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 Capital Area Local Chapter  Washington, DC  

 
Thursday, August 20th  

The Dirty Dozen of Common  
Survey Mistakes  

 
Dr. Fred Van Bennekom  

 
 

Sound business decisions require good information, and a frequently 
chosen method to collect this information from customers or employees 
is through survey research.  Surveying is seductive because it seems so 
simple: you just ask a bunch of questions.  However, collecting good, 
reliable  survey information requires that the survey be design and exe-
cuted properly.  Unfortunately,  survey practices, especially question-
naire design, are a minefield where the novice ï or pro ï  can unwittingly 
make mistakes that will lead to misleading data and bad business deci-
sions.  
  
Using actual survey examples, this presentation will highlight errors 
commonly made by novices ï and by some market researchers.  Atten-
dees will leave with a heightened appreciation for the art of survey design 
as well as ideas for the management of a survey project that will prevent 
these errors.  Go to page 9 for more information.  

AGENDA  
12:00 to 12:30 - Registration and Lunch  
12:30 to 1:45 - Presentation 
1:45 to 2:00 - Closing remarks and Prize Drawing 

LOCATION*  
American Bankers Association (ABA) 
1120 Conn. Ave NW 
8th Floor Ogilvie Room  
Wash DC 20036 
 
*Conveniently located across from the Metroôs Red Line and two blocks 
from the Metroôs Orange Line 
 
There are a number of parking garages close by for a cost  
 
If you would like to attend, please RSVP to: rsvp@hdicapitalarea.com 
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Presidentôs Message by Sandy Seroskie 
This is my favorite time of year because it is when we begin our call for nominations for the Capital Area Help Desk 
Analyst of the Year Award. We often discuss the benefits of recognition and this is a PRIME opportunity to recognize 

your superstars. This quality program is FREE and a benefit of your HDI Membership. See page 4 of this newsletter to 
read testimonials. 

 

The Capital Area has an excellent program in place, with top-notch judges scoring candidates and selecting Capital 
Area Analysts that have represented the Northeast Region for the last three years, with two winning Global Awards. 

We recognize all nominees and managers at our Annual Awards Luncheon in December. We have invited Kirk Weisler 
speak at this yearôs luncheon.  I encourage members to nominate their outstanding Analysts by emailing the following 

information to president@hdicapitalarea.com: 

Help Desk Analyst's Name 

Company 

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

Manager's name and contact information 
 

A nomination form is sent to the Manager to complete and return. Local chapter winners compete for the regional 

award and regional winners then compete for the global award. The winner of the Regional Award receives a free reg-

istration to the Annual Conference and the Region will sponsor the candidateôs travel and expenses to conference if 
their company is unable to do so. 

 
Send your nominations by October 16th. If you have any questions, please contact me at  

president@hdicapitalarea.com  

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 

mailto:president@hdicapitalarea.com
mailto:president@hdicapitalarea.com
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Help Desk Analyst of the Year Nominations 

 

HDI introduced the HDI Analyst of the Year Award in 2004. Each year, HDI works jointly with the HDI local 
chapters to identify and award the industryôs top first-level support analyst. Support analysts who are nomi-
nated at the local chapter will have an opportunity to compete with their peers locally, regionally, and glob-
ally for this prestigious award. 
 
The nominator presents to the local chapter a personal business profile of the nominee including specific 
attributes that demonstrate the nomineeôs understanding of industry standards, commitment to excellent 
service, and consistently exceeding performance objectives.  
 
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 at Maggianoôs.  Local 
chapter winners compete for the regional award and regional winners then compete for the global award.  
 
 
This is a fabulous and FREE way to recognize your Help Desk  super stars!!!!   There is no charge for nomi-
nation - the only requirement is that nominees work for a company with at least one HDI member. 
 

We encourage members to nominate their outstanding Analysts by emailing the following information to  

president@hdicapitalarea.com: 

Help Desk Analyst's Name 

Company 

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

Manager's name and contact information. 

 
 
The winner from each of HDIôs seven local chapter regions are invited to participate in the HDIôs Global 
Analyst of the Year Awards festivities held during the HDI Annual Conference & Expo.   Robert Half Tech-
nology (see page 8), the premier sponsor, covers each regional winner's conference registration while the 
Region covers travel expenses. For information about the nominating process, visit: 
 
http://www.hdicapitalarea.com/analyst.html  

mailto:president@hdicapitalarea.com
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HDI Capital Area 

Help Desk Analyst of the Year Program 
Testimonials 

 
óThe HDI AOY award validated all the years of customer service and support I provided to my clients as an analyst. It provided recognition from 
management- the helpdesk had the ears of management staff and they began to appreciate more the value the helpdesk brings to an organization. 
 
It earned me the respect of my peers- they looked at me and also strived to do better, knowing that all the hard work and challenges were not in vain 
and it will eventually pay off- one of their own had "made it". 
 
It was my 15 minutes of fame-I had an editorial about the award posted on the World Bank intranet home page. I received several emails and com-
ments posted by clients that I had helped; it was fulfilling to see how the help we provide each day actually makes someone elseõs work day better. I 
received emails even from people I never met or spoke to who were inspired by this story. But it did not end there, I continue to òreap the reward of 
the awardó- I was the first contractor appointed as a Team Lead and have paved the way for two more of my colleagues.  
 
Most of all -I made my family and colleagues proud and inspired others, that to me was the crowning part.ó 
 
Bimpe Oyelese 
World Bank 
HDI Capital Area Analyst of the Year 2006 
HDI Regional Analyst of the Year 2006 
HDI Global Analyst of the Year 2007 

***  
 

The HDI awards program provides analyst with much needed recognition for a performance that typically goes unrecognized.  The award program 
gives analyst not only something to strive towards but also allows one to measure themselves against industry peers and learn different techniques 
and practices that elite Service Desk professionals engage in to provide superior service. 
 
TSgt. Norman Robinson 
Defense Information Systems Agency Joint Staff Support Center 
HDI Capital Area Analyst of the Year 2008 
HDI Regional Analyst of the Year 2008 

***  
 
òThe HDI Analyst of the Year program has inspired me to work toward continuous improvement of my team and company. After winning the 
award, I was promoted to Help Desk Manager at my organization and networking with other IT Support Professionals at monthly meetings has 
continued to position me for success. To me, there is no greater family or group to be associated with; The Board is committed to the progress and 
success of each member and we learn while having fun.ó 
 
Robert Stanley 
Carey International 
HDI Capital Area Analyst of the Year 2005 

***  
 

òThe HDI analyst of the Year program is a very revered program in my company. Each year, my team members tell me that they are going to do all 
they can to be nominated for this honor. The prestige of HDI and what it stands for provides incentive to my employees, to go above and beyond 
every day. 
 
This program also gives managers another way to recognize their most deserving employees. Managers are also recognized within their own compa-
nies for taking the time to nominate, showing that they are doing all they can to provide rewards and recognition to their teams.ó 
 
Sterling Jones 
Marriott 
Nominating Manager 

*** 
 
Seeing one of our own winning this award has had an inspirational effect on the rest of my work center.  Everyone is raising the bar, striving to be-
come the next Analyst of the Year. 
 
Captain Jason Chu, United States Air Force 
Defense Information Systems Agency Joint Staff Support Center 
Nominating Manager 
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July Meeting Recap  
 

Many thanks to Earl Brake and the International Trade Administration (located in the impressive Ronald Reagan 

Building) for hosting our July 15th meeting. Heather Donnelly put together a comprehensive presentation on Social 

Media and it was presented by Sandy Seroskie. The session was interactive with attendees ranging from people who 

donôt use social media to advanced users. Security was a hot topic, with the group recognizing content placed on the 

Internet is public knowledge and there are no guarantees the information will remain private. There were also ques-

tions about the speed of information being published, sometimes so quickly that is can be inaccurate. Sandy spoke 

about using the White House and news feeds to keep in touch with what is current. She searches out sites and peo-

ple who provide nuggets of information that will help with professional development.  If you were not able to at-

tend, visit http://www.hdicapitalarea.com/resources.html to download the presentation. 

 

Survey Drawing Winners 

 

Steven Simchak - $15 Starbucks Gift Card 

Vin Seibert - $15 Starbucks Gift Card 

Kandy Nardini - $25 Restaurant Gift Card 

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

The Local Chapter Meeting for  August will on Thursday August 20,  2009 (see page  9 for more details)   

 

 

 

 
 

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  
 

 

   

  8/24 - 8/25 2009 Arlington, VA  HDI Support Center Analyst 

  8/24 - 8/25 2009 Arlington, VA  HDI Support Center Team Lead 

  8/26 - 8/28 2009 Arlington, VA  HDI Support Center Manager 

  8/26 - 8/28 2009 Arlington, VA  ITIL® v3 Foundations  

 

 

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!! 

http://www.hdicapitalarea.com/resources.html
http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com


Survey Workshop Series 
 

presented by 

Dr. Frederick C. Van Bennekom  of  

 

Hands -On Workshops to Learn How to Create Successful Survey Projects  

In Washington DC - August 17
th
 to August 19

th
  

 
urveys are an invaluable tool for researching the attitudes, feelings, concerns, and priorities held by 

some group.  By constructing a questionnaire and collecting responses from a sample, we can draw a 

profile of the group as a whole.  The survey findings can then 

support fact-based continuous improvement projects towards the goal of 

long-term competitive advantage.  An employee survey, for example, could 

identify reasons for employee turnover, and provide for reducing those 

costs.   

Surveys are commonly used to gauge customer sentiment. The findings 

from a customer survey can provide critical information about customersô 

expectations and future needs when creating new service and product 

offerings.  Surveys conducted after some event can monitor the quality of 

service delivery and product performance from the customersô viewpoint 

and identify those customers in need of service recovery actions. The 

techniques for managing a survey program and developing a valid 

instrument are common across all areas. 

However, a survey program is only valuable if the surveying effort is 

properly designed and executed. While performing a survey seems 

deceptively simple ï itôs just a bunch of questions and web tools make it 
quick and cheap ï a small mistake in the survey instrument or survey 

administration can skew or bias the data, leading to erroneous conclusions. 

 

Who should attend the workshops? The Survey Design Workshop & 

Survey Data Analysis Workshop provide its students the background, 

knowledge, tools, and critical thinking skills to build a successful survey program from start to finish. These are 

not workshops about why surveys should be done. Rather, the workshops teach step-by-step how to conduct 

survey programs. Dr. Fred teaches the tools and techniques for each step in a surveying process, and he 

identifies the questions that need to be asked ï and answered ï at every stage, questions the untrained would not 

think to ask.  Immediate feedback is also provided on attendeesô survey instruments through a group critique 
of instruments brought to the class!   

The workshops are a two-day and one-day event, respectively, with combined pricing available. See the website 

address below for links to each of our workshops where you will find detailed information, including prices & 

discount information for early registration and for work colleagues of those who have previously attended this 

workshop. Workshop pricing includes workshop materials, lunch, and a copy of Dr. Fredôs book, Customer 
Surveying: A Guidebook for Service Managers..   Please note: We just introduced a webinar format! 

 

TO REGISTER  
go to www.greatbrook.com/survey_training.htm   

or call 877 -GreatBr (877 -473-2827). 

S 
"Dr. Fred is a most engaging 
professional speaker. He has 

the unique ability to make 
scientific formula, analysis and 

survey instrument design 
appealing and understandable 
to the science challenged.  The 

novice survey designer can 
learn to produce effective survey 

instruments under Dr. Fred's 
tutelage.  The big mystery 

becomes how he makes the 
learning process of such dry 

material so fun & easy.  Dr. Fred 
gently tickles the funny bone 

while he educates.  He is truly a 
master survey design instructor 
and a pleasure to study under.  

Bravo!"   

Valerie Railey, US Courts 
Librarian, San Diego 

Bad data is worse than no data! 
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Survey Design Workshop Curriculum 

Survey Project Management 

Definition of a scientific survey and key terminology 

Types of surveys: periodic (relationship), transaction-driven, one-time 

ad-hoc 

Key stages of a survey project and requirements of the project manager 

Design of the Questionnaire Instrument 

Types of questions: demographic, attitudinal, and service attributes 

How to identify aspects of the business process to measure through the 
survey: use of focus groups, interviews, and other research techniques 

Critical issues in the design of a valid questionnaire: identifying 

common errors in question construction and sequencing that lead to bias 

Elements of a questionnaire: introductions, instructions, section 

headings, and closings 

Review of and effective use of various question formats ï multiple 

choice, ordinal, interval and ratio 

Creating interval scales and anchor selection 

Tips for generating actionable data and measuring importance 

Critiques of attendeesô survey instruments by the group 

Administration of the Survey Instrument 

Comparing the advantages and disadvantages of  various administration 

methods: telephone, IVR, postal mail, email, and web form 

Response rate requirements for statistically valid results 

Selection of the survey sample; review of techniques 

Increasing response rates and minimizing non-response bias 

Specific issues and concerns for telephone and web form administration methods 

Survey Design Workshop Curriculum 

Analysis of the Survey Data and Presentation of the Results 

What to do before you start analysis: setting up the spreadsheet and data 

cleansing 

Options for analyzing the data  

Generating descriptive statistics using Excel 

Testing whether results across groups are really different 

Advanced statistical analysis options with specific treatment  

of regression analysis 

Ideas for organizing the data and management report  
for maximum effect 

Analysis of attendeesô survey data sets 

Experiential exercises are used throughout the workshop to provide the attendees with actionable learning that 

can be immediately applied back in the workplace.   

To Register or for information on event venues and future scheduled workshops, go to  
www.greatbrook.com/events .htm  or call 877-GreatBrook . 

ñFred's Workshop should 
be attended by anyone 
who does any type of 

surveying, whether it be for 
customers or employees.  

From his workshop, I 
learned how to design a 

survey and test the 
questions!  He even gave 
tips about how to design 

the report for the collected 
data.  There is more to it 
than just drafting a set of 

questions and flying with it!  
There is much thought and 

planning involved and 
before I attended this 

workshop, I had no clue 
what course of action to 

take in order to complete a 
survey project.  

Debbie Charrette, Soft 
Computer, Tampa, FL 

Thank you, Fred ï for 
everything. Your workshop 

has been so beneficial 
even in the brief time since. 

In fact, I think I have 
already used every aspect 

of your training. 

Donna Batten,  
The Institute of Internal 

Auditors 
Altamonte Springs, FL 

 

Day 

1 

 

 

Day 

2 

 

Day 

3 

P ag e  7   The Capi ta l  ReporterThe Capi ta l  Reporter   Vo lu me  1 ,  I s su e  7   

  www.HDICapi ta lArea.comwww.HDICapi ta lArea.com     



P ag e  8   The Capi ta l  ReporterThe Capi ta l  Reporter   Vo lu me  1 ,  I s su e  7   

  www.HDICapi ta lArea.comwww.HDICapi ta lArea.com     

 
 

 

HDI Capital Area Welcomes  
LogMeIn  

 New Capital Area Local Chapter Sponsor  

 

 

 
LogMeIn provides on-demand, remote-connectivity and support solutions.  Businesses and IT service 
providers use LogMeIn's solutions to deliver remote end-user support and to manage computers and 
other Internet -enabled devices more effectively and efficiently. Consumers and mobile workers use 
our solutions to access computer resources remotely, thereby facilitating their mobility and increasing 
their productivity.  Since their inception, users have connected more than 70 million computers and other  
Internet -enabled devices to a LogMeIn service. 
 
 
 
 
 
 
 

 

 

 

 

HDI Capital Area Welcomes  
RightStar Systems  

Sponsor for Capital Area Annual Team Building Cruise  
 

 
 
 
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 Express and BMC Remedy ITSM 
products. RightStar is also a BMC Technology Alliance Partner and has developed several add-on prod-
ucts to enhance the functionality of SDE and Remedy: MagicWand, a barcode scanning product inte-
grated 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.  
 
For more information about RightStar Systems, visit www.rightstarsystems.com 
or contact Dick Stark at 703-242-7200 or dick.stark@rightstarsystems.com 

http://www.rightstarsystems.com/
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Thursday, August 20th Program  
The Dirty Dozen of Common Survey Mistakes  

 
Dr. Fred Van Bennekom will be in town teaching his workshop on Monday, August 17th 
through August 19th (see page 7 & 8), so our August program will move from our regular 
Wednesday meeting, to Thursday, August 20th . Many thanks to American Bankers Asso-
ciation (ABA) for hosting the training event and our August program! Register early, Dr. Van 
Bennekom is extremely informative and draws a large crowd! 

 
Sound business decisions require good information, and a frequently chosen method to col-
lect this information from customers or employees is through survey research.  Surveying is 
seductive because it seems so simple: you just ask a bunch of questions.  However, collecting 
good, reliable  survey information requires that the survey be design and executed properly.  
Unfortunately,  survey practices, especially questionnaire design, are a minefield where the 

novice ï or pro ï  can unwittingly make mistakes that will lead to misleading data and bad business decisions.   
Using actual survey examples, this presentation will highlight errors commonly made by novices ï and by some market re-
searchers.  Attendees will leave with a heightened appreciation for the art of survey design as well as ideas for the manage-
ment of a survey project that will prevent these errors.   
Learning objectives: 
 

1. Understand the concept of surveying 
2. Learn the common mistakes made in the design of a survey instrument 
3. Explain common biases introduced from poor question design and construction 

 
Fred Van Bennekom founded Great Brook to help organizations increase their effectiveness by capturing and applying feed-
back, especially customer feedback.  Dr. Fred delivers workshops teaching survey research practices based on his book Cus-
tomer Surveying: A Guidebook for Service Manager.  Through Great Brookôs Survey Mentor Suite, Fred provides hands-on 
mentorship to people to develop better survey programs and questionnaires, and he conducts audits of feedback processes.   
Fred also helps customer support groups voice customer needs into product development processes to yield higher quality 
products at lower Total Cost of Ownership.  With Dr. Keith Goffin of Cranfield Management School, Fred co-authored a major 
research report on Problem Prevention Through Design for Supportability: Gaining Competitive Advantage from Customer 
Support. 
Additionally, Fred teaches operations management in Northeastern Universityôs Executive MBA and at Babson College.  He 
has also taught at Harvard, Boston University, and Boston College.  He received his A.B. from Bowdoin College and his mas-
ters and doctoral degrees from Boston University's School of Management.   
Prior to his consulting and academic careers, Fred served for a decade as an information systems consultant for Digital Equip-
ment Corporation's Customer Service organization, developing operational  reporting systems for field service management.  
Fred has published in both industry and academic journals and is a frequent speaker at industry conferences worldwide.   

AGENDA 
12:00 to 12:30 - Registration and Lunch 
12:30 to 1:45 - Presentation 
1:45 to 2:00 - Closing remarks and Prize Drawing 

LOCATION* 
American Bankers Association (ABA) 
1120 Conn. Ave NW 
8th Floor Ogilvie Room  
Wash DC 20036 
 
*Conveniently located across from the Metroôs Red Line and two blocks from the Metroôs Orange Line 
There are a number of parking garages close by for a cost 
 
If you would like to attend, please RSVP to: rsvp@hdicapitalarea.com 
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HDI Desktop Support Technician Workshop  
September 14 ï 15, 2009 Washington DC 

 
The HDI Desktop Support Technician (HDI-DST) course is designed specifically for IT support professionals who spend much of their day 

visiting customers at their workstations or home office.  

 

This two-day course focuses on understanding and utilizing key support center processes and concepts to improve overall support opera-

tions, as well as customer service and interpersonal skills that improve the customerôs experience. This certification satisfies the MCITP: 

Enterprise Support Desktop Technician 7 requirement. 

 

To register go to  
http://www.thinkhdi.com/certification/courseDetails.aspx?class=a75053f7-fa76-de11-bfbb-00188bfd0100 

  

 

HDI Members:  $1295 per person 

Non-members: $1395 per person 

 

What You Will Learn:   

IT support best practices and industry standards 

Service delivery within the ITIL® process framework 

Change Management, Configuration Management, and Root Cause Analysis 

Incident Management and handling escalations 

How to assess customer business needs and exceed customer expectations 

Improve critical thinking and communication skills 

Time management and problem solving skills 

How to identify and defuse challenging customer behavior 

Who Should Attend:  

Technical support professionals that provide in-person support to internal employees, remote workers, or external customers. 

Those seeking HDI Desktop Support Technician Certification. 

Certification Exam 

This certification exam is based on the HDI - DST Certification Standard. The exam is delivered online through the HDI Learning Center. 

Once registered for the online exam, the candidate will have up to 12 weeks to take the exam. 

 

 

 

 

 

 

 

 

 

Contact Tiffany Vaughn at HDI for registration information at 719-268-0309 or email her at tvaughn@thinkhdi.com .  

 
 
 

http://www.thinkhdi.com/certification/HDICertificationStandards.aspx
mailto:tvaughn@thinkhdi.com
http://portal.thinkhdi.com/Purchase/ProductDetail.aspx?Product_code=f12994b2-026d-dc11-9565-00188bfd0100
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ANNOUNCING  

HDI CAPITAL AREAôS 2009 PROFESSIONAL DEVELOPMENT EVENT 

ALL ABOUT ñUò YOU-NIVERSITY  
 

Wednesday, October 21, 2009  
American Red Cross 

Washington, DC 

 
Join us for our Professional Development & Leadership Event featuring speakers Brenda Iniguez, Patricia Frame, 

and Joanne Smikle. This yearôs event will provide keynotes and breakouts focused on professional development 

guiding attendees on becoming a ñBetter U in 2010ò. Learn what executives are looking for and pick up valu-
able insight on how you can recession proof your career by becoming more effective in your roleéoré.prepare 

yourself for the next steps in your career! The event is priced to fit EVERY training budget at only 
$10.00 .  

 
Why is the price low?  It is a tough economy and HDI Capital Area Local Chapter is a non-profit association 

dedicated to providing IT Service and Support professionals a forum that includes networking with area profes-

sionals, programs and speakers to HELP YOU SUCCEED.  
 

Why should YOU attend?  
 

U-Get Informed!  

We have amazing keynotes, break outs and vendors who will supply information to help you on your 
professional development journey. 
 

U-Get Connected!  

Join the best and brightest IT Service and Support professionals from around the Washington DC 
Metro region in a day that is sure to connect you to folks who can help you improve your support cen-
ter. 

 

U-Get Fed!  

Not only are we offering free lunch and dessert ï we are offering you information to feed you and 
your support center!  
  

U-Get Prizes!  

There will be a raffle drawing for prizes including a Kindle.  
 
If you would like to attend, please RSVP to: rsvp@hdicapitalarea.com 
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Save the Date November 9τ11, 2009  
HDI Service Management Conference & Expo  

Washington, DC 

For more Hotel information visit  http://www.crystalcity.hyatt.com/hyatt/hotels/index.jsp 

Hyatt Regency Crystal City 
2799 Jefferson Davis Highway 

Arlington, VA 22202 

703.418.1234 

www.crystalcity.hyatt.com  

Special Rate for Conference Attendees 
A discounted conference rate is available to event participants: 

$199 single/double occupancy.  

Please call 703.418.1234 or 800.233.1234 and reference the HDI Service Management Conference. Hotel 

rooms will be out early - please reserve as soon as possible. The conference rate will be available until October 

15, 2009 OR until rooms sell out. 

 

Reserve three days in November to get information on the hottest topics affecting service management 

professionals. Intense, hands-on workshops facilitated by industry experts will provide 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 knowledge that will help you focus on the critical role of support 

in service management.  

 

 

To receive more information about the  

HDI 2009 Service Management Conference & Expo  

Visit http://www.thinkhdi.com/sm2009/ 

P ag e  12                                                        The Capi tal  ReporterThe Capi tal  Reporter         Vo lu me  1 ,  I s su e  7   


