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AR A What’s in Your Toolbox?
Next Up- October . . .
RTINSO One particular benefit that comes from being part of a
Sponsor professional association like HDI New England is the access it
Partnership provides to peers who are dealing with similar issues in similar
Training jobs. In this economic climate, we are all struggling to do more
Analyst of the Year . . . .

with the same or less funding and staffing. Each Service Desk
manager has experience with tools we love (or hate). We came,

we shared, we learned!

HDI Events

Informational Links ]
ST —— Next Up: Oct 9" Meeting

New England Chapter . .
Home Page Improving Service Response and Performance

Speaker: Carlos Casanova

Site tour of Dunkin Donuts Support and Data Center
Location: Dunkin Donuts

Time: 8:30AM - 11:00AM

Need to improve the quality of your service delivery?
Transforming your data into actionable information is the key to
value! Mr. Casanova will discuss Configuration Management
Systems (CMS), the follow-on to Configuration Management
Databases (CMDB) and how they can be leveraged to improve
the quality of service delivery. Mr. Casanova will use examples
from "The CMDB Imperative" (which he co-authored with Glenn
O'Donnell) and diagrams that will clarify how making business
cycle and service details readily available to those who deliver
your services will add value to your already existing data. The
presentation will include elements of Service Level Management,
Service Catalog, Change Management and Knowledge
Management and convey both the importance and urgency of
organizing/leveraging data that already exists within your service



http://www.thinkhdi.com/
http://www.hdine.org/
http://www.hdine.org/

This Month’s
Contributors
Jeremy Kurtz
Robin Whitman
Marie DiRuzza
Carl Fink

If you would like to be a
contributor to the
Newsletter please send
your article to  Mary
Fetherston  prior to the

25™ of the month. If
multiple submissions are
received they will be
entered in the order
they were received.

desk to improve response and performance. At the same time
Mr. Casanova will demonstrate how this data can also increase
the value being delivered while mitigating the risk of punitive
outsourcing.

Customer Service Week
Oct 5" - 9™ 2009

Customer Service Week is celebrated annually during the first full
week of October. Itis a national event devoted to recognizing
the importance of customer service and to honoring the people
who serve and support customers with the highest degree of
care and professionalism.

In 1992 the U.S. Congress proclaimed Customer Service Week a
nationally recognized event. According to the Institute for
Customer Service, (the independent professional body for
Odza 12 YSNJ aSNBAOSUE Ga¢KS FAY
crucial role played by Customer Service Professionals everywhere
and to have a little fun. By hosting an event in your organization
however big or small you are sending a message to your
colleagues and customers that you value the importance

Odza 1 2 YSNE ¢

HDI has daily SPIN webinars during Customer Service Week that
you can view online.

The Customer Service Group sponsors an official Customer
Service Week program. The group provides how-to information;
celebration materials imprinted with the official Customer
Service Week logo; and

inspiration from the hundreds 55

of service and support e H%w
professionals who share their

celebration stories, plans and ideas. Information and ideas are
also available at CSWeek.com, including nine tips for a successful
celebration. eHow.com also has an article on “How to Celebrate
National Customer Service Week.”
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Mark Your Calendar
Oct. 9"
Dunkin Donuts. Friday morning Meeting.

Nov. 3
Boston ¢ Tuesday night meeting. The topic will be ITIL

Dec. 2nd
Pinz in Milford ¢ AQY and Reg Lo will be talking about
Problem Management.

Jan. 13"
LogMeln Corporate Head Quarters.

Sponsor
HDI New England is happy to
announce LogMeln (located right o0 ® ‘

here in Massachusetts) as a L Y M
Chapter Sponsor. Og e
LogMeln provides on-demand, remote-connectivity and support
solutions. Businesses and IT service providers use LogMeln's
solutions to deliver remote end-user support and to manage
computers and other Internet-enabled devices more effectively
and efficiently. Consumers and mobile workers use our solutions
to access computer resources remotely thereby facilitating their
mobility and increasing their productivity. Since their inception,

users have connected more than 70 million computers and other
Internet-enabled devices to a LogMeln service.

Partnership

HDI New England was able to
team up with Hudson (IT
Recruitment firm) as a sponsor
for their 1° Annual Charity Golf
Tournament for Big Brothers
Big Sisters of Massachusetts
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Bay (BBBSMB). While the day was filled with meeting some great
folks and having fun, the event was a huge success for Big
Brothers Big Sisters. There were over 70 IT managers in
attendance that spanned across industries including biotech,
financial services, telecom, software, publishing, and more.

If you are interested in learning more about the organization please
visit their website at http://www.bbbsmb.org.

Training Opportunities

The Voice of the Customer Conference 2009
Boston, November 3-4

How do you create self-energized customer support
communities? Tap into the deep knowledge of expert users?
Inspire passionate customer evangelism? Find the answers to
these questions (and more) at the third annual "Voice of the
Customer" conference. This highly interactive, small-scale
event will let you explore one of the most important
revolutions in the technology support world with industry
experts and fellow support managers. You can register online.
The cost is $385/day.

As a thank you for being a member of the HDINE community, we
would like to extend a $50 discount on the $385 conference
registration (use discount code VH9 when you register).

Online Training Opportunities

Impact Learning Systems offers both on-line and blended
learning courses in Customer Service for Technical Support Staff.
Both IBM and Honeywell have used these technical support
courses for their support staff. You can request a demo online or
call their Learning Specialists at 800-545-9003.

2 A0K (2RI &8Qa aOKSRdz S OKI f €
limitations, HDI offers two convenient e-learning delivery
models: self-paced training and virtual classroom training.
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Analyst Of The Year

HDI introduced the HDI Analyst of the Year Award in 2004. Each
year, HDI works jointly with the HDI local chapters to identify and
F¢gF NR GKS A y-RatduppbiBathfyst. Sugobd F A
analysts who are nominated at the local chapter will have an
opportunity to compete with their peers locally, regionally, and
globally for this prestigious award.

The nominator presents to the local chapter a personal business
profile of the nominee including specific attributes that
RSY2YyaGNIX 4GS GKS y2YAySSQa d:
commitment to excellent service, and consistently exceeding
performance objectives.

¢tKS SAYYSNI FNRY SIFOK 2F 1e1L
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Awards festivities held during the HDI Annual Conference &

Expo.

Nomination Process

The award process begins at the local level, where participating
chapters collect and encourage award nominations and select a
local chapter winner.

There is no charge for nomination - the only requirement is that
nominees work for a company with at least one HDI member.
Local chapter winners compete for the regional award, and
regional winners then compete for the national award.

Nominees are judged on the following categories:

- Customer service
- Performance

- Quality of work
Team orientation

Planning
Ethics
Leadership



- Communication

- Process orientation

- Technical aptitude of support tools
- Technical or product knowledge

- Problem solving aptitude

- Recognize and demonstrate the importance of problem
prevention

Recognize and demonstrate the importance of knowledge
sharing

- Commitment to the service profession

We encourage your participation in this exciting award program!
For more information on the award, follow the link from the
home page of our web site: www.hdine.org

Nominate someone online now.

HDI Training
Seltpaced Training

These courses provide students with an independent learning
experience. Log on to the Web-based course anytime, day or
night, to study. All you need is high-speed Internet access. Many
of the most popular courses include an online certification
exam. Courses offered include: HDI Customer Service
Representative, HDI Support Center Analyst, HDI Desktop
Support Technician, and HDI Support Center Team Lead. These
courses cost just a fraction of the off-site seminars!

For a complete course listing, see the HDI website.

HDI Service Management Conference

Atthe2009{ SNIZA OS al yI 3SYSyd [/ 2y
from industry experts how to streamline your support center
operations to maximize performance with minimal resources.


x-msg://86/www.hdine.org
http://www.hdine.org/A5595E/hdine.nsf/f32bb9a6530b7d9b852574a60048f733?OpenForm
http://www.thinkhdi.com/hdi.aspx?c=339

Choose from an instructive mix of content-rich sessions across
five tracks of learning, all filled with practical and useful
information that can be quickly implemented for immediate
AYLINR@SYSyld G2 @&2dzNJ &adzlJli2 NI
templates and tools that will help you to enhance your service
management operations. This event is a must attend for ANYONE
involved in service management!
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Leadership 101 o g 0"
By John C. Maxwell

Other books by this author- The 21 Irrefutable Laws of

[ SFRSNEKALE [ SFRSNBRKALI D2f R

Are you looking for a book that will help you figure out the road

to leadership? If so, this is the book for you. Leadership 101 is
effectively the little golden book of leadershipd L G Q& FJ
succinctda G2 NA S&3 LIAGKE 20aSNDI G2
authorship style. In the first few pages, he offers an amazing
leadership axiom, that leadership is really just influencing others.

2 K2 R2 S atg do that¥like/Steven Covey in his landmark
Seven Habits of Highly Effective People, Maxwell delineates steps
to better performance and lets the reader in on the secret that
really is no secretT that leadership is character-driven and a
journey not a destination. According to Maxwell, leadership is

the result of what you, the leader, bring to the game and how
committed to excellence you are.




_ Highly recommended!



