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 Capital Area Local Chapter  Washington, DC  

Wednesday, September 16
th

  
Effective Problem Management: Making Life at 

the Help Desk Better!    
Presenter Hugo Mendoza  

 
Register your seat by emailing rsvp@hdicapitalarea.com.  There is no 
cost for the program, which includes lunch and a tour of World Bankôs 
Help Desk. You will pass through security at World Bank, so bring your 
ID.   
 
How can you raise morale by reducing the number of ósame issueô 
calls?  How many times do you hear your agents complain that they are 
being flooded by calls on the same Problem that happened a month ago 
or so??  Hugo Mendoza, an ITIL certified Project manager, who has 
worked for dozens of organizations implementing ITIL will discuss how to 
raise your first call resolution, improve morale, while at the same time 
helping raise the level of esteem for IT across the entire organization. 
With over 10 years in IT, Hugo Mendoza has helped FCPS, the EPA, 
GEICO, Deloitte, Ernst and Young and many others with their IT Service 
Management projects.  Hugo holds ITIL, PMP and PRINCE2 certifica-
tions for process and project management and also received his Masters 
from American University in Communications 

AGENDA 
12:00 to 12:30 - Registration and Lunch (Bring your ID) 
 
12:30 to 1:45 - Presentation 
 
1:45 to 2:00 - Closing remarks and Prize Drawing 
 
2:00 ï Tour of World Bank Help Desk  

LOCATION* 
World Bank 
1850 I Street NW 
Washington, DC 20036 
***Be sure to Bring your ID*** 
Across the street from the Farragut West Metro station 
Paid parking available nearby
 
If you would like to attend, please RSVP to: rsvp@hdicapitalarea.com 
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Presidentôs Message by Sandy Seroskie 
It is natural for students to immerse themselves in their studies, however, how many of them dedicate themselves to 
life long learning? Once we graduate and begin our careers, often we become busy at work and home, forgetting to 
make time to continue to our education.  
 
From Wikipedia (http://en.wikipedia.org/wiki/Lifelong_learning) 

 
Lifelong learning, also known as LLL, is the "lifelong, lifewide, voluntary, and self-motivated"[1] pursuit of knowledge for 
either personal or professional reasons. As such, it not only enhances social inclusion, active citizenship and personal 
development, but also competitiveness and employability.[2]The term recognizes that learning is not confined to child-
hood or the classroom, but takes place throughout life and in a range of situations. During the last fifty years, constant 
scientific and technological innovation and change has had a profound effect on learning needs and styles. Learning 
can no longer be divided into a place and time to acquire knowledge (school) and a place and time to apply the knowl-
edge acquired (the workplace).  
 
On October 21

st
, we are dedicating our meeting to learning and professional development (See page 6) Our theme is 

ñAll About U-YOU-Niversityò and this yearôs event will provide keynotes and breakouts focused on professional devel-
opment guiding attendees on becoming a ñBetter U in 2010ò. Learn what executives are looking for and pick up valu-
able 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 is yet another opportunity to bring your teams to help improve morale. The meet-
ing will help renew everyoneôs joy of learning, life and work, making for a much happier and productive workplace. I 
hope to see you there! 

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 

http://en.wikipedia.org/wiki/Lifelong_learning
http://en.wikipedia.org/wiki/#cite_note-eric-0
http://en.wikipedia.org/wiki/#cite_note-eurlex-1
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Submit your Help Desk Analyst Nomination  
A Free World Class Recognition Program for Members  

 
HDI offers a global program, HDI Analyst of the Year, which enables each Local Chapter to select a winner to compete 

at the regional level. The winner of each Regional Analyst of the Year will be invited to participate in HDI's Global Ana-

lyst of the Year Awards Gala, sponsored by Robert Half, to be presented at the HDI Annual Conference.  
There is no charge for nomination - the only requirement is that nominees work for a company with at least one HDI 

member. 
 

 

The award process begins at our local level now through October 19th. We encourage members to nominate their out-
standing Analysts by emailing the following information to president@hdicapitalarea.com: 

 
 

Help Desk Analyst's Name 
 

Company 

 

A paragraph describing the individuals achievements (why you are nominating them)  
 

Manager's name and contact information. 
 

 
A nomination form is sent to the Manager to complete and return. A panel of judges score the nomination forms and 

the winner is announced at our Annual Awards Luncheon in December, where the manager and analyst will be our 

guests of honor. It is EXCELLENT recognition for your organization. Local chapter winners compete for the regional 
award and regional winners then compete for the global award.  

 
 

Visit http://www.hdicapitalarea.com/analyst.html  to learn more.  

http://www.thinkhdi.com/hdi.aspx?c=32
mailto:president@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.  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  
 

 

 

 

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 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!! 

Dates Location Course 

9/14 - 9/15 2009 Washington, D.C. HDI Desktop Support Technician info 

10/5 - 10/6 2009 Baltimore, MD  HDI Support Center Analyst 

10/7 - 10/9 2009 Baltimore, MD  HDI Support Center Manager 

11/2 - 11/3 2009 Arlington, VA  HDI Support Center Analyst 

11/4 - 11/5 2009 Arlington, VA  HDI Support Center Team Lead 

11/6 - 11/8 2009 Arlington, VA  HDI Support Center Manager 

11/6 - 11/8 2009 Arlington, VA  
Knowledge Management Foundations: 
KCS Principles 

11/6 - 11/8 2009 Arlington, VA  HDI Support Center Director 

11/6 - 11/8 2009 Arlington, VA  ITIL v3 Foundations 

12/15 - 12/16 2009 Arlington, VA  HDI Desktop Support Technician 

http://www.thinkhdi.com/
mailto:tvaughn@thinkhdi.com
http://www.thinkhdi.com/certification/courseDetails.aspx?class=a75053f7-fa76-de11-bfbb-00188bfd0100
javascript:showMe();
http://www.thinkhdi.com/certification/courseDetails.aspx?class=842f5d56-4d2f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=3b713109-4e2f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=37773e6d-642f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=5156f7dd-652f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=dd4c119b-662f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=b46d7bf4-662f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=b46d7bf4-662f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=d53cec23-672f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=360364c9-662f-de11-a037-00188bfd0100
http://www.thinkhdi.com/certification/courseDetails.aspx?class=15688ffb-1231-de11-a037-00188bfd0100
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Aug Meeting Recap  
 

Thank you American Bankers Association for hosting August local chapter meeting and Dr.  

Fred Van Bennekon for your amazing presentation on common survey mistakes. 

 

You can 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  September will on Wed September 16,  2009 (see the 
front page for more details)   
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Save the Date - October Event: All About You -niversity  
 
 
 
 
 
 
 
 
 

 
 

ANNOUNCING  

HDI CAPITAL AREAôS 2009 PROFESSIONAL DEVELOPMENT EVENT 
ALL ABOUT ñUò YOU-NIVERSITY  

 

Wednesday, October 21, 2009  
American Red Cross 

Washington, DC 
10:30 a.m.ð4:00 p.m.  

 
Join us for our Professional Development & Leadership Event featuring speakers Brenda Iniguez, Patricia Frame, 

and Joanne Smikle. 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 looking for and pick up valu-
able insight on how you can recession proof your career by becoming more effective in your roleéoré.prepare 

yourself for the next steps in your career! The event is priced to fit EVERY training budget at only 
$10.00 .  

 

Why is the price low?  It is a tough economy and HDI Capital Area Local Chapter is a non-profit association 
dedicated to providing IT Service and Support professionals a forum that includes networking with area profes-

sionals, programs and speakers to HELP YOU SUCCEED.  
 

Why should YOU attend?  

 

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.  
 
If you would like to attend, please RSVP to: rsvp@hdicapitalarea.com and out VP of Fi-
nance will send you an invoice.  
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November 9τ11, 2009  
HDI Service Management Conference & Expo  

Washington, DC 

For more Hotel information visit  http://www.crystalcity.hyatt.com/hyatt/hotels/index.jsp 

Hyatt Regency Crystal City 
2799 Jefferson Davis Highway 

Arlington, VA 22202 

703.418.1234 

www.crystalcity.hyatt.com  

Special Rate for Conference Attendees 
A discounted conference rate is available to event participants: 

$199 single/double occupancy.  

Please call 703.418.1234 or 800.233.1234 and reference the HDI Service Management Conference. Hotel 

rooms will be out early - please reserve as soon as possible. The conference rate will be available until October 

15, 2009 OR until rooms sell out. 

 

Reserve three days in November to get information on the hottest topics affecting service management 

professionals. Intense, hands-on workshops facilitated by industry experts will provide you with in-

depth information, templates, and tools. Network and share experiences with your peers as you learn 

how to enhance your service management operations. This exciting event will reenergize you. When you 

leave, you will have a toolbox full of knowledge that will help you focus on the critical role of support 

in service management.  

 

 

To receive more information about the  

HDI 2009 Service Management Conference & Expo  

Visit http://www.thinkhdi.com/sm2009/ 
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SUN MON TUE WED THU FRI SAT 

  1 2 3 4 5 

6 7 8 9 10 11 12 

13 14 15 16 

HDI 

17 18 19 

20 21 22 23 24 25 26 

27 28 29 30    

       

September 2009 

SUN MON TUE WED THU FRI SAT 

    1 2 3 

4 5 6 7 8 9 10 

11 12 13 14 15 16 17 

18 19 20 21 

HDI 

22 23 24 

25 26 27 28 29 30 31 

       

October 2009 


