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Wednesday March 24th Meeting

Change Management Process and You!

Presenter: Brian Farrell

Change Management Process and Youl how to leverage the Change

Management process to work in your favor
improve morale and communications at the Help Desk. We 6 | |

o

- and use the power of the CMDB to

t ake

different organizations run their change processes, the impact and outcomes of

poorly managed CM; and look at how the HD can better enable those processes
happier

and make for a

environment.
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desk and

Brian Farrell has been working in IT Service management for over 8 years.
Having worked on and implemented solutions for organizations such as the EPA,
Lehman Brothers, GEICO, XM and many other Fortune 500 and government
customers, Brian has helped many organizations take a look at their processes
and come up with creative solutions which improve process and align with both

tool and ITIL processes. A former Help Desk agent, Brian has an appreciation for

how | TIL works in
LOCATION

American Red Cross

Board of Governors Hall

430 17th Street, NW, Washington, DC

Visitors

t he
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All visitors are required to sign in at the security/receptionist desk in the 17 "
Street building. Before departing, all visitor(s) must sign out of the facility.

Vehicle Parking

There is no visitor parking at Red Cross Square. Visitors should park in metered
spaces on the street or in a nearby parking garage (at a fee) such as:

A Dijplomat Parking 1775 G Street

Hours of Operation: Monday i Friday, 7 a.m. 7 6 p.m.
Saturday 8 a.m. i 6 p.m., Closed Sundays and holidays
Located 3 blocks from Red Cross Square

A Colonial Parking 511 20" Street

Hours of Operation: Monday i Friday, 6:30 a.m. i 9:30 p.m.
Located 2 blocks from Red Cross Square

Closest Metro Stops

Farragut North, Farragut West , and Foggy Bottom Metro Station

AGENDA
12:00 to 12:30 Lunch and Networking
12:30 to 1:50 Program

1:50 to 2:00 Survey Drawing and Prize Give Away

2:00 Meeting Ends
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We look forward to seeing you there. Reserve your seat by contacting RSVP to

rsvp@hdicapitalarea.com

http://HDICapitalArea.com
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| am truly thankful for my involvement in our local chapter, which has allowed me to meet so many amazing
peoplei members, speakers and officers. | have spoken about how each of these people has touched my pr
fessional and personal life in an extremely positive way. Through my involvement in HDI, | was introduced
to Raymond Bell last week. Mr. Bell created The HOPE Project, a pilot training program for young people
ages 1&85. They are preparing young people for careers as Help Desk and Application Support Profession-
als. The program exists through a 100% volunteer eftdidsses meet 3 nights a week and the program be-

gan on September 28, 2009 and wil |l run through J
for students. Read more about Mr. Bell 6s efforts
Mr . Bell 6s vision and energy iIs truly an inspira

volunteers (speakers and trainers) to the Project. | plan on visiting the class the week of Mafewduld

also like to arrange Help Desk tours for the students, so they have the opportunity to see Help Desk opera-
tions and begin networking with area professionals. If you are able to volunteer or have any resources that
can lend assistance to the project, please contact pnesaient@hdicapitalarea.cos a volunteer, | can

attest that | receiveo much mor¢han | give. Please join our chapter in mentoring the Project and students.

HDI Membership Levels

Whether you want to join HDI as an individual or provide your entire support organization with the bene-

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
Q(gt:v?/zf I(tc() Sthl:IeNS)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

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. 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 Analyst
March 22 -23
April 57 6

Support Center Manager
March 241 26

Support Center Team Lead
April 127 13

Desktop Support Technician
April 127 13

ITIL v3 Foundations
April 147 16

KCS Knowledge Management
April 147 16

To register your attendees, go to the HDI website, www.thinkhdi.com  and click on the
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

Training/Certification tab,

5
Tech support, = '
: =  Mo..no, m'am,
Greg speaking. % You do net need
Hella. Do T have :i: to buy stamps
\ to buy stamps te send e-mail.
} to send e-mail? \ Okay. Bye.

http://HDICapitalArea.com
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Northeast Regional
Analyst of the Year

Winner

After a difficult judging process, Jessica Wunsch was announced as Northeast Regional Ana-
lyst of the Year. Jessica is a level 1 analyst from QVC and is part of the Delaware Valley Chap-
ter. This was a tough contest this year (as usual') and there were many outstanding candi-
dates. Congratulations to Jessica and best of luck as she competes for the Global Analyst of
the Year at theHDI Annual Conference in March 16th to 19th in Orlando(see page 6)!

HDI Capital

Area Analyst of the Year Finalists

Congratul ations again to Aileen Chan, who was
Analyst of the Year at our December 11, 2009 Awards Luncheon.

Aileen Chan

Ciber Inc. for the World Bank
Group

Manager: Troy White
Submitted by: Bimpe Oyelese

il Robert Half
Technology

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 atwww.rht.com

http://HDICapitalArea.com
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2010 Annual Conference & Expo

World Conference on Technical Service & Support

HDI 2010 Annual Conference & Expo
March 1619, 2010
Orlando, Florida

TRANSFORM

Service  Support  Satisfaction

Transformation can be subtle, yet subtle changes can have significant impact on your business. Interact with nmsungtitapra@io-
ners who share many of your same challenges and goals. Learn from their mistakes and successesrldistusdionsiral deliberate
viable solutions. You will walk away with actionable ideas that you can immediately implement once you return to work.

e Discover emerging trends, innovations, and examine valuable best practices
e Probe critical processes that positively impact technical support operations

e Learn how to increase your support centerds capaci adysuc-fed

ceeded in doing so

Facilitated by industry thougbaders, practitioners and process experts from around the world, the HDI Annual Confezdangeist t
mostrespected technical support educational event. Only the HDI 2010 Annual Conference & Expo can bring you
face to face with the contacts and knowledge you need In your quest for service excelle i

Conference Activities

e 13 preconference workshops

6 thoughtprovoking keynote speakers

80 contentich breakout sessions

100+ vendors present powerful technologies, products and services
And much more...

YOU Should Attend

This event addresses the needs of all internal and/or external technical support préféssiosessoned directors to frdine analyst$
and provides valuable insight into how formal procedures, processes and properly selecting and utilizing indusipyotaoigocarsup-
port operations, including:

Seniorlevel VPs/Directors who are accountable for strategic planning and alignment
New and experienced managereesponsible for operational and tactical plans

Team leads and supervisori charge of dayp-day operations, coaching and monitoring
Analysts and techniciansvho require a foundational understanding of industry principles
ClOs who desire financial improvements from enhanced support operations

CTOs who require integration of support center strategy with other IT departments

operations

For more information visit http://www.thinkhdi.com/HDI12010/

http://HDICapitalArea.com

Customer service and contact center professionailéio are expanding their services to include help desk and/or technical sugport
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