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Wednesday, March 18th Meeting  
Identifying Working Styles to Improve  

Relationships, Culture and Results  

Presenter: Sandy Seroskie  
 

Sandy Seroskie's presentation will share various working styles 

to help you identify your style and that of your co -workers. She 

will lead you through a process of understanding your own 

style and help you begin recognizing the different working 

styles of others. Sandy will discuss techniques to assist you 

with being more effective working with different team mem-

bers.  

 

By improving your effectiveness, you can improve working re-

lationships, create a positive culture that embraces differences, 

help avoid team conflict and improves project efficiency. The 

session will end with a team exercise bringing different working 

styles together to complete a project.  

 

The meeting is fun, while providing a valuable tool. It is the 

perfect setting to bring your teams together to begin a journey 

of self discovery and appreciation for each other's strengths 

and value. Your team will leave with the knowledge and tools 

to easily put the concepts into action to create positive result.   
 

LOCATION  

Ronald Reagan Building and International trade Center.  

US Department of Commerce, International Trade Administra-

tion located on the Mezzanine level.  

1300 Penn. Ave, NW, Washington, DC 20004  

 

 

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 to rsvp@hdicapitalarea.com.  

mailto:rsvp@hdicapitalarea.com
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Presidentôs Message by Sandy Seroskie 
 

 
You canôt turn on the radio or open a paper without encountering a story about the economy. It is affecting 

many companies and we are being asked to do more with fewer resources. Training budgets are being re-

duced or eliminated during the tough times. These times are stressful to all, but we can find good things 

amongst the bad. In other words, not all of the effects are negative. For instance, many families are conserv-

ing money by eating out less and spending more quality time together at home. In many ways, we are getting 

back to the basics. 

 

The Capital Area Chapter is here to support you through these tough times. We are a non-profit association, 

whose mission is to provide quality programs designed to inspire and motivate personal and professional 

growth. Our chapter will continue to host monthly educational meetings that also allow time for networking 

and additional learning through your peers. We rarely charge for meetings, unless it is a special event and 

then we strive to keep the costs very low, so it is affordable to all. 

 

Finally, the Capital Area Board and I want to wish TSgt. Norman Robinson (page 4) the BEST OF LUCK in 

the Global Help Desk Analyst of the Year Competition at the HDI Annual Conference beginning April 6th in 

Las Vegas (page 7 and 8) We are so very proud of you, Norman! 

 

  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 Informa-
tion 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 

HDI Membership Levels  
 

Whether you want to join HDI as an individual or provide your entire support organization with the benefits 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 details. 
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Capital Area Achieves Platinum Circle of Excellence for 2008 
 

 

 

On February 25th, HDI Global announced the Capital Area Chapter achieved the Platinum Circle of Excellence for 

2008. Capital Area was ranked 1st, with 445 points, among the 39 participating chapters. Ten chapters achieved 

Platinum, eighteen chapters achieved Gold and eleven chapters achieved Silver. 

 

The Circle of Excellence program has been in effect for three years. It was created to be a guideline for services of-

fered by the local chapters. Each chapter board determines whether to participate in the Circle of Excellence Pro-

gram and what level they would like to achieve. Capital Area is dedicated to our mission and to achieving excel-

lence, so we have participated in the Circle of Excellence program all three years. In 2006 and 2007, the Capital 

Area achieved the Gold Circle of Excellence. In 2008, Capital Area Board of Officers came together and made it 

our goal to achieve Platinum. 

 

The chapter earns points in the program by doing things like having a website, newsletter, communications, events, 

training classes, by-laws, member speakers, member white papers, running an Analyst of the Year program, etc. 

Points are also earned for increasing attendance and membership. Capital Area was able to meet their goal due to 

the dedication of our volunteer board, vendor sponsors, members and attendees. Members, attendees and vendor 

sponsors earned points for our chapter by: giving your time to attend meetings, events and training classes; speak-

ing at a local chapter meetings; publishing articles, white papers and books to the community; submitting speaking 

proposals for HDIôs Annual Conference; submitting Analyst of the Year candidates; sponsoring meetings; hosting 

meetings at your location 

 

WE SALUTE YOU AND THANK YOU 

FOR YOUR CONTINUED DEDICATION TO OUR LOCAL CHAPTER 

Please visit http://hdicapitalarea.com/ for newsletters, presentations and meeting information. 

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 April will be on Wednesday April 15, 2009.   

VISIT http://HDICAPITALAREA.COM For more detai ls 
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Capital Area Analyst of the Year Winner Announced as  
Northeast Regional Winner  

 

 

 

 

 

As previously reported, Technical Sergeant Norman Robinson was announced as HDI Capital Areaôs Analyst 
of the Year winner at our Annual Luncheon in December of 2008. Norman moved on to the Northeast Regional Competition 

and was announced as the Northeast Regional Winner.  Congratulations to Norman and best of luck as he competes for the 

Global Analyst of the Year at the HDI Annual Conference (see page 7 and 8) in April 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-I 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 space. There he also served the base Booster Club as the squadronôs Public 
Affairs Representative and the flightôs Quality Representative and was handpicked to represent his squadron in a meeting with 
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 Intel li-

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-
tionôs network migration and disaster recovery plan, ensuring data security and reliability to key Air Staff decision makers in case 
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 Airmanôs Association, elected President of the regionôs Middle Tier Council, and served as a 
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) and Nayquan (7). Norman Robinsonôs hobbies include weightlifting, 
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 Deanôs List and working toward his Bachelor of Science degree in Information Technology. 

Norman Robinsonôs decorations include the Air Force Commendation Medal, the Air Force Achievement Medal, the NATO Medal 
and the National Defense Service Medal. 

Congratulations to our all of our Capitol area finalists and their companies - Anson Barney, Mitre; Adrian Barry, Federal Reserve 

Board; Alpesh Gor, Marriott International; and Mohamed Sisay, Technisource at IMF. Each finalist represents the best in class in 
the industry.  

 

 

 

 

 

 

 

 

http://www.hdicapitalarea.com/conference.html


Page 5   The Capi ta l  ReporterThe Capi ta l  Reporter   Volume 1,  Issue 2   

  h t tp: / /HDICapi ta lArea.comhttp: / /HDICapi ta lArea.com     

 
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  

   

 3/23-3/24/2009 Arlington, VA  HDI Support Center Analyst 

 3/25-3/27/2009 Arlington, VA  HDI Support Center Manager 

 6/01-6/03/2009 Arlington, VA  HDI Support Center Manager 

 6/01-6/02/2009 Arlington, VA  HDI Support Center Team Lead 

 6/01-6/03/2009 Arlington, VA  Knowledge Management Foundations:KCSsm Principles                                                             

 6/01-6/03/2009 Arlington, VA  HDI Support Center Director  

 6/03-6/04/2009 Arlington, VA  HDI Support Center Analyst 

 6/04-6/04/2009 Arlington, VA  Building  Your Service Catalog 

 6/01-6/02/2009 Arlington, VA  Support Center Metrics and Measurements 

  

 

To register your attendees, go to the HDI website, www.thinkhdi.com and click on the  Training/Certification tab, then on Course Sched-

ule.  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!! 

 
Upcoming Spin Webinars 

Providing Excellent Support in Difficult Economic Times 

Tuesday, March 24th 

(10am PST/1pm EST )  

 

Members Only  

Presenter: Mitch Bryant, Norton Healthcare Service Center, Support Manager 

Session Description: 
Join HDI for this timely and informative case study from Mitch Bryant, an HDI Member and Support Manager of Norton Healthcare Ser-

vice Center. Mitch will discuss what he is doing to continue his support services while reducing costs. His presentation will cover how he is 

maintaining high-quality customer experiences by utilizing remote support technologies and processes. 

 

In todayôs difficult economic environment you canôt cut support. You must adapt and provide service by utilizing all the tools available to 

your organization. Join this SPIN and learn from fellow HDI members methods to: 

Reduce support costs 

Enhance service quality 

Provide excellent customer service 

Mitch Bryant is the Support Manager for the Norton Healthcare Service Center. Norton Healthcare is Louisville, Kentuckyôs leading hos-

pital and health care system and second largest private employer. Mitch has over 26 years of customer service experience and has been 

published in HDIôs Support World magazine as well as posted articles on TechRepublic.com, many of which have been included in their 

professional series books. He has recently written a HDI Focus book title ñBridging the GapéTo your customersò. Mitch is retired from 

the U.S. Navy, is ITIL certified, an HDI member and is HDI Support Center Analyst certified. He is a member of his local Toastmaster 

club and is pursuing the HDI Instructor Certification. 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
http://www.bomgar.com/virtualsupportsolutions/healthcare.htm
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HDI CAPITAL AREA LOCAL CHAPTER 

2009 OFFICERS 

 

Votes are in! 

 

Thank you for participating in this yearôs election for the HDI Capital Area Officers.  Thanks to continue go to 

Sandy Seroskie, Frank Bowers, and Jerry Byers as committee members for President, VP Communications, and 

Webmaster.  We are ever grateful for their enthusiasm, time and commitment to the chapter. 

 
President  ð Sandy Seroskie 

 
 

 
 

   VP Communications ð Frank Bowers  
 

 

 
      Webmaster ð Jerry Byers 

 
 

 

Returning Officers for one more year are 

Vice President-Programs: Brian Farrell 

 

Vice President-Membership: Samuel Smith 

 

Vice President-Finance: Earl Brake 

 

Vendor Liaison  Heather Donnelly 

 

Newsletter Editor: Greer Parker 

 

Secretary:  Crystal Lloyd 
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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 executives will converge 
in Las Vegas at the Mandalay Bay Resort for the premier event in the technical support industry. Register now to secure your 
spot in the world's largest and most innovative industry event for technical service and support professionals.  Whether you 
deliver internal or external support or both HDI 2009 offers you a wealth of opportunities to jumpstart your journey to ser-
vice excellence.   

Whether you take one small step, one giant leap of faith, or something in between move your career forward. Make progress. 
Stop hitting the snooze button on the changes you want to make in your technical support organization and the ideas you have 
for yourself and your team. 
 
With extensive experience responding to the ever-changing needs of industry professionals, only the HDI 2009 Annual Con-
ference & Expo offers the most comprehensive educational program helping you to enhance your knowledge base, engage 
with the people driving change, and move forward. 
 
Let dynamic keynote presenters inspire you to bring their enthusiasm and passion back to your professional and personal day-
to-day activities. Customize your conference experience with the most relevant and proven industry best practices with pre-
conference workshops. Choose from 107 content-rich sessions and other popular interactive offerings. Access hundreds of the 
most innovative products and services in the exhibit hall. Share information and stories with your peers at networking events 
that put the social back into social networking.  Attend a private Vegas show featuring world renowned magicians and comedi-
ans Penn & Teller. 
 
Nine Insightful Tracks Service and Support Strategy Support Operations Management Essentials for New Support Managers 
Applying ITIL® Metrics and Measurements Customer Focus The Human Factors Applying Technology Make it Work. 
 
Everyone has a chance to save! HDI members (silver membership and above) receive $200 off the Complete Conference and 
Expo package or the Executive Connections package, plus $100 off 3-day and 2-day pre-conference workshops. HDI confer-
ence alumni receive an additional $100 discount. Early Bird Discount: Register by February 6, 2009 to receive an additional 
$100 off the Complete Conference and Expo package or the Executive Connections package. Team Discount: Purchase 5 reg-
istrations, get the 6th free!  
 
 
 
 
 
 
 
 
 

 

 
For more information visit  http://www.thinkhdi.com/HDI2009/  

 

See Page 8 for details on Payment Plan for the HDI Conference 

 
Since first teaming up in 1975, when they combined Tellerõs silent magic with 
Pennõs clown college education and juggling expertise, the two have created a 
success story that went from the streets to small clubs to national theater 
tours, and now to a current, multi-year engagement at the Rio All-Suite 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 
with a mind-boggling performance you wonõt want to miss! 
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Payment Plan for the HDI Conference  

 
 
 
 

 

As a loyal HDI member, you have an unprecedented opportunity to buy now and pay later. Experi-
ence this industry-leading event, taking place April 6-9 in Las Vegas, with only a *$500 depositðjust 
pay the remainder by October 1, 2009.  
 
Unconventional? Yes. But, one day you'll look back at these extraordinary times and remember 
those who took extraordinary action. HDI is on the front lines with you. In the trenches. Pushing the 
edge. Reminding you that "middle of the road" is not a safe place to be.  
 
Join us for the kind of thought leadership and innovation that only the largest technical sup-
port association can provide.   
 

To participate, call HDI and reference "Plan-B" 
800.248.5667 

Please note, online registration is not  
available when reserving this package plan. 

 
 
 

Northeast Get Together 
 

 

Arrangements are being made to have a North-

east Regional Get Together at the HDI Confer-

ence in Las Vegas. Watch your email and the 

Capital Area website (http://hdicapitalarea.com) 

for more details. 

Meeting Recap  

 
 

Wednesday, February 18th Meeting  

Incident Management Best Practices 

Presenter: Chris Pope 

 

Many Thanks to  the American Bankers Association 

for hosting the February 2009 local chapter meeting. 
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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 
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   
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