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Wednesday, February 18th Meeting
Incident Management Best Practices

Presenter: Chris Pope

Our presenter, Chris Pope, is a recognized IT Operations, process and
methodology expert. Chris has more than 10 years of professional
experience in Enterprise Class IT, as Global Head of Production Man-
agement for a Fortune 500 Company, Process Design and Implemen-
tation, project manager, trainer, global operations manager. With a
proven track record and experience of managing large scale process
and technical implementation projects, implementing solutions with
global reach and structure, managing an enterprise CMDB with over a

million CI&s,
gist and organizational leader.

LOCATION

American Bankers Association
1120 Connecticut Avenue, NW
Washington, DC

DIRECTIONS

Chr i

sOs

experi

ence

The American Bankers Association is one block from the Farragut
North Metro (red line) and 2 blocks from the Farragut West Metro
(Blue/Orange line). There are also several parking garages around

the area and expect to pay $13-$20.

Meeting is in the Alexander Boardroom on the 7th floor. Guests

should check in with the 7th floor receptionist.

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

We look forward to seeing you there. Reserve your seat by contacting

RSVP torsvp@hdicapitalarea.com

http://HDICapitalArea.com
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Presi dent bysSandy8eposkiaa g e

January brought the Presidential Inauguration and a change in leadership in Washington. Leadership is the corner-

stone of any successful organization. Kristen Ekanger recently wrote to share a blog about a visionary leader in our

HDI family. Kristen has been a longtime member of HDI and introduced her boss, Carrie Heiman to HDI. In addition,

she shared information about Kirk Weisler, who has served as Chief Morale Officer at HDI and other organizations.
Kristen, Carrie and their colleagues are faithful to Kirkd©e
chapter meetings, his stories and sessions at annual HDI €
tiativel! o

Kirk made such an impression that Car r ifFastQoimmatyelayarticleon as a 0
the topic (http://www.fastcompany.com/blog/seth -kahan/leading-change/visionary-leadership) . Carriebs quo
italicized intro paragraph just before the list of leaders. As you read through the accomplishments of leaders such as

Maya Angel ou and Dal ai Lama, you wil/ al so see Kirkos name
your wonderful <circle and am thrilled to see you |listed wi
will host our monthly meeting at the American Bankers Association i | urge you to come out and meet their wonderful

team.

| want to take a moment to recognize our HDI Analyst of the Year and his Manager, Technical Sergeant Norman J.
Robinson, United States Air Force (DISA), Manager- Captain Jason M. Chu and all of Nominees and Managers: Anson
Barney of Mitre, Manager-Jimmy Vo; Adrian Barry of Federal Reserve Board, Manager- Brian Lester; Alpesh Gor of
Marriott International, Manager - Sterling Jones; and Mohamed Sisay of Technisource at IMF, Manager- Bill Shedid. It
was just announced that TSgt. Robinson has been named as the Northeast Regional Analyst of the Year and will rep-
resent the Capital Area and Region at the Global competition in Las Vegas. Please join us in wishing the best of luck to
TSgt. Robinson. | would also like to thank Earl Brake for his dedication in a assisting me with putting the event to-
gether, RightStar Systems for their generous sponsorship, our attendees for their support and our Earl Brake, John
Sprague and Robert Stanley our Analyst of the Year judges.

| have been truly touched by the leadership and dedication of the Analysts and their Managers. Thanks to my involve-

ment in HDI, | have had the pleasure to know and learn from all of these local visionary leaders. Thank you for enrich-
ing our experience!

Capital Area Officers- You are the heart of our chapter and | want to thank you for your Outstanding Service in 2008.

Pictured: Heather Donnelly, Brian Farrell, Jerry Byers, Greer Parker, Samuel Smith, Earl Brake, Not Pictured: Frank
Bowers, Crystal Lloyd

http://HDICapitalArea.com


http://www.fastcompany.com/blog/seth-kahan/leading-change/visionary-leadership

Page 3 The C&pit&' Reporter Volume 1, Issue 1

The HDI Practice & Salary Presentation

Members Only
Tuesday, February 17th
(10am PST/1pm EST)

Facilitated by: Rich HandHDI Executive Director of Membership
Jenny Rain$iDI Research Analyst

Session Description:
Join HDIb&s Executive Director of Membership Rich Hand| and
the NEW 2008 Practice & Salary Survey. They will review the most interesting findings from the survey in the areas of people,

process, and technology.

Sign up at http://www.thinkhdi.com/members/SPIN.aspx

HDI Membership Levels

Whether you want to join HDI as an individual or provide your entire support organization with the benefits
membership, HDI offers several levels of membership to match your individual needs and budget as well
of your organization. Visihttp://www.thinkhdi.com/join/levels.asgor more details.

Bronze Silver Gold Platinum Platinum Plus

One Association Local Chapter ¥ ' v v v
HDI's Annual Conference & Expo discounts v v v v
Special event discounts v 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 v v v v
ﬁc():r?el\fzt\t/sotrklle(ggﬁ\?)on Professional Informa- v v v v
Discounts for entire employee site ¥ ¥
HDI Industry Leading Publications 1 set 1 set 5 sets
Online Training 1 Course 1 Course 2 Courses

http://HDICapitalArea.com
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Technical Sergeant Norman Robinson announced as HDI Capi
the Year

Congratulations to Technical Sergeant Norman Robinson, United States Air Force, of the Defense Information Systems Agency

Joint Staff Support Center (Pentagon), who was announced as
5th Awards Luncheon. Technical Sergeant Robinson advances to the Northeast Regional Competition. The winner of the North-
east Regional Competition will advance to the Gl obal Compet.i

ference in Las Vegas.

Technical Sergeant Norman H. Robinson, Jr., of Fredericksburg, Virginia, is currently assigned to the Defense Information Sys-
tems Agency / Joint Staff Support Center as Tier-1 Windows System Analyst for the Joint Operations Support Center Service
Desk. Norman Robinson joined the Air Force in August of 1996 shortly after graduating from high school. He was first assigned
to Aviano Air Base, Italy, as a System Administrator, where he took part in the base -wide operating system migration from Win-
dows 3.11 to Windows NT. During that time he also worked at the local Autodin Message Center, where he gained valuable ex-
perience with classified information protection and security policies that would benefit his career thereafter.

After Aviano, Norman Robinson was transferred to the second largest communications squadron in the Air Force--719th Commu-
nications Squadron of Cheyenne Mountain, Colorado, where he was a System Security Officer responsible for maintaining IBM
servers that were used for tracking various objects in shfiace
Af fairs Representative and the flightodéds Quality Representat.i
the Space Wing Commander, where they discussed issues of the local enlisted community.

After two years in Colorado, Norman Robinson returned to the National Capital Region for an assignment at the Air Force Intelli-
gence Analysis Agency (AFIAA), a field operating unit of the HQ USAF Intelligence. At AFIAA Norman Robinson performed a myr-
iad of duties ranging from System Administration to Project Management, and he played a major role in developing the organiza-

tionds network migration and disaster recovery plan, eimsaser i r
of emergencies. During that time Norman Robinson continued his participation in the military community; he was an active mem-
ber of the National Capital Region Airmands Associationa el e

member of the Bolling Air Force Base Advisory Board.

Sergeant Norman Robinson is married to his high school sweetheart, Sabrina, and they recently celebrated their 10-year anniver-
sary. Together they have two beautiful boys, Jahquan (9) anc
reading, sports, fishing and spending time with his family. In his free time he also serves as a Youth Leader for the Lightho use
Baptist Church Youth Department. Additionally, Norman Robinson is currently studying at George Mason University where he is

on the Deanés List and working toward his Bachelor of Scienc

Nor man Robinsondés decorations include the Air Force Commend:z¢
and the National Defense Service Medal.

http://HDICapitalArea.com



Page 4 The Capital Reporter Volume 1, Issue 1
Technical Sergeant Norman Robinson announced as

HDI Northeast Regional Analyst of the Year

By
Marie Clark

After a rigorous and difficult judging process, the Northeast Regional
Analyst of the Year has been determined!

First, | would like to thank all of our judges for their time. Our judges were:
Linda Suarez, Orlando Hernandez , Mike Wilson, John Sprague, Ritu Sharma, Abby Adeniji

| would also like to acknowledge the dedication and excellence of all our nominees. We had nine chapters sultotit¢apdi-

dates. Each of these candidates is an outstanding representative of the best and brightest in our industry, our ¢hapeérs and
company. The local chapter winners are:

Local Chapter Winner Company
Capital Area Norman Robinson United States Air Force
Delaware Valley Frank Errington Ikon
Susguehanna Valle Rich Gates Hershey
New York City Chris Khan Leveraged Technology Inc
Connecticut Deborah Buoniconti MassMutual Financial Group
New England Patrick Moody Worchester Polytechnic Institute
Northern New England Jared Wall Fidelity Investment Management Technology
Hudson Valley DeDe Hourican Marsist College
Western & Central New Jamie Cerone Paychex
York
And the winner is......... Norman Robinson!

Technical Sergeant Norman H. Robinson, Jr., of Fredericksburg, Virginia, is currently assigned to the Defense Informa-
tion Systems Agency / Joint Staff Support Center as Tier-l Windows System Analyst for the Joint Operations Support
Center Service Desk. Norman Robinson joined the Air Force in

August of 1996 shortly after graduating from high school. He was first assigned to Aviano Air Base, Italy, as a System
Administrator, where he took part in the base -wide operating system migration from Windows 3.11 to Windows NT.
During that time he also worked at the local Autodin Message

Center, where he gained valuable experience with classified information protection and security policies that would
benefit his career thereafter.

Congratulations to Norman and best of luck as he competes for the Global Analyst of the Year at the HDI Annual Con-
ference in April in Las Vegas!

http://HDICapitalArea.com
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2008 HDI Capital Area

44) Help Desk Analyst of the Year Finalist
Of The Y

I Robert Half

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 Op-
erations Support Center (JOSC) Service Desk and a key player for the Tielt Windows Team. TSgt Robinson dis-
tinguishes 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 detaitoriented incident documentation method was bench-
marked as the standard practice for all service desk personnel.

As a Tier-l analyst, TSgt Robinson has always focused on fulfilling the customers' requirements; he often delivers
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 dedi-
cated to improving his skills as an IT professional; besides having already earned his Security+ and MCSE certifi-
cation, 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 com-
plained but instead always maintains a positive attitude toward his job. Due to his dedication, expertise and pro-
fessionalism, Technical Sergeant Norman Robinson is unquestionably one of the best analysts in my organization.

http://HDICapitalArea.com




The Capital Reporter Volume 1, Issue 1

2008 HDI Capital Area HiRobert Half
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 |Iike to nominate A
Barryds career at the Feder al Reserve Board has be
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 fAKudosdo for helping clien
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
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

| 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.

http://HDICapitalArea.com
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2008 HDI Capital Area BiRobert Half
Help Desk Analyst of the Year Nominees

23
Of The Year
-

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
AEmpl oyee of the Montho for March 2008. Mo hamed g
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.

Anson Barney

MITRE

Manager: Jimmy Vo
Submitted by: Jimmy Vo

As a member of HDI, I've been to many conferences where | get to speak to other help desk managers about
metrics, operations, service initiatives, and especially staff. The people are the core components that makes
and breaks a successful help desk operation and when | think of ideal help desk staff, | think of Anson Barney.
Anson demonstrates a quiet confidence in his abilities that is contagious. At the MITRE help desk, his team-
mates have even created a inspirational motto to lift their spirits when they are down and it's simply...Be the
Barney. | can write pages on the things that Anson does for our team, both professionally and personally, but |
will try and keep this short and to the point. Anson is the one analyst out of my team that | 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 ser-
vice 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

http://HDICapitalArea.com
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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

3/23-3/30/2009 Washington, DC HDI Support Center Analyst
3/25-3/27/2009 Washington, DC HDI Support Center Manager

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

Thank you for your support!!

l .
Meetmg Recap Please visit http://hdicapitalarea.com/ for newsletters, Jpresent:

tions and meeting information.

Wednesday, January 21st Meeting Subscribe to receive our meeting notices, newslettersjand

s . . . . . . 9

Using | TI'Léds Key Metrics: -lIfmp aggzgigzggl]c'c)?yt%by g,glﬂgstol h}}tpé//\évvgw.nﬁ%erén?ngr.lco&%xs
and Help Protect Your IT Budget

Presenter: Nikki Hasse The Local Chapter Meeting for March will be on Wedrjesday

March 18, 2009.
Many Thanks to the U.S. Department of Commerce for

hosting the January 2009 local chapter meeting. VISIT http://HDICAPITALAREA.COM

For more detts

http://HDICapitalArea.com
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HDI CAPITAL AREA LOCAL CHAPTER
2009 ELECTION SLATE OF CANIDIDATES

HDI Capital Area Membersi Pl ease participate in HDI Capital Areab6s 200
dates and submit your ballot by February 27th at http://www.zoomerang.com/Survey/?p=WEB228T77EBS6N. If you have any
questions, please contact Sandy Seroskie at president@hdicapitalarea.com

President CandidaBandy Seroskie

| received my Bachelor of Arts degree from George Mason University in Fairfax, Virginia. | was bitten by the
computer bug while managing the Paralegal department at a law firm in Washington, DC, where | gained a

* wealth of technical experience and became the Director of Information Services. | joined Carey International in
1998 to create their Help Desk and became their Director of Field Services Delivery in 2005. | have been a
member of HDI since 2000 and | am one of the founding members of the reorganized HDI Capital Area Local
e Chapter, serving as their President (2007 i 2008), VP of Programs (2003 to 2006) and VP of Communications
(2005 to 2007). | am married to the most patient man in the world and am the proud mother of four children, a cat and a golden
retriever.

VP Communications Candiffabmk Bowers

| have experience in the IT Support field expands over 12 years. Beginning my career in the Corporate arena, |
have worked for Freddie Mac and the MITRE Corporation as a Service Desk Team Lead. After working for the
MITRE Corporation for six years, | diversified my knowledge and commitment to the IT Support field by enter-
ing the Government contracting world where | have implemented and managed several service desks for Fed-
eral and City Governments. Currently, | am a Service Desk Manager for Sl International with certifications as a
Help Desk Analyst and ITIL Practitioner. | have been a HDI member for the past two years and have served as
HDI Capital Areads VP Communication in 2008. My commitmen
Communications for the Washington DC chapter.

Webmaster Candidakerry Byers

|l dm Jerry Byers. | work for TechTeam Go-agerrForthe ladttwsd o
years, | have been the chief technical architect for developing call center and help desk bids for both commer-
cial and government customers. | am an ITIL Practitioner in Change Management and have also worked as an
IT Director and CTO for 6 years. My HDI certifications are in progress and | will have my PMP this year. Over
the last 15 years, | have worked on, supported, and managed both call centers and help desks and have also
been a trainer for both IT and non-IT curriculum. In addition, | have designed, developed, and up-dated a num-
ber of private and commercial websites. I have ser

http://HDICapitalArea.com
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Pack Your Bags and Go to HDI 2009!

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 executivegwill ¢
in Las Vegas at the Mandalay Bay Resort for the premier event in the technical support industry. Register now tg sec
spot in the world's largest and most innovative industry event for technical service and support professionals. Wheth
deliver internal or external support or both HDI 2009 offers you a wealth of opportunities to jumpstart your journdy to
vice excellence.

Whether you take one small step, one giant leap of faith, or something in between move your career forward. Mdke pi
Stop hitting the snooze button on the changes you want to make in your technical support organization and the ifleas
for yourself and your team.

With extensive experience responding to theckaaging needs of industry professionals, only the HDI 2009 AnnualjCon-
ference & Expo offers the most comprehensive educational program helping you to enhance your knowledge bage, el
with the people driving change, and move forward.

Let dynamic keynote presenters inspire you to bring their enthusiasm and passion back to your professional andjpers
to-day activities. Customize your conference experience with the most relevant and proven industry best practicds wit
conference workshops. Choose from 107 ceritdnsessions and other popular interactive offerings. Access hundrefls of
most innovative products and services in the exhibit hall. Share information and stories with your peers at netwofking
that put the social back into social networking. Attend a private Vegas show featuring world renowned magician§ and
ans Penn & Teller.

Nine Insightful Tracks Service and Support Strategy Support Operations Management Essentials for New Suppdrt Me
Applying ITIL® Metrics and Measurements Customer Focus The Human Factors Applying Technology Make it V{fork.

Everyone has a chance to save! HDI members (silver membership and above) receive $200 off the Complete C@nfere
Expo package or the Executive Connections package, plus $i/@h8 2lay preconference workshops. HDI confe

ence alumni receive an additional $100 discount. Early Bird Discount: Register by February 6, 2009 to receive ag add
$100 off the Complete Conference and Expo package or the Executive Connections package. Team Discount: Hurch:
istrations, get the 6th free!

Since first teaming up in 1975, whefp t
Pennds clown coll ege education and ug
success story that went from the streets to small clubs to national theater
tours, and now to a current, mykiar engagement at the RieSAlite Hotel

& Casino in Las Vegas. But for one fantastic evening, Penn & Teller will be on
-site at the 2009 HDI Annual Conference & Expo to entertain and amaze you
withamindboggl i ng performance you wondt Jwa

http://HDICapitalArea.com
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February 2009 .,s
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With more than 100 locations in North America
and Europe, Robert Half Technology is a leading
provider of technology professionals for

8 9 10 11 12 13 14 initiatives ranging from web development and
multiplatform systems integration to network
security and technical support. Robert Half
Technology offers online job search services at
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