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April 2010 Volume 1, Issue 3 _ .
Wednesday April 21st Meeting
Inside this issue: Delivering Customer Service in the Cloud
Presidentos Message 5 Presenter: Lisa DeMille
Membership Information 2 Cloud computing has received a lot of attention in recent months. Beyond
Lisa DeMille Bio 3 the hype, what does this really mean and how does it impact providing ef-
: - fective citizen services? Learn how agencies are securely implementing
HDI Capitol Area Election Results 4-5 cloud-based solutions to deliver superior web, social web and contact cen-
HDI Road Show 6 ter customer service experiences and the relevant considerations for gov-
— ernment professionals. Learn more about cloud computing security, avail-

HDI Training ability, service-level agreements (SLAs), certification and accreditation
Four City Tour (C&A) support, and integration capabilities. And expand your knowledge of
2010 HDI Service Management Conf 9 the fAbig benefitso of this new cust

- implementation, lower cost of ownership, service reliability, and easily avail-
The HOPE Project and March Mtg Recap 10 able metrics to support open government initiatives. Please see page 3 for
Spirit of Washington Cruise 11 Lisa DeMilleds bio.
Calendar and May Meeting Info 12 Agenda

12:00 to 12:30 Registration, Lunch, Networking
12:30 to 1:50 Meeting Begins

1:50 to 2:00 Survey Drawing and Gift Card Drawing
2:00 Meeting Ends

Location

Ronald Reagan Building

International Trade Administration

14th and Constitution, Washington DC.

Come in main building entrance and be prepared to show a driver's license
or passport or government work ID. Take the elevator on the left up to the
Mezzanine Level; turn left and watch for the signs for HDI Meeting.

Metro Stop is Federal Triangle and head towards the elevators in the Food
Court (near the shoe shine stand and Tropical Smoothies)....take elevators
to Mezzanine level.

For anyone wishing to drive, Ronald Reagan has parking underground, but
it is expensive ($20)....there are some lots on Pennsylvania Ave for a fee.

We look forward to seeing you there. Reserve your seat by contacting RSVP to
rsvp@hdicapitalarea.com

www.HDICapitalArea.com
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Presi dent 0%ndMserssidea ge by

| want to welcome to our new officers, Lee Weekley (VP Programs, see page 4) and Robert Stanley (VP
Membership, see page 4), as well as our newly formed Leadership Council, Kama Cutler and Joe Rychalsky
(see page 5). Please join me in welcoming them! Many thanks to Brian Farrell and Samuel Smith for their
years of volunteerism and commitment to our board. | am grateful for all of their support.

|l am back from HDIG&s Annual Conf er ein20lé board keimgipg z e d
some of that HDI energy to the local level. Lee has hit the ground running and is putting together an excel-
lent program for the year. Watch our website and newsletter for upcoming programs. Remember, we only
charge for special events, so you can take advantage of our free training.

Join us this month to learn about Cloud Computing at the Reagan Building and meet our new officers. | 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 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 " 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
Qg(t:v?/(s)f ktc() StgtleNS)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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Lisa DeMille
Manager, Solutions Consulting
RightNow Technologies

Lisa DeMille has been a leader in CRM and application technology for more than 12 years. As So-
|l uti ons Consulting Manager for RightNow Technol ogi
all pre-sales efforts and solution demonstrations for RightNow Public Sector, which includes Federal Civil-
ian Government, Department of Defense, Intelligence Community, Higher Education and State & Local
Government. Lisa first joined RightNow Technologies in 2007 and has held several leadership positions
within RightNow prior to being promoted to her current position.

Prior to joining RightNow, Ms. DeMille worked for Oracle Corporation in various Solutions Con-
sulting roles supporting both Federal and State & Local governments.

Ms. DeMille holds a BA in Communications and Public Relations from East Carolina University
and has also worked as a Publicist for Home & Garden Television (HGTV) and The Food Network.

She is also a member of AFCEA International, Educause, and Women In Technology (WIT).
Ms. DeMille grew up in Virginia Beach, VA and currently lives in Northern Virginia.

RIGHT
NOW.

www.HDICapitalArea.com
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HDI Capital Area Election Results

Earl Brake (VP Finance), Greer Parker (Newsletter Editor), Crystal Lloyd (Secretary) and Heather Donnelly
Liaison) have been felected to the 2012011 Board of Directors.

Welcome New Officers

Lee Weekleyi VP Programs

My name is Lee Weekley. | currently live in New Jersey and work in Reston Va for Se
North America. | currently serve as the ITIL Corporate Practice Area Manager and IT}

a number of technical management positions for various companies. | am currently o
been a member of many community organizations and have held several distinguish
pointments including: member of Govern
to Small Business for San Diego, Rotarian, Military Affairs Advisory Committee mem
National Small Business Committee member with National Defense Industry Associa
Publi shed Member of Whodéos Who 2008, se

Solutions Architect for SereblA. | have served in the IT industry for over 20 years, holdi

er,
ion.
ro

of the Technology Committee for the Chamber of Commerce. | also teach ITIL and best practices classes t§ bc

federal government and civilian employees.
| was interested in the VP of Programs for HDI because HDI has always been there for me throughout my ¢
They have provided me a great deal of guidance and information. They have always been a strategic partn
and have always been there for me. HDI is of tremendous value to anyone in the ITSM field. | am seeking t
tion as my chance to give back to HDI and the ITSM community for all the support they have provided me g
years. It would my honor to serve as your VP of Programs.

In 2000, I joined Carey International 0s
Subject Matter Expert to support end users. | transferred to the Help Desk as an Analyst in
and with my past experi-ence and knowledge, | became a leader among my peers.

commi tted member of HDI and the | ocal ch

are
Br O
Nis

ver

[
20

I n 2005, I was received HDI Capital Ar ealds

Manager as the Help Desk was being relocated to Frederick, Maryland. | began to strategi
rebuild my team. | believe that a great team is essential for the success of the company.
sponsibilities span from running the day by day operation of the Help Desk and assisting

a [
all
re
ith

operational reports for the executive team. Prior to joining the IT Department at Carey, | wags a

Reservation Supervisor for 4 years. | also have 11 years in the travel industry for companies like Astral Empres
Travel and Carifta Travel NY/ Atlas Travel Trinidad. | enjoy networking with people and believe the word thgt b

describes me isaring.

www.HDICapitalArea.com
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HDI Capital Area Election Results (continued)

HDI Capital Area has created a Leadership Council to help support the chapter and build a pool of candidages

ture officers. If you are interested in joining, please comeetident@hdicapitalarea.cdive welcome these memg

bers
Kama Cutleii Leadership Council

My name is Kama Cutler. | currently supervise the ATRRS Help Desk for ASM Research, INC. | have wor
the Help Desk for six years and thoroughly enjoy the customer support realm. My previous time in the Arm

xed
/ le.

me to the Northern Virginia area and networks that | made while here led me to ASM. | started out at a Help D

of two that served the entire Army. As | demonstrated my capabilities and the needs of the Help Desk grew

, St

visory and management positions were created for me to help ease the growing pains for both our external|cus

and the Help Desk. Since that time my company has expressed interest in bidding on Help Desk only cont

act

opposed to Help Desk support for programs that we had developed) because of their confidence in my abilgies

Joe Rychalsky Leadership Council

Joe Rychalsky current serves as a Manager of the IT Service Desk at the American Red Cross. He has he
sition for the last two years. Joe has implemented quality driven programs to improve Customer Service or

d t
the

phone and emai |l . I n this role, he has also str¢a

by 20% over the last two years.

vices for three years. In this role, he was responsible for a team that handled escalated customer complairjts fi

Prior to his position at the American Red Cross, Joe serviced as a Senior Team Leader at Discover FinancrEI S

regulatory agencies and inquiries directed to senior management. Joe crafted several programs that impro
tomer service and reduced overall customer irritants.

ed

In addition to these roles, Joe has worked for eCount, Concord EFS, and JP Morgan Chase. In his spare time,

enjoys spending time with his family, especially his two year old daughter. He also enjoys playing golf and
ball and hitting the beach.

DAS

spending time with his family, especially his two year old daughter. He also enjoys playing golf and basketpall

hitting the beach.

www.HDICapitalArea.com
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' Leading IT Service & Support

HDI is bringing four of the most popular sessions from our 2010 World Conference directly to you. These informative, in -depth
sessions will inspire your IT service and support team to provide exceptional support services. This conference will highlight the
key areas of service strategy, critical performance metrics, leadership, and process improvement.

Technical Service and Support Training

The four HDI courses held in conjunction with the conference teach valuable best practices, processes, and leadership skillge-
quired for success in specific service and support roles.

HDI Certification
An online HDI certification exam is included with each course registration and can be taken any time .

One-Day Conferences
Price: $395 | HDI Member Price: $295

San Francisco | April 15 m

Dallas May 4 | REGISTER. |
Chicago June 14 | [E55E8

Technical Service and Support Training

The four HDI courses held in conjunction with the conference teach valuable best practices, processes, and
leadership skills required for success in specific serice and support roles.

HDI Certification
An online HDI certification exam is included with each course registration and can be taken any time after
course completion via the HDOI Learning Center. Learn more about the value of HDI Certification.

San Francisco Courses

Course Name e&' Date Price HDI Member Price
HDI Support Center Team Lead ‘Qo“ April 13-14 51,585 51,485
HDI Support Center Manager Q0° April 1214 $1,895 51,795
HDI Support Center Director April 12-14 §2 895 $2 795
Knowledge Management Foundation: KCS%™ Principles April 12-14 $1,595 51,495

| RECISTER |

Dallas Courses

Course Name Date Price HDI Member Price
HDI Support Center Analyst May 5-6 $1,3985 51,295
HDI Support Center Manager May 5-7 51,885 51,785
HDI Support Center Director May 5-7 52,895 2,795
Knowledge Management Foundation: KCS3M Principles May 5-7 $1,585 51,495

| RECISTER |

Chicago Courses

Course Name Date Price HDI Member Price
HDI Support Center Team Lead June 15-16 $1,595 51,495
HDI Support Center Manager June 15-17 51,885 51,795
HDI Suppornt Center Directar June 1517 52,885 52,795
Knowledge Management Foundation: KCS3M Principles June 15-17 51,595 51,495

| REGISTER, |

For more information and to register visit: http://www.thinkhdi.com/roadshow/

The San Francisco RoadShow has been postponed until late summer/early fall 2010. HDI is sorry for any inconvenience
this has caused. I f you have dquest CustongerCamp Caentars & 80D.248.5667f r e e

www.HDICapitalArea.com
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<HYHDI

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. Itis 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
Support Center Team Lead
April 12171 13

Desktop Support Technician
April 127 13

ITIL v3 Foundations
April 147 16

KCS Knowledge Management
April 147 16

Support Center Analyst
May 2448 25

Support Center Manager
May 2617128

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 sto use the source code LCO7 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

www.HDICapitalArea.com
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The Four City Tour

y

. Cloud Computing Event
Amw \lJL‘\ﬁICCCOIn i CIT’

;.. .
AVAYA  SharePoint 2010 : TOUH Actelerators

A series of free half -day events featuring seminars and demonstrations on the leading cloud
computing technology, including topics such as Social Networking and the Workplaceand The Top
5 CRM ChallengesPlus, you won't want to miss:

[ Ways to use cutting -edge telephony integrated with social marketing and other channels.
i The industry's ONLY live, side -by -side comparison of Microsoft Dynamics CRM and Sales-
force.com - the two most powerful, highest -rated, and best -selling CRM tools on the market
today.

I Asneak preview of the soon-to-be-released SharePoint 2010.

i An unveiling of market research on cloud computing  and how it is impacting businesses
across the country.

Complimentary lunch and continental breakfast!

CHARLOTTE, NC WASHINGTON, DC
i
MAY 6, 2010

RALEIGH, NC

For more information and to register visit:

http://www.successaccelerators.com/EventDetails/4CityTourMainPage/tabid/1147/
Default.aspx

Presented by o CSinsight

<Y CONSULTEDGE’

GIVING YOU THE EDGE YOU NEED

www.HDICapitalArea.com


http://www.successaccelerators.com/EventDetails/4CityTourMainPage/tabid/1147/Default.aspx
http://www.successaccelerators.com/EventDetails/4CityTourMainPage/tabid/1147/Default.aspx

Page 9 The Capital Reporter Volume 1, Issue 3

Save the Date October 6 -8, 2010
HDI Service Management Conference & Expo

—

-
-
-

SER\"(:E MIAMI, FLORIDA
@[H]@D MANAGEMENT QCTQBERé_S
2010

2010 CONFERENCE & EXPO

Miami, FL

Reserve three days in October to drill into the hottest topics affecting service manage-
ment professionals. Intense, hands  -on workshops facilitated by industry experts will pro-
vide you with in -depth information, templates, and tools. Network and share experiences
with your peers as you learn how to enhance your service management operations. This
exciting event will reenergize you. When you leave, you will have a toolbox full of knowl-
edge that will help you focus on the critical role of support in service management.

For more information, visit:

http://www.thinkhdi.com/sm2010/

$.8LPig, T8 BLFAe T
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