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Problem Management  
 
 
Fresh off the heels of our ITIL discussion, thereôs one 
topic which could be the cause of everyone associated 
with the help desk: How do we do a better job of ñseeing 
the forest for the treesò when it comes to outages --  and 
what can we do to prevent them?? How can we help 
eliminate all those redundant calls for the same issues? 
  
 Jeff Gore, an IT Service Management process consultant 
ï with over 10 years helping customers such as FDIC, 
Coco-Cola, Cingular and recently ï DHS Headquarters and 
the EPA ï will talk about ways to help your organization 
adopt strong Problem Management processes and start to 
help making your IT organization more efficient. No More 
Fire Drills!!! 
  
 
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 
 
Managers are always looking for various ways to motivate their employees and a great resource is Bob Nel-

sonôs 1001 Ways to Reward Employees. Even with limited budgets, 1001 Ways provides low cost ideas, 

strategies and best practices to make you successful in creating a highly motivated team. Dr. Nelson cites 

that public praise is ñranked as one of the top recognition preferences by todayôs employees.ò He goes on to 

share the following items as being either very or extremely important to them: ñcustomer letters publicly 

shared or postedò (62%), ñemployee praised in a department/company meeting (54%), ñemployee recog-

nized at a company awards ceremonyò (46%) and ñemployee acknowledged in the company newslet-

terò (39%). Dr. Nelson notes this supports other research showing that ñ76% of American workers rank rec-

ognition at a company meeting as a meaningful incentive.ò 

 

What better way to recognize your star performers, your Service Desk and your company than by participat-

ing in a program created specifically for our industry? The Help Desk Analyst of the Year program is a bene-

fit of your membership. There is no cost to participate and your only investment is a small slice of time. Rest 

assured, the time you invest will pay endless dividends. Nominating managers, Help Desk Analysts and 

companies will be recognized in our newsletter, on our website and in other communications. Please take a 

few moments to nominate your star performer, by going to http://www.hdi-capitalarea.com/analyst.html . 

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 
     

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.hdi-capitalarea.com/analyst.html
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Calling Help Desk Institute Analyst of the Year Nominations 
   Sponsored by Robert Half 

 
 
 

 
This is a fabulous and FREE way to recognize your Help Desk rock stars!!!!  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@hdi-capitalarea.com by October 15th: 
 

Help Desk Analystôs Name 

Company 

A paragraph describing the individuals achievements (why you are nominating them)  

Managerôs 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 announced at our Annual Awards Luncheon in December 5th at Maggianoôs.  Local chapter winners compete for 
the regional award and regional winners then compete for the global award.  
 
 
There is no charge for nomination - the only requirement is that nominees work for a company with at least one HDI 
member. 
 
 
For the last two years, the 2007 and 2008 HDI Global Analysts of the Year, Bimpe Oyelese of the World Bank and Ruben 
Canales of 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.  
 
 
Visit http://www.hdi -capitalarea.com/analyst.html  for details or e-mail President@hdi-capitalarea.com with questions.  

 

 

 

 

  
Sophie  Klossner (HDI), 2008 Winner Ruben Canales  and   Ron Muns (Founder of HDI), 2007 winner Bimpe Oyelese,  
Katherine Spencer Lee (Robert Half Technology)     Katherine Spencer Lee (Robert Half Technology)  and Sophie Klossner  

        (HDI) 

 

 

 

 
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.rht.com   

mailto:President@hdi-capitalarea.com
http://www.hdi-capitalarea.com/analyst.html
mailto:President@hdi-capitalarea.com
http://www.rht.com/
http://www.roberthalftechnology.com/portal/site/rht-us/menuitem.130f8ee40d31c527afe5011002f3dfa0/
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The HDI Capital Area   

2008 Vendor Information Fair and Show 

OCTOBER 30, 2008 
 

 

The HDI Capital Area Local Chapter Vendor Information Fair & Show is a full day of instructional sessions 

plus a vendor showcase focused on the needs of todayôs technology, call center and support & service desk 

professionals.  Included will be mini-seminars on a variety of tools and techniques, vendor product demon-

strations and a complete vendor showcase of the latest software, hardware and service offerings relating to 

the call center, help desk and technical support industry.  There will be three keynotes and breakout sessions 

on a variety of subjects.  Our main keynote speaker will be the ever-popular Kirk Weisler.  Brenda Iniguez, 

FrontRange will present one of her excellent breakout sessions on ITIL and IT Service Management, and well 

known and respected customer service and quality guru Barry Maners, from The Fraser Group will share 

some excellent valued added management and customer service strategies. 

Date: Thursday, October 30, 2008 

Location: The 4-H Conference Center located in Chevy Chase, MD.   

Breakfast, lunch, coffee breaks and dessert will be included in this all-day event as well as fabulous door 

prizes!   

 

Plan on attending the Capital Area Local Chapter's Event of the Season!   

 

$25/for HDI Members and $35 for non-members (non-members price includes a free HDI 

bronze membership, see page 2).  To register, contact President@hdi-capitalarea.com. 

 

Calling Exhibitors  

 
The HDI Capital Area Local Chapter invites you to participate in our 2008 Vendor Information 

Fair & Show scheduled for Thursday, October 30, 2008.  This exclusive event is limited to 

only fifteen (15) vendor-partners.  Visit www.4HCenter.org for more information or contact: 

 

Heather J. Donnelly 

Vendor Liaison Officer 

HDI Capital Area Local Chapter 

Direct:  703-835-6497    

E-mail: hjdonnelly@yahoo.com 

mailto:President@hdi-capitalarea.com
http://www.4HCenter.org
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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  
    
  9/15ð9/16/2008  Washington, DC HDI Support Center Analyst   
  9/17ð9/19/2008  Washington, DC Knowledge Management Foundations: KCS Principles  
  9/17ð9/19/2008   Washington, DC HDI Support Center Manager  
10/21-10/23/2008 Washington, DC HDI Support Center Manager (see below for special savings). 
 
 
 

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    

 

Capital Area Local Chapter sponsoring 

 HDI Manager's Certification Class  

October 21ï 23, 2008  

  

Virginia Scuderi  

 
The HDI Support Center Manager course focuses on best practice standards and the skills necessary to suc-

cessfully manage the strategic and tactical components of a support organization. Additionally, this course 

provides participants with a raised awareness and understanding of the ITIL® best practice framework and its 

application 

 

Where 
Ronald Reagan Building & International Trade Center 

1300 Pennsylvania Avenue NW, Washington, DC 

14th Street NW, midway between Constitution Ave. and Pennsylvania Ave. 

Federal Triangle Metro Station 

 
The cost is $1795.00 Members and $1895 Non-Members, but we are offering a $100 savings to the first 8 

HDI members to register or a free HDI bronze membership to non-members (a $75.00 value, see page 2). To 

take advantage of these savings, DO NOT register online. 

 

To register, contact Tiffany Vaughn at tvaughn@thinkhdi.com  or 704.795.9850 and be sure to reference 

HDI Capital Area Local Chapter for the discount or free bronze membership.  

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
mailto:tvaughn@thinkhdi.com
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PENTAGON MEMORIAL TO BE DEDICATED ON SEPTEMBER 11, 2008  
 

The Pentagon Memorial nears completion and will be dedicated on September 11, 2008. The Pentagon Memorial is 
being built on a 1.9-acre parcel of land adjacent to the Pentagon and within view of the impact zone where Ameri-
can Airlines Flight 77 crashed into the building during the attacks of September 11th, 2001. The Memorial will in-
clude 184-cantilevered benches that represent each victim who lost their life that day. The Pentagon Memorial will 
cost $22 million to construct and an endowment of $10 million will be created to maintain the Memorial forever. 
The Pentagon Memorial will be open to the public September 12th, 2008. To learn more about the Memorial or to 

make a tax-deductible donation, please visit www.pentagonmemorial.net. 

 

 

August Meeting Recap 
 

Tools of  the Trade: Successes and Room  

for Improvement  

 

 

Many thanks to SI International for hosting the August 20th meeting.  Three breakout sessions were conducted, 

which were run by Lee Weekley (SI), Frank Bowers and Brian Farrell. The breakout sessions focused 3 main tools, 

which included ACD, ITIL and CRMõs. Groups gathered to discuss there list of tools they have been using in their 

help desk environments and gathered to shared success stories as well as possible areas for improvement as it re-

lates to each tool. 

 

http://www.pentagonmemorial.net/
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Heather Donnelly   

"Marketing the Value of Support" to the  

Northcoast HDI Chapter in Cleveland, OH" 
  

 

Representing our chapter in Cleveland, Ohio, Heather Donnelly took her show on the road on Wednesday, 

August 20, 2008.  Well over 30 people attended the monthly chapter meeting in Independence, Ohio to hear 

Heather deliver her well received presentation on "Marketing the Value of Support".  Heather previously 

delivered this presentation at the 2004 HDI Annual Conference, as well as our own chapter.  The presentation 

focuses on ways you can promote your support centers tangible and intangible benefits to the end-user 

community through the use of various communication vehicles.  Tips and techniques for creating user friendly 

web sites, tri-fold brochures, newsletters, and marketing campaigns also included distribution of templates.  The 

presentation was followed by a question & answer session and rated by North coast attendees as 'one of the best 

meetings to date' 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This picture is of Heather, in between her mom and dad...they were her guests at the meeting and will be 

celebrating their 65th wedding anniversary on September 4, 2008! 


