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HDI CAPITAL AREAôS 2009 PROFESSIONAL  

DEVELOPMENT EVENT  
 

 

 
 

 

Wednesday, October 21, 2009 

10:00 am to 4:00 pm 

American Red Cross Campus 

430 17th  Street location 

Washington, DC 

 

Join us for our Professional Development & Leadership Event featuring speakers 

Brenda Iniguez, Joanne Smikle and Patricia  Frame (see page 4ð6 for Bios ). 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 look-

ing for and pick up valuable insight on how you can recession proof your career by 

becoming more effective in your role or prepare yourself for the next steps in your ca-

reer! This yearôs event will inspire you and your team members to rekindle the joy of 

learning and raise morale in your organization. The event is priced at $10.00 to fit 

EVERY training budget.  See page 2 for agenda, page 3 for metro and parking. 

 

¶ 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 center. 

 

¶ 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.  

Register by emailing  

rsvp@hdicapitalarea.com  

and our VP of Finance will send an invoice 

Special Edition  
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HDI Capital Areaôs 2009  
Professional Development Event  

 
HDI CAPITAL AREA LOCAL CHAPTER INVITES YOU TO REGISTER  

 

U-Get Informed!ï U-Get Connected! ï U-Get Fed! ï Get Prizes! 

 

Wednesday, October 21, 2009  
10:00 am to 4:00 pm  

American Red Cross Campus  
430 17 th   Street location  

Washington, DC  

 
Attend to get re -energized; enjoy networking with area professionals; browse the bookstore; visit vendors to earn stamps 

on your ñreport cardò for raffle tickets to be entered in the GRAND PRIZE GIVE AWAY for PRIZES that I include a KINDLE 

and GIFT CARDS. See page 2 for the agenda, metro and parking information.   
 

This year's event will provide keynotes and breakouts focused on professional development guiding attendees on becom-
ing a "Better U in 2010." Learn what executives are looking for and pick up valuable insight on how you can recession 

proof your career by becoming more effective in your role or prepare yourself for the next steps in your career! This year's 

event will inspire you and your team members to rekindle the joy of learning and raise morale in your organization.  

Reserve your seat TODAY by sending an RSVP to rsvp@hdicapitalarea.com.  

AGENDA -  October 21, 2009  

10:00a ï 10:45a: Registration; Vendor Fair & Bookstore Open 

10:45a ï 11:00a:  Welcome & Introductions  

11:00a ï 11:55a:  Keynote #1 ï Brenda Iniguez: Executive Business Skills You Need to Move Up (bio page 4) 
11:55aï 12:15p:  Bio Break / Lunch Begins & Prize Drawing #1* (Vendor Fair & Bookstore Open)  

12:15p ï 12:55p:  Keynote #2 ï Patricia Frame: Career Management, Marketability, and Reality  (bio page 5) 
12:55p ï 1:00p:  Bio Break (Vendor Fair & Bookstore Open) 

1:00p ï 2:00p:   Keynote #3 ï Joanne Smikle (bio page 7) 
2:00p ï 2:15p:   Bio Break, Dessert Served, Prize Drawing #2* 

2:00p ï 3:45p:   Vendor Fair & Bookstore Open  

2:15p ï 3:00p:   Facilitated Roundtable Breakout Sessions BLOCK A  
3:00p ï 3:45p:   Facilitated Roundtable Breakout Sessions BLOCK B  

3:45p ï 4:00p:   Closing Remarks ï Grand Prize Drawing* (Don't miss your chance to win a Kindle) 

* Must be present  

 
 

mailto:rsvp@hdicapitalarea.com
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The American Red Cross National Headquarters campus is located in the heart of Washington, D.C., bordered 
by the Department of Interior, the Corcoran Gallery of Art and the Daughters of the American Revolution (DAR) 
Constitution Hall. The buildings on this site, known as Red Cross Square, are 430 17th Street, 431 18th Street, 
and 1730 E Street.   
The meeting will be occurring at the 430 17 th Street location  
 
Closest Metro Stops  
Farragut North Metro Station 
Farragut West Metro Station  
Foggy Bottom Metro Station 
  
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:  
 
Å Diplomat Parking, 1775 G Street  
Hours of Operation: Monday ï Friday, 7 a.m. ï 6 p.m.  
Saturday 8 a.m. ï 6 p.m., Closed Sundays and holidays  
Located 3 blocks from Red Cross Square  
 
Å Colonial Parking, 511 20th Street  
Hours of Operation: Monday ï Friday, 6:30 a.m. ï 9:30 p.m.  
Located 2 blocks from Red Cross Square  
 
Visitors  
All visitors are required to sign in at the security/receptionist desk in the 17 th Street building. Before departing, 
all visitor(s) must sign out of the facility.  
 
If you would like to attend, please RSVP to: rsvp@hdicapitalarea.com and  VP of Finance will send 
you an invoice.  
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 About the Speaker:   BRENDA INIGUEZ 

 
 
 

 

Brenda Iniguez is a seasoned IT Support Professional, with over 25 
years proven experience in Fortune 100 companies, designing, building, 
consolidating, and managing their Enterprise Support Centers.  In addi-
tion, she is ITIL Service Manager certified, ITIL V3 certified, and is well 
versed in the Service Management disciplines of Incident, Problem, 
Change, Availability, Service Catalog, and all aspects of Service Desk 
Management.  Brenda spent major parts of her career managing and be-
ing an Executive Consultant with Pink Elephant, and VP at Bank of 
America, and Providian Financial, and is now Americas ITSM Consulting 
Director for FrontRange Solutions. She is based in the SF Bay Area, and 
continues to encourage and strengthen Service Management & Support 
and all Service Management industry association groups.  
 

She is active in several professional groups, including serving on the itSMF National Conference 
Board, Chairman Emeritus of the HDI Member Advisory Board for HDI-National, on the Board of 
Directors for the HDI Strategic Advisory Board, the Officers Board of the San Francisco HDI 
Chapter (Help Desk Institute), the AZ itSMF LIG Board, HDI, ITSM, and itSMF Conference Com-
mittees, and was a founding member on the Board of Directors for HDP (Help Desk Profession-
als).  She is an active speaker at national Support Conferences, association meetings, and is 
frequently quoted in leading industry trade journals.   She is a lover of music and animals and 
openly promotes the richness of the different generations in todayôs workforce é she is full of 
energy and passion!     
 
 

Name:    Brenda Iniguez 
Title:    Americas Service Management Services Director    
Company Name:  FrontRange Solutions  
 
Phone:   510-262-9925 
Cell Phone:   510-685-6798 
Email:    Brendai@frontrange.com  
 
 
 
 

 
http://www.frontrange.com/index.aspx 

mailto:Brendai@frontrange.com
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 About the Speaker:   Patricia A. Frame 

 

 
Patricia A. Frame is a management consultant, author and speaker.  As an experienced human 
resources executive, she founded Strategies for Human Resources to help organizations achieve 
their goals through more effective  strategies and practices related to employees. 
 
Patricia has been a seminar leader and guest speaker for a wide range of national conferences, 
including: the Society for Scholarly Publishing (SSP), Special Libraries Association,  DOL,  Top 
Management Roundtable, and Idealist.  She also is a regular speaker at local Metro DC profes-
sional, career, and community groups.   She writes on Human Resource topics for WomenGrow-
Business.com.  She has a series of job search tips videos on YouTube and writes a job search 
column "Ask Patra' for ClearedJobs.net . She also has many career development articles on her 
site: SHRinsight.com 

She holds an MBA from The Wharton School and a BA from Purdue University. Her extensive 
professional education includes university seminars such as University of Michigan's Organiza-
tion Development and Babson College's Executive Seminar in Managing Rapid Change, as well 
as on-going professional associations' activities. 

 

Strategies for Human Resources  

5300 Holmes Run Parkway 

Suite 60 
Alexandria, VA 22304-2832 

tel:  703.751.2832 
fax:  703.461.3059 

 

http://www.shrinsight.com/  

http://www.clearedjobs.net/
http://www.shrinsight.com
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 About the Speaker:   Joanne Smikle 

 

 
Joanne Smikle has distinguished herself in the field by developing mastery of both the theory 
and the practice of organizational development. She is a nationally recognized expert on lead-
ership and is frequently called upon to share her knowledge at conferences and conventions. 
She is the author of numerous articles, books and recorded programs. Her tools are utilized 
by associations, government agencies, corporations and academia. Joanne partners with her 
clients to develop initiatives that address both strategic and operational dilemmas. Her goal is 
to help her clients create sustainable alignment through skilled, competent leadership.  
Having worked in the field of organizational development since 1989, she has developed 
three specialty areas: Leadership Development, Customer Satisfaction and Team Building. 
She offers a full range of interventions: consulting, training, organizational analysis (surveys, 
focus groups, interviews), executive coaching and facilitation. Her approach to learning is in-
teractive rather than didactic. She uses case studies, assessments and experiential learning to 
maximize the impact and value of her services. Joanne's clients benefit greatly from her un-
derstanding of the principles and best practices of comprehensive leadership development, 
particularly her mastery of the processes required to systematically design highly customized 
learning experiences utilizing experiential modalities.  
 
Call Joanne to discuss your consulting, speaking and facilitation needs.  
 
301.596.3140  

Website : www.smiklespeaks.com  

mailto:info@smiklespeaks.com
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List of  Vendors  
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http://www.roberthalftechnology.com/portal/site/rht-us/menuitem.130f8ee40d31c527afe5011002f3dfa0/
http://www.massageenvy.com/home.aspx
https://www.pinkelephant.com/
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Amy Arnold 
www.vitalself.com 
703/407-6674 
 
VitalSelf is a health and wellness company providing holistic health, nutrition and life coach-
ing, yoga classes, health & wellness programs and workshops.  We work with busy profes-
sionals (individuals, groups and companies) who desire to feel healthy, connected, energized 
and balanced.  VitalSelf services emphasize key personal wellness areas, including: reducing 
stress, increasing energy, eating healthier, breaking through emotional barriers, gaining clarity 
and increasing overall vitality!  Our offices are located in Arlington and Alexandria (Delray), 
Virginia. 
 

 

 

 

 

 

HDI is the worldôs largest IT service and support membership association and the industryôs premier certifi-

cation and training body, offering training in multiple languages. HDI is the leading resource for help desk/

support center emerging trends and best practices. HDI provides members with a vast repository of re-

sources, networking opportunities, and the largest industry eventðthe HDI Annual Conference & Expo.  

  

HDI has trained and certified more than 30,000 IT service and support professionals, imparting to them the 

soft skills they need to provide excellent service, increase productivity and profitability, and decrease call 

times.  

  
Tiffany Vaughn is the Northeast Account Manager for HDI. 

You can contact Tiffany Vaughn at 719-268-0309 or email her at tvaughn@thinkhdi.com 

mailto:tvaughn@thinkhdi.com
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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 multiplat-
form systems integration to network security and technical support. Robert Half Technology offers 
online job search services at www.rht.com   

Catherine Velleco 
Lia Sophia Advisor 
(C) 03-966-7114 

GETBLING@Velleco.com 
 

 

 

 

 

 

 

 

 

 

 

Pink Elephant is proud to be celebrating 20 years of ITIL ex-

perience ï more than any other service provider.  Operating 

through many offices across the globe, the company is the 

worldôs #1 provider of ITIL and ITSM conferences, education 

and consulting services. To date, more than 200,000 IT pro-

fessionals have benefited from Pink Elephantôs expertise. Pink 

Elephant has been championing the growth of ITIL worldwide 

since its inception in 1989, and was selected as an interna-

tional expert to contribute to the ITIL V3 project as authors of 

V3ôs Continual Service Improvement book and through repre-

sentation on the International Exam Panel.  For more informa-

tion, please visit www.pinkelephant.com. 

http://www.rht.com/
http://www.roberthalftechnology.com/portal/site/rht-us/menuitem.130f8ee40d31c527afe5011002f3dfa0/
mailto:GETBLING@Velleco.com
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Introducing Massage Envy Spa 
 

Two ways to rejuvenate. One convenient location. 

The advantages of massage therapy and facials go far beyond just relaxing the mind and body. These time-honored treatments not only 
relieve stress and treat physical conditions, they also provide physiological and psychological benefits. The mission of Massage Envy Spa 
is to make quality therapeutic massages and skin nourishing facials available to everyone. With affordable membership, flexible hours 
and convenient locations, Massage Envy Spa makes a balanced lifestyle an everyday occurrence. Massage Envy Spa is currently avail-
able only in select markets. 
 

Massage therapy benefits: 

Relieves stress 
Improves posture 
Increases circulation 
Lowers blood pressure 
Alleviates tension-related headaches 
 
 

Facial benefits: 
Moisturizes the skin 
Increases circulation 
Decreases signs of aging 

Improves skin tone and texture 

Alleviates redness and sensitivity 
 
 

Massage Envy Spa services: 

Swedish Massage 

Deep-tissue Massage 
Sports Massage 
Pre-natal Massage 
Reflexology 
Signature Murad Facials 
 
 

Massage Envy Spa Membership 

As a Massage Envy Spa member, you can enjoy professional massage therapy or signature Murad facials when it's most convenient for 
you. Membership includes a one-hour massage session with a professional massage therapist every month or for only ten dollars more, 
a signature facial, and additional visits throughout the month at a reduced price. Members also receive discounts on retail products and 
family members can take advantage of our special member discount rate with our family-add on benefits. And since your membership 
is valid nationwide, you can visit any of our clinics throughout the country- so no matter where you go, you can always get away at 
Massage Envy.relieve stress and treat physical conditions, they also provide physiological and psychological benefits. The mission of 
Massage Envy Spa is to make quality therapeutic massages and skin nourishing facials available to everyone. With affordable member-
ship, flexible hours and convenient locations, Massage Envy Spa makes a balanced lifestyle an everyday occurrence. Massage Envy Spa 
is currently available only in select markets. 
 
http://www.massageenvy.com/ 
 
 

http://www.massageenvy.com/home.aspx
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Leslie O'Flahavan's Workshop:  

How To Measure The Quality Of Customer Service E-Mail  

(And What To Do To Improve Your Agentsô Writing Skills) 

 

November 18th 

12:00 pm to 2:00 pm 

 

Support centers have many ways to measure the quantity of e-mail agents answer, but few even try to 

measure the quality of agentsô e-mail to customers. This workshop will help you learn how to go be-

yond measuring the number of e-mails agents answer per hour to evaluating how well agents respond in 

writing to customers. Youôll learn how to gauge your agentsô writing strengths as well as the serious-

ness of your agentsô spelling, grammar, or punctuation errors. Youôll also learn how e-mail quality (not 

quantity) leads to first contact resolution. In this workshop, you will learn: · How to measure the quality 

of your agentsô e-mail using E-WRITEôs Customer Service E-Mail Scoring Tool · How to develop a 

writing skills recognition program for your contact center You will receive: · E-WRITEôs Customer 

Service E-Mail Scoring Tool · A set of writing mini-quizzes to use to assess agentsô writing skills Ā A 

collection of customer service e-mails to use to benchmark your agentsô e-mails · A writing assessment 

to use to screen agents for writing skills during the hiring process Leslie O'Flahavan is a co-founder and 

partner in E-WRITE. With E-WRITE, she has helped thousands of people learn to write well for online 

readers. She has developed and delivered customized writing 

 

AGENDA 

 

12:00 pm to 12:30 pm ï Registration, Lunch, Networking 

12:30 pm to 1:50 pm -Presentation 

1:50 pm to 2:00 pm ï Prize Giveaway 

 

LOCATION 

Washington, DC 
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HDI Capital Area Annual Awards and Team Celebration Luncheon 

December 11th 

12:00 PM to 4:00 PM 

Maggianoôs Little Italy 

Tysonôs Galleria 

2001 International Drive 

McLean, Virginia 22102 

 

 

Join us for our Annual Awards Luncheon, which has become a tradition in the Washington, DC 

area. IT Service and Support Managers bring their teams to celebrate their hard work and success 

throughout the year. You supply your team and we will supply an inspirational speaker, great 

atmosphere and a three-course meal. There will be time to network with area professionals and 

meet our Help Desk Analyst of the Year nominees.  

 

Registration is only $25 per person and includes a three course meal, coffee, hot tea and iced tea. 

Seating is limited, so please register EARLY! The keynote speaker is the internationally 

recognized Kirk Weisler, who is one of the most popular speakers at HDIôs Annual Conference. 

After the keynote speaker, we will recognize our HDI Analyst of the Year Nominees and 

announce the winner of the Capital Area award. The winner will go on to the regional 

competition, with the Regional Winner being sponsored by Robert Half Technology to attend the 

HDI Annual conference in Orlando.  

 

RSVP to rsvp@hdicapitalarea.com and we will email you an invoice  

 

AGENDA 
 

12:00 pm ï 12:30 pm: Registration, Networking and Cash Bar  

12:30 pm ï 1:30 pm: Lunch is served (2 courses)  

1:30 pm ï 2:30 pm: Keynote Speaker  

2:30 pm ï 3:15 pm: Dessert/Coffee Served  

3:15 pm ï 3:45 pm: HDI Analyst of the Year Awards  

3:45 pm ï 4:00 pm: Prize Drawings/Meeting Ends 

mailto:rsvp@hdicapitalarea.com

