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 Capital Area Local Chapter  Washington, DC  

 
Wednesday May 19th Meeting  

Best Practices in the Service Industry  
Presenter: William A. Jones 

How the service industry has transformed over the years and how best prac-

tices in service support and service delivery can lead an organization to suc-
cess. 

About the Speaker   
Mr. Jones possesses over 30 years of information technology and business 
experience involving the development and management of professional ser-

vices business units and quality performance management integrations. 

Over the years, he has held responsibilities within a number of key man-
agement positions within leading technology supply firms such as EDS, Am-

dahl, Hitachi Data Systems and BMC Software. During the past 10 years 
and today, Mr. Jones is the CEO at XA Systems, LLC a leading Washington 

DC based firm dedicated to the principles of IT Service Management and 

quality controls for business operational solutions and related Education 
Services. Mr. Jones and XA Systems have delivered consulting services and 

quality solutions to a number of Fortune 1000 companies and federal gov-
ernment clients that include: PetsMart, Boeing Aerospace, the National In-

stitutes of Health, The US Treasury, Blue Cross Blue Shield, GEICO Direct, 

PacifiCare Health Insurance, The Nuclear Regulatory Commission, the De-
partment of Defense, and many others.  Mr. Jones holds a number of certi-

fications in ITIL, COBIT, ISO, the ICL Open Framework and other quality 
management focused methodologies. 

 
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 
Serco Customer Demo Center  
12012 Sunset Hills Rd 
Suite 600 
Reston, VA 20190 

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

rsvp@hdicapitalarea.com  
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Presidentôs Message by Sandy Seroskie 
 

I am looking at my calendar and I canôt believe it is May. Spring has arrived and everything is so GREEN. 

After a tough winter, I appreciate the flowers, grass and leaves all the more. This makes me think about ap-

preciation brought on by change. Most often, in our day-to-day routine, there are not many changes. As time 

flees, it is possible to forget to take a few moments to appreciate those around us, our front line people, who 

are the face and voices of our organizations. 

 

Recognition is so important and is free! It can be a thank you note, an email, kind words, a certificate, etc. 

My favorite recognition is a note to our executives pointing out a job well done, which generates additional 

recognition from the executives. It makes the recipient feel great and is excellent marketing for your service 

desk. 

 

This month, letôs make a pact to set aside time to make each of our team members feel special and appreci-

ated. What are your ideas for individual and team recognition? Please share them with me at presi-

dent@hdicapitalarea.com and we can share them with our readers in next monthôs newsletter! 

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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Sandy Seroskie  

Elected  

Member-at-Large 

 

 
 

 

Sandy Seroskie has been elected as Member-at-Large to HDI's Member Advisory Board. She will take office on June 

4th. The HDI Member Advisory Board participants are elected by HDI members to represent the interest of members 

and local chapters. Their mission is to provide HDI with informed recommendations and advice that allow the asso-

ciation to better serve its members and local chapters, as well as improve communications between members, local 

chapters, and HDI. The Member Advisory Board is comprised of one chairman, one past chairman, six regional direc-

tors, four at-large members, and two HDI representatives, all of which are volunteer positions.  

 

April Meeting Recap 

 

Wednesday April 21st Meeting  

Delivering Customer Service in the Cloud 

Presenter: Lisa DeMille 

 

Many thanks to the Ronald Regan Building for hosting the April 21st local chapter meeting.  Lisa DeMille gave an 

amazing presentation on Delivering Customer Service. 

 

Congratulations to our April drawing winners! 

 
Vin Seibert $10.00 gift Card to TGIF  

Kathleen Palcher $10.00 gift Card to TGIF 

Vincent Morton, Sr $15.00 gift card to Starbucks 

 

The local chapter meeting in May will be on Wednesday May 19, 2010.  See cover page for details. 

 

You can Subscribe to receive our meeting notices, newsletters and meeting minutes by going to : http://

www.mailermailer.com/x?oid=24221c 
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Wednesday, June 16 th Meeting  
 Our Annual Team Building Luncheon Cruise along the Potomac  

It is time for our Annual Team Building Event aboard the Spirit of Washington. This year, we will 
board the ship on Wednesday, June 16th and we hope you can join us for the cruise along the Poto-
mac River. It is a great way to see the city, meet area professionals and learn about what they are do-
ing at their services desks. Area companies often use the cruise as a team-building event and invite 
their analysts to rejuvenate their team.  

Seating is limited, so RSVP early to rsvp@hdicapitalarea.com. The ticket cost is $46.69 per ticket and  
will include a lunch buffet, served with coffee, tea and water. There will be a Professional DJ. per-
forming, Wait Staff and Sight -seeing Narration. The cruise route is down river towards Old Town Al-
exandria. Attendees may choose to move about the decks to take in the fresh air. 
Reserve your seat by sending your attendee names and companies to RSVP to 
rsvp@hdicapitalarea.com by Friday, June 10th.  The VP of Finance, Earl Brake, will email you an in-
voice. 

 
June 16th Meeting Agenda  

AGENDA 

11:30 Boarding 

12:00 Ship leaves the dock 

12:00 to 2:00 Luncheon Cruise along the Potomac 

2:00 Ship returns to dock  

  

Location  

Spirit of Washington  
The ship is docked at Pier 4 where 6th & Water Streets meet in SW Washington, DC. 

  
METRO: Green Line/Waterfront stop  

PARKING: Parking is across the street for a cost 
 

Visit  http://www.spiritcruises.com/dc/directions.jsp#dc  for Directions  

 

mailto:rsvp@hdicapitalarea.com
mailto:rsvp@hdicapitalarea.com
http://www.spiritcruises.com/dc/directions.jsp#dc
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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 skills re-
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 .   
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
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.  If you have questions, please feel free to contact  HDIôs Customer Care Center  at 800.248.5667.  

 

mailto:support@thinkhdi.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.   

 

 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 

 

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 s 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    

 

 

Join us for our HDI Training  

and Certification Events 
 

   

Dates Location Course 

4/5 - 4/6 2010 Arlington, VA  HDI Support Center Analyst 

4/12 - 4/13 2010 Washington, DC  HDI Support Center Team Lead 

4/12 - 4/13 2010 Arlington, VA  HDI Desktop Support Technician 

4/14 - 4/16 2010 Arlington, VA  ITIL v3 Foundations 

4/14 - 4/16 2010 Arlington, VA  KCS Knowledge Management 

4/24 - 4/25 2010 Arlington, VA Support Center Analyst 

4/26 - 4/28 2010 Arlington, VA Support Center Manager 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
http://www.thinkhdi.com/certification/courseDetails.aspx?class=75b4c023-f7ca-de11-a411-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=be0f6452-d41b-df11-bf61-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=df72eb8a-f8ca-de11-a411-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=2191455a-faca-de11-a411-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=cf492f14-f9ca-de11-a411-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=cf492f14-f9ca-de11-a411-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=cf492f14-f9ca-de11-a411-00188bfd0100
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The Four City Tour  

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 Workplace and The Top 
5 CRM Challenges. Plus, you won't want to miss:   
 
Í Ways to use cutting -edge telephony integrated with social marketing and other channels.   
Í 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.   
Í A sneak preview of the soon-to-be-released SharePoint 2010.   
Í An unveiling of market research on cloud computing  and how it is impacting businesses 
across the country.   
Complimentary lunch and continental breakfast!  
 
 
 

 
 

 
 
 
 
 

For more information and to register visit:  
 
http://www.successaccelerators.com/EventDetails/4CityTourMainPage/tabid/1147/
Default.aspx   
 

 

 

 

    

 

Presented by: 

 

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

