 
 
 

 
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. 

 

For more information visit  http://www.thinkhdi.com/hdi2009/ 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
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October Meeting Recap  

HDI Capital Area's IT Service & Support Event Featuring Keynote Speakers, Breakout 

Sessions and Vendor Expo  
By Heather Donnelly 

 

Whew!!!  What a show, what a day, what a turnout, what a great time...and what can I say except Thank 
you, Thank you, Thank you.....to all the Vendors who participatated (we couldn't have done it without 
you....to all the speakers -- Kirk, Brenda and Barry --you were amazing.....and to YOU......our members, 
guests and participants.  I had a great time at our 2008 Vendor Fair and Show and hope you did too.  
Watch our website (h t tp : / /HDICap i ta lA rea .comht tp : / /HDICap i ta lA rea .com ) for pictures of the day and posted presentations! 
 
 
Prize Winners  
IPOD Nano - Bill Shedid 
IPOD Touch ï Jason Chu 
Digital Camera ï Robert Stanley 
$200 Best Buy Card ï Lynnet Anderson 
Bose Headset ï Judith Ellifritz  
$100 Best Buy Card ï Bennie McMiller  
$100 Staples Gift Card ï Samuel Alcantara 
$150.00 American Express ï  Suzy McKenizie 
Redskins Tickets ï Susan Traxter 
IPOD Nano ï Robin Hart  
$100 Best Buy Gift Card ï Glenece Atwater 
DVD Player ï Kay Klingman 
iPhone ï Ajit Silva  
Make It Great ï Lee Weekley 
Make It Great - Susan Traxter 
Gerard Pastore ï Make It  
Lynnet Anderson - The Cookie Thief 
Mohamed Sisay - The Cookie Thief 
Bill Pabst ï The Cookie Thief 
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Platinum Sponsors  

RightStar Systems  
Dick Stark 
703-242-7200 
dick.stark@rightstarsystems.com 
www.rightstarsystems.com 

RightStar Systems is a leading provider of ITIL-based service management solutions for upper-
middle market firms and government agencies. As an Elite BMC Software Solution Partner, 

RightStar provides consulting, design, and implementation services for BMC Service Desk Ex-

press and BMC Remedy ITSM products. RightStar is also a BMC Technology Alliance Partner and 
has developed several add-on products to enhance the functionality of SDE and Remedy: 

MagicWand, a barcode scanning product integrated with SDE; MagicMobile, for remote access to 
SDE on a wireless device; Magic CI Viewer, a CMDB add-on for SDE; and CAC Connect, a CAC-

enabled interface for Remedy. 

 

TechTeam Government Solutions  
Heather Donnelly 
703-956-8144 
heather.donnelly@techteam.com 
www.techteam.com 

TechTeam is a Gartner recognized industry leader for outsourced help desk solutions. Dedicated 

to help desk solutions for over 25 years, handle more than 3 million contacts annually in 33 lan-
guages. As the first U.S. help desk company to become ISO 9001 certified and an early adopter 

of ITIL, our portfolio of clients includes major manufacturers, large retail operations, and finan-
cial organizations, as well as Government and international clientele. Our ability to leverage our 

commercial best practices was rewarded by a recent USA Contact award, which has resulted in 

TechTeam's selection for contact center solutions for OPM and GSA PBS. 

 

 
 

HDI CAPITAL AREA LOCAL CHAPTER 
OCTOBER 30th 

IT SERVICE AND SUPPORT EVENT 
VENDOR SPONSORS 

 

HDI Capital Area Local Chapter would like to sincerely thank our generous sponsors and our Local Chapter for support-
ing our HDI Capital Area Local Chapter 2008 IT Service & Support Event. Vendor support enables us to bring quality 
programs to the capital area.      

http://www.rightstarsystems.com/
http://www.rightstarsystems.com/
http://www.techteam.com/
http://www.techteam.com/
http://www.hdicapitalarea.com/meetings.html
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Gold Sponsors  

Ajilon Consulting  

Ajilon Consulting partners with clients to achieve their unique business objectives through the 

use and implementation of technology. Our flexible delivery methods include both project -based 
solutions and IT staff supplementation in a range of disciplines, including application develop-

ment & integration, infrastructure management, IT quality management, project management, 

testing & laboratory services, supplemental IT services and more. We operate Global Solutions 
Centers at strategic locations worldwide for a competitive approach to increased performance 

and competitive cost structures. With approximately 13,000 employees and 64 locations world-
wide, Ajilon Consulting is a subsidiary of Adecco SA, the global leader in workforce solutions 

headquartered in Melville, New York.

 

Bomgar 

Paul Franchak 
770-407-1825 
pfranchak@bomgar.com 

www.bomgar.com 

Bomgar Corporation specializes in remote support technology enabling the virtualization of the 
support staff. The Bomgar technology enables the Help Desk or Technical Support representa-

tive to request and take control of a userôs desktop for troubleshooting and resolution consis-
tently through any firewall, anywhere in the world. The technology is delivered via hardware 

appliance, the Bomgar BoxÊ, for enterprises of all sizes. It is the most robust remote support 

solution available for multiple operating systems including Windows, Linux, Mac and Windows 
Mobile. Bomgar also offers a pre-packaged integration with BMC Remedy Service Desk tracking 

system and supports multiple languages such as French, German, Japanese and Spanish. 

 

FrontRange Solutions 

(800) 776-7889 
www.frontrange.com  

Founded in 1989, FrontRange Solutions is a leading international provider of Service Manage-
ment and CRM solutions that have been used by more than 130,000 companies and nearly 1.7 

million users in 50 countries to automate and manage IT services and customer-facing initia-
tives. FrontRange covers the full service support spectrum with two distinct industry -leading 

offerings. HEAT® is the FrontRange flagship help desk solution - designed to deliver exceptional 

IT and customer service, optimized for the small to medium business and mid market. Fron-
tRange ITSM is FrontRangeôs next-generation global service management suite, the most com-

prehensive out-of-the-box ITIL® -compliant solution for mid and distributed enterprises. 
HEAT® sets the industry standard for customer support excellence with incident tracking, in-

quiry tracking, and case management, along with advanced telephony tools, self service and 
knowledge management. FrontRange ITSM® leads the industry with an integrated set of nine 

modules: Incident, Problem, Change, Configuration, Release and Availability Management, along 

with Service Level, Knowledge, Inventory Management and the CMDB. 

 

http://www.ajilonconsulting.com/
http://www.ajilonconsulting.com/
http://www.bomgar.com/
http://www.bomgar.com/
http://www.frontrange.com/
http://www.frontrange.com/
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Gold Sponsors (continued)  

Knowledge Accelerators
Sonny Parker
407-590-7554
sparker@knowledgeaccelerators.com 
www.knowledgeaccelerators.com

Knowledge Accelerators is a knowledge services company. We design, implement, and 

manage global enterprise knowledge systems for clients. Having created the Knowledge 

Factory, which allows an assembly-line approach to knowledge content creation, Knowl-
edge Accelerators creates multimedia knowledge at a high velocity, high accuracy rate. 

The company has created an extensive library of multimedia solutions for desktop appli-
cations that is a user self-service and analyst resource. In addition, Knowledge Accelera-

tors creates custom knowledge for clients in 20 languages and 12 delivery formats. 
Knowledge Consulting services are also available.

 

RightAnswers
Coleen Brady
(732) 396-9010 x113
cbrady@rightanswers.com 
www.rightanswers.com

RightAnswers is uniquely focused on delivering self-service and support analyst knowl-

edge solutions by providing a total solution that includes software, pre -packaged con-

tent, content services, and an unmatched client success approach that involves working 
closely with our clients to drive user adoption and content effectiveness.

 

http://www.knowledgeaccelerators.com/
http://www.knowledgeaccelerators.com/
http://www.rightanswers.com/
http://www.rightanswers.com/
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VISIT http://HDICAPITALAREA.COM 

Please visit http://hdicapitalarea.com/ for newslet-
ters, presentations and meeting information. 

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

Local Chapter Meetings 

December 2008 

 

Friday  December 5th. 

 

 HDI Capitol Area Annual Awards Luncheon  
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