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 Capital Area Local Chapter  Washington, DC  

How To Measure The Quality Of Customer Service E-Mail  

(And What To Do To Improve Your Agentsô Writing Skills) 

 

Leslie O'Flahavan's Workshop 
 

November 18th 

12:00 pm to 2:00 pm 

 

Support centers have many ways to measure the quantity of e-mail agents an-

swer, but few even try to measure the quality of agentsô e-mail to customers. 

This workshop will help you learn how to go beyond measuring the number of e

-mails agents answer per hour to evaluating how well agents respond in writing 

to customers. Youôll learn how to gauge your agentsô writing strengths as well 

as the seriousness of your agentsô spelling, grammar, or punctuation errors.  

 

In this workshop, you will learn: 

Ā How to measure the quality of your agentsô e-mail using E-WRITEôs Cus-

tomer Service E-Mail Scoring Tool  

· How to develop a writing skills recognition program for your contact center  

 

You will receive: 

· 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  

· A writing assessment to use to screen agents for writing skills during the hiring 

process 

See page 3 for more details. 

 
AGENDA 

12:00 pm to 12:30 pm ï Registration, Lunch, Networking 

12:30 pm to 1:50 pm -Presentation 

1:50 pm to 2:00 pm ï Prize Giveaway 

 

LOCATION 

American Banker's Association (ABA) 

1120 Connecticut Ave, NW, 7th Floor 

Washington, DC 

 

Metro - Farragut North (Red Line) is closest metro stop, but Farragut West 

(Orange Line) is just a 2 blocks away. 

Parking - There are parking garages in the area for a fee. 

 

Register by emailing rsvp@hdicapitalarea.com  
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Presidentôs Message by Sandy Seroskie 
 

I want to thank of the attendees of our 2009 Professional Development Event All About ñUò You-

University. Our very own Heather Donnelly created an affordable event with speakers that would help our 

audience create new goals and progress their careers. In addition, we found vendors that would help us learn 

to eat better, reduce stress, improve our image, help us update our resumes and provide training to help us 

improve our marketability. I especially want to thank Joe Rychalsky, Abbie Roberts and Diane Poirier of the 

American Red Cross for hosting our event. Their support helped us keep our costs down, while providing a 

beautiful location for our event. 

 

It is hard to believe November is here and it is my favorite time of year. As we move toward Thanksgiving 

and the holidays, HDI Capital Area also takes time to celebrate our services desks and Analysts of the Year. 

Our Annual Awards and Team Celebration luncheon will be on December 11th at Maggianoôs in Tysons 

Corner (see page 4). It will feature a keynote from Kirk Weisler (See page 5) and we will recognize our Ana-

lyst of the Year Nominees, their Managers and companies. I invite all area companies to attend and use this 

opportunity to recognize your star team members. Also, donôt miss this monthôs program - Leslie OôFlaha-

van, one of our most popular speakers, will present a workshop on How To Measure The Quality Of Cus-

tomer Service E-Mail  at our November 18th meeting (no costï See page 3). 

HDI Membership Levels  
 
Whether you want to join HDI as an individual or provide your entire support organization with the benefits of HDI member-

ship, HDI offers several levels of membership to match your individual needs and budget as well as those of your organization. 

  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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How To Measure The Quality Of Customer Service E-Mail  

(And What To Do To Improve Your Agentsô Writing Skills) 

 

Leslie O'Flahavan's Workshop 
 

November 18th 

12:00 pm to 2:00 pm 

 

Support centers have many ways to measure the quantity of e-mail agents answer, but few even try to measure the quality of agentsô e-

mail to customers.  This workshop will help you learn how to go beyond measuring the number of e-mails agents answer per hour to 

evaluating how well agents respond in writing to customers.  Youôll learn how to gauge your agentsô writing strengths as well as the seri-

ousness of your agentsô spelling, grammar, or punctuation errors.  Youôll also learn how e-mail quality (not quantity) leads to first contact 

resolution.     

 

In this workshop, you will learn: 

 

Ā How to measure the quality of your agentsô e-mail using E-WRITEôs Customer Service E-Mail Scoring Tool  

· How to develop a writing skills recognition program for your contact center  

 

You will receive: 

 

· 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  

· A writing assessment to use to screen agents for writing skills during the hiring process  

 

Leslie O'Flahavan is a co-founder and partner in E-WRITE. With E-WRITE, she has helped thousands of people learn to write well for 

online readers. She has developed and delivered customized writing courses for customer service agents, help desk staff, web content con-

tributors, marketers, executives, demographers, county government employees, activists, federal employees, and teachers.  She is the co-

author of Clear, Correct, Concise E-Mail: A Writing Workbook for Customer Service Agents. 

 

A frequent conference presenter, Leslie has addressed groups at the Call Center Exchange, FedWeb, Content Management Network, Insti-

tute for International Research, the Help Desk Institute, the Society for Technical Communication, the Association of Internet Profession-

als, and the Capital PC Users Group. Leslie has also written web content for museums, businesses, and nonprofit organizations.  

 
Before founding E-WRITE, Leslie was a writing instructor and author of educational materials for the Smithsonian Institution, National 

Geographic, and Cable in the Classroom. She's written articles, curricula, brochures, and teaching posters on topics ranging from helicop-

ters to Hamlet, and from dinosaurs to women artists.  

 

AGENDA 

 

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 

 
LOCATION 

American Banker's Association (ABA) 

1120 Connecticut Ave, NW, 7th Floor 

Washington, DC 

 

Metro - Farragut North (Red Line) is closest metro stop, but Farragut West (Orange Line) is just a 2 blocks away. 

 
Parking - There are parking garages in the area for a fee. 

 

Register by emailing rsvp@hdicapitalarea.com  
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HDI Capital Area Annual Awards and Team Celebration Luncheon 

 

December 11th 

 

12:00 PM to 4:00 PM 

 

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 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 lim-

ited, so please register EARLY! The keynote speaker is the internationally recognized Kirk Weisler (see page 5), 

who is one of the most popular speakers at HDIôs Annual Conference. After the keynote speaker, we will recog-

nize our HDI Analyst of the Year Nominees 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.  

 

 

 
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 in-

vited to share them, first nationally, then internationally. He now travels around the world  giving awesome experien-

tial keynotes on the everyday things leaders can do to positively influence, nurture, and build great cultures for them-

selves  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 Atlanta Georgia 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 taking time 
to recognize their extraordinary team members. All nominees and managers will be introduced at our December 11

th
 

Awards and Team Building Luncheon at Maggianoôs (see page 4 for details), featuring a keynote from HDIôs Chief Mo-
rale 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 members by bringing them to the luncheon.  
 
I am extremely proud to present our 2009 Capital Area Analyst of the Year Nominees. Congratulations on your nomi-
nation 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 
continuously 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 responsibility 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 become 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 at-
tention 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 support our customers! 
 
 
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 further 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. 
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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 outside of her team and she was added to a special group as a new member of 
the team to work on a special project. With Aileen on the team, the project was completed on time and had 
a very high success rate. The members 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 won-
derful analyst, Aileen Chan, as a candidate for Help Desk Analyst of the Year for the HDI Washington D.C. 
Chapter.  
 
Araya Mekuria  
Ciber Inc. for the World Bank Group  
Manager: Troy White  
Submitted by: Bimpe Oyelese  
Araya Mekuria has been an exceptional agent; he is very attentive to the needs of customers and very pa-
tient with them. His calming voice is always a welcoming and reassuring sound to his clients. He is never 
frazzled nor intimidated by a problem. Araya is thorough in his troubleshooting and very detailed in case 
documentation. His customer service survey feedback is overwhelmingly positive - each and every one tells 
of the patience, professionalism and knowledge of the agent and the ease with which he conveys the 
knowledge to the client while making them feel empowered. I have personally been grateful for having 
Araya on my team; he turns around projects very quickly and goes above and beyond the expectations set 
for him. Araya reports to work at least 20 minutes before his shift each day and offers to stay behind to 
cover when we are short staffed. He exhibits leadership skills and requires no supervision to get his work 
done and is always willing to assist his colleagues and mentor them. I especially admire that he takes steps 
to continuously improve himself and acquire knowledge; he is constantly looking for applications to learn 
that will help him be a better agent and certifications that can give him an advantage. I am very pleased and 
honored to submit Araya Mekuria as the Help Desk Analyst of the Year for the HDI Washington D.C. Chap-
ter. 
 
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 providing management leadership among his peers daily! He is one of my shining exam-
ples of a great teammate and coworker!  
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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 
Support 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 Com-
batant Commanders in support of the warfighter. She is responsible for providing troubleshooting assis-
tance to 48 GCCS-J sites Worldwide. SSG Rhinesmith used her proactive "customer first" approach to re-
solve over 200 user incidents 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 training of 17 NCO's during these three periods. SSG Rhinesmith also serves as the Army 
Physical Fitness coordinator for JSSC. She is in charge of tracking 45 JSSC Army personnel's physical fit-
ness readiness status. SSG Rhinesmith also volunteered to be one of JC3's CFC Representatives in sup-
port 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. 
 
Liem Vuong  
Marriott International  
Manager: Sterling Jones  
Submitted by:  Sterling Jones   
Since joining our team, Liem has always been one to take the initiative. He presents ideas and develops 
tools that will help us better serve our customers and help our customers better help themselves. Liem is 
not one to sit back and wait for things to happen, he steps up and offers solutions. Liem continually receives 
praise and well-deserved recognition from both customers and his fellow colleagues, and is very deserving 
of this nomination for the HDI Analyst of the Year. 
 
Zachary Wilkins  
MIL Corporation  
Manager: Andrew Schneider  
Submitted by: Andrew Schneider  
Mr. Wilkins is achievement-oriented and consistently achieves high and favorable results from the Customer 
Survey Index from HDI in which we send to all of our customers as we resolve their tickets.  During our re-
cent re-compete it came to light that our Support Center technicians were going to need a plethora of certifi-
cations in order to be qualified to maintain their positions.  From a list of possible certifications Zachary took 
it upon himself to not only achieve the minimum, but added a few more for his education and growth.  This 
in turn increased the value of what we had to offer.  In the span of three months Zachary achieved: MCDST, 
MCP, A+, MCAS (Microsoft Certified Application Specialist in Outlook), HDI Support Center Analyst and 
Dell DNT. 
 
Zachary strives for not only personal enrichment but professional as well.  He has volunteered to overhaul 
our training program by creating a step-by-step SOP, which covers all of the major footprints in the organi-
zation that we support.   He has been with our company for a couple of years now, has developed a strong 
camaraderie among technical team members and is being groomed for greater responsibility  
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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!! 

Dates Location Course 

   

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

October Meeting Recap  
 

 
 
 

 
 

What a great day, what great a turnout, what a great time.  Thank you to all the Vendors who partici-
patated  and to all the speakers Brenda Iniquez, Patricia Frame, and Joanne Smikle.--you were all amaz-
ing. 
 
 
And a big Thank you to our members, guests and participants.  A great time was had at our 2009 All About 
You-niversity personal development event.  
 
 Watch our website (ht tp : / /HDICapi ta lArea.comht tp: / /HDICapi ta lArea.com ) for pictures of the day and posted presentations! 

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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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 mis-

takes and successes; discuss real-world situations, and deliberate viable solutions. You will walk away with actionable ideas th at 
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 An-

nual 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/  
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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 in-
formation about upcoming meetings, events, training, and conferences. In addition to regular events, HDI Capital Area will 
also publish special 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.  
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