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Washington, DC

HDI CAPI TAL AREAGS 2009

DEVELOPMENT EVENT

PR

Wednesday, October 21, 2009
10:00 am to 4:00 pm
American Red Cross Campus
430 17" Street location
Washington, DC

Join us for our Professional Development & Leadership Event featuring speakers
Brenda Iniguez, Joanne Smikle and Patricia Frame (see pa@éot Bios ). This
year 6s event wil!/ provide keynotes an
guiding attendees on becoming a fiBett
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 c
reer! This yearo6s event wil!/ i nspire
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.

1 U-Get Informed!
We have amazing keynotes, break outs and vendors who will supply information to
help you on your professional development journey.

9 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 h
you improve your support center.

1 U-Get Fed!
Not only are we offering free lunch and des$este are offering you information to
feed you and your support center!

1 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
http://HDICapitalArea.com
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HDI Capital Areab6s 20
Professional Development Event

HDI CAPITAL AREA LOCAL CHAPTER INVITES YOU TO REGISTER

U-Get Informed!T U-Get Connected!i U-Get Fed!i Get Prizes!

Wednesday, October 21, 2009
10:00 am to 4:00 pm
American Red Cross Campus
43017 ™ Street location

Washington, DC

Attend to get re -energized; enjoy networking with area professionals; browse the bookstore; visit vendors to earn stamps
on your #dAreport cardo for raffle tickets to be entered in
and GIFT CARDS. See page 2 for the agendametro 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 tesvp@hdicapitalarea.com

AGENDA - October 21, 2009

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

10:45a 1 11:00a: Welcome & Introductions

11:00a i 11:55a: Keynote #1 7 Brenda Iniguez: Executive Business Skills You Need to Move Up (bio page 4)
11:55ai 12:15p: Bio Break / Lunch Begins & Prize Drawing #1* (Vendor Fair & Bookstore Open)

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

1:00p i 2:00p: Keynote #3 7 Joanne Smikle (bio page 7)

2:00p T 2:15p: Bio Break, Dessert Served, Prize Drawing #2*

2:00p 1 3:45p: Vendor Fair & Bookstore Open

2:15p 1 3:00p: Facilitated Roundtable Breakout Sessions BLOCK A

3:00p T 3:45p: Facilitated Roundtable Breakout Sessions BLOCK B

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

* Must be present
EYHDI

http://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 17" Street, 431 18" Street,
and 1730 E Street.

The meeting will be occurring at the 430 17 " 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:

A Diplomat Parking, 1775 G Street
Hours of Operation: Monday i Friday, 7 a.m. T 6 p.m.

Saturday 8 a.m. i 6 p.m., Closed Sundays and holidays

Located 3 blocks from Red Cross Square

A Col oni al P'Strekti ng, 511 20
Hours of Operation: Monday i Friday, 6:30 a.m. i 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 " 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.

http://HDICapitalArea.com
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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
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openly promotes the richness of the differen_\’t:é

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 Front

SOLUTIOMNS

http://lwww.frontrange.com/index.aspx
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STRATEGIES FOR

HUMAN
RESOURCES

Short term help :: Long term results.

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.
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# 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.

222222222 22 22222222222 22222 2 & 2

0000

*0000

¢ Strategies for Human Resources

4 5300 Holmes Run Parkway

4 Suite 60

¥ Alexandria, VA 223042832

@ tel: 703.751.2832

¢ fax: 703.461.3059

*

@ http://www.shrinsight.com/

L 4
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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 I
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

P————————

http://HDICapitalArea.com


mailto:info@smiklespeaks.com

Page 7 The Capital Reporter Special Edition

® Vitdlsell &HHDI

Page 8 Page 8

i ;
diRobert Hal lia sophia

[echnology :
SHARE THE LOVE OF JEWELRY

Page 9 Page 9

Page 9 Page 10

http://HDICapitalArea.com


http://www.roberthalftechnology.com/portal/site/rht-us/menuitem.130f8ee40d31c527afe5011002f3dfa0/
http://www.massageenvy.com/home.aspx
https://www.pinkelephant.com/

Page 8 The Capital Reporter Special Edition

) VITAloel

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.

Tk ‘“-
c3HDI
E3HDI

HDI is the worldodés | argest | T service and sulppo

cation and training body, offering training in multiple languages. HDI is the leading resource for helgd desk/
support center emerging trends and best practices. HDI provides members with a vast repository offre-
sources, networking opportunities, and the largest industryd@vteatHDI Annual Conference & Expo.

HDI has trained and certified more than 30,000 IT service and support professionals, imparting to tfjem th
soft skills they need to provide excellent service, increase productivity and profitability, and decreasg call
times.

Tiffany Vaughn is the Northeast Account Manager for HDI.
You can contactiffany Vaughnat 7192680309 or email her avaughn@thinkhdi.com

http://HDICapitalArea.com
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nﬁ Robert Half

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 atwww.rht.com

[ h']u|n'4\

lia sophia

SHARE THE LOVE OF JEWELRY "

WOK rom home
seliing a fantastic ooliection
of fashicn Jawsiry

Enjoy a business that offers

u Terrific profit potential
YOU determine how much you
@arn AND you can ge yourself
a ramse anytma.

= Flexible hours
YOU determine your schadule
based on parsonal prontes and
commiments.

= Parsonal discounts
YOU enjoy fantastic decounts
on our ENTIRE lina!

= Amazing incentives
YOU can earn cash boruses,
FREE products, incredible
nosntve trps and MORE

Want to learn more, contact me

Catherine Velleco
Lia Sophia Advisor
(C) 03966-7114

Pink Elephant is proud to be celebrating 20 years of ITIL ¢
periencé more than any other service provider. Operatin
through many offices across the globe, the company is th
worl dés #1 provider of | TI
and consulting services. To date, more than 200,000 IT p
fessionals have benefited
Elephant has been championing the growth of ITIL worldv
since its inception in 1989, and was selected as an intern
tional expert to contribute to the ITIL V3 project as author
V36s Continual Service | mg
sentation on the International Exam Panel. For more info
tion, please visit www.pinkelephant.com.
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GETBLING@Velleco.com

http://HDICapitalArea.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. THesedietetreatments not aly
relieve stress and treat physical conditions, they also provide physiological and psychological benefits. The missiayeEMasSpa
is to make quality therapeutic massages and skin nourishing facials available to everyone. With affordable memberdkippflexib
and convenient locations, Massage Envy Spa makes a balanced lifestyle an everyday ocddassage Envy Spa is currently avail-
able only in select markets.

Massage therapy benefits:
Relieves stress

Improves posture

Increases circulation

Lowers blood pressure

Alleviates tensiofrelated headaches

p—_n
Facial benefits:
Moisturizes the skin 4 7170
Increases circulation "

Decreases signs of aging R\_‘P

Improves skin tone and texture
Alleviates redness and sensitivity

Massage Envy Spa services:
Swedish Massage
Deeptissue Massage

Sports Massage

Prenatal 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 mostfopnvenient
you. Membership includes a of®ur massage session with a professional massage therapist every month or for only ten doligrs mo

a signature facial, and additional visits throughout the month at a reduced price. Members also receive discounts aodeatdg pnd

family members can take advantage of our special member discount rate with our-fzaailgn benefits. And since your membership

is valid nationwide, you can visit any of our clinics throughout the couastryio matter where you go, you can always get aatay

Massage Envy.relieve stress and treat physical conditions, they also provide physiological and psychological benefishriToe mi
Massage Envy Spa is to make quality therapeutic massages and skin nourishing facials available to everyone. With aiataable m
ship, flexible hours and convenient locations, Massage Envy Spa makes a balanced lifestyle an everyday obMassagecEnvy Spa

is currently available only in select markets.

http://www.massageenvy.com/

http://HDICapitalArea.com
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Skin care packed with
multiple benefits. Special
offers yvou don’t want to miss.
Free samples so you can try
before you buy. Free makeovers
and expert tips. Shop at your
convenience with my personal
delivery. No crowds. No parking
hassles. No drain on your gas tank. What better

way to get all your skin care and makeup! Contact
me today!

Carolyn Sammartino
Independent Beauty Consultant

www.marykay.com/csammartino
(703) 492-5492

Save Time. Save Money.

Get your free shopYTB portal today,
Yy P PH B CKIy

and start earning CASH BA
on your everyday purchases n

TIME 2 GO TRAVEL ....whenit’s Time to Go, Call Time 2
Go Travel....Your #1 resource for Air, Hotel, Car,
Vacation, Cruise and shopping! Want to get paid to
travel? ASK ME HOW! Want to get paid to show?

ASK ME HOW!

Herbert Stiger, Future Director
240-377-6371 (Cell)

703-910-4415 (Bus.)
http://www.ytbtravel.com/time22go

http://HDICapitalArea.com
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Leslie O'Flahavan's Workshop:
How To Measure The Quality Of Customer Servie®&il
(And What To Do To I mprove Your A

v/

November 18
12:00 pm to 2:00 pm

AVAYAVAYAAYAYAYAYAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAN
AAAAAANAAAAAANERANAAAAAAAAAAAAAAAAAAAAAAAAAANA,

Support centers have many ways to measure the quantiyafl @agents answer, but few even try to
smeasur e t he qg-mailltoicaspmeosf Thigvgoekshap il help you learn how to go be-
%yond measuring the number ofreils agents answer per hour to evaluating how well agents res%nd in
swriting to customers. Youodll Il earn how to au
gness of your agentsdé spelling, gr armraﬂquality(nm@ put
gquantity) leads to first contact resolution. In this workshop, you will learn: - How to measure theéquality
cof your-malgsng EVBROI TeE6 s Cu st eMaieScorige ool Hoveto dEvelop a g

¢ writing skills recognition program for your contact center You will receiveWEEI TEGOs Cust or
¢ Service EMail Scoring Tool - Asetof writingmimj ui zzes to use to ass®ss
¢ collection of customer servicereai | s t o use t o brmaisc A wriing Iasseyssma&t a
¢ to use to screen agents for writing skills during the hiring process Leslie O'Flahavarfeaiader an

¢ partner in EWRITE. With EWRITE, she has helped thousands of people learn to write well for online
readers. She has developed and delivered customized writing

VVVVVVVV!

- AGENDA
:

§ 12:00 pm to 12:30 pri Registration, Lunch, Networking
- 12:30 pm to 1:50 pr¥Presentation
% 1:50 pm to 2:00 prih Prize Giveaway

% LOCATION
¢ Washington, DC

SAAMAAMNAANAANAANAANANAAANAAANAANANAAANANANANAANAANAANAAAAANANAANANANANANANNN,

P A A A A A A A A A A A AAAAAAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAY)
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HDI Capital Area Annual Awards and Team Celebration Luncheon
December 11
12:00 PM to 4:00 PM
Maggianods Little Italy
Tysonds Galleria
2001 International Drive
McLean, Virginia 22102

CEEEEEEEEESS

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, gr&at
atmosphere and a threeurse meal. There will be time to network with area professionals and
meet our Help Desk Analyst of the Year nominees.

v

Registration is only $25 per person and includes a three course meal, coffee, hot tea and iged tea.
Seating is limited, so please register EARLY! The keynote speaker is the internationally ~ p
recognizeKirk Weisler, who i s one of the most populﬁr S
After the keynote speaker, we will recognize our HDI Analyst of the Year Nominees and S
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 atte\‘?d the
HDI Annual conference in Orlando. ‘s

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

RSVP torsvp@hdicapitalarea.coand we will email you an invoice

AGENDA

12:00 pmi 12:30 pm: Registration, Networking and Cash Bar
12:30 pmi 1:30 pm: Lunch is served (2 courses)

1:30 pmi 2:30 pm: Keynote Speaker

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

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

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

Y R kR e e e e Y
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