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Join us on September 23rd from 1:00 to 4:00 at Bonterra Italian Bistro for our 2009/2010 CT HDI Season Kickoff meeting:

Bonterra Italian Bistro
98 Main Street, Southington, CT  06489
860-426-2620
Park directly behind the restaurant in the free municipal parking lot...also on Columbus Ave

Great door prizes courtesy of our Platinum Sponsor – American IT Solutions





1. 50 Yard Line Tickets to the UCONN vs. Rhode Island Football game on 26 September 
2. Acer Aspire Netbook - http://www.acer.com/aspireone
This month’s topic will be: Metrics & Reporting:

We’re extremely fortunate to have Seth Hoffman join us this month in what promises to be a very engaging topic and one that was overwhelmingly a topic of choice based on your feedback from our survey.  

Metrics are vital. Understanding the who, what, where, why, and how many in support of your enterprise is vital. Gaining insight as to where you’re doing your company some good (or bad), is critical in assuring that your service organization is delivering service that meets and exceeds the business needs and expectations. 
Putting qualitative and quantitative measurements to the back of your mind – or worse, not considering them at all – is a little like setting up a restaurant, cooking a load of food, and not looking to see if anyone’s eating it.

Reporting is founded on three concepts – are we doing this today?

· What Gets Measured - Gets Better - the dynamic of tracking, presenting, and posting data.
· Benchmarking - Where do You Start - Why benchmarking is important, what you can learn from it, and why it needs to be a focus, as well how do you start this process, and finally what you should   benchmark.
· “Painting the Picture” With the Data - how to take data and place in a format that can tell a story, show impact, and provide information in a manner that sound decisions can be made.
About the Speaker

Seth Hoffman - Director of Operations for Technology Support Services, Technisource
Seth is currently a Director of Operations for Technology Support Services with Technisource and has over 10 years experience in the Support Services industry. Seth’s current responsibilities include providing the planning, design, development and implementation of support solutions.

In his tenure at Technisource he has experience at all levels of the support operation, including roles as agent, team leader, manager, and line of business manager. Seth has been responsible for over 200 agents and 50 plus accounts as a line business manager for Technisource. Seth received the prestigious honor of being awarded the Service Delivery Leadership Award that is only given to one employee a year who demonstrates true leadership within the organization.

Over the last 2 and half years Seth has spent the majority of the time focusing on business development that includes a unique approach on First Call Resolution and Solve Rate Philosophy. He regularly works with both customers and our internal Technisource operations team in the areas of performance management and process improvement.

Seth has professional affiliations with the Help Desk Institute (HDI) as well as resides on the advisory board of a local IT School in Mechanicsburg, Pennsylvania. 





All members and paid attendees are invited to join us for a delicious lunch menu, which will include a garden salad with choice of the following entrees*:

· Chicken Marsala with mushrooms, spinach, roasted red peppers, marsala & roasted shallot mashed potatoes

· Parmesan Crusted Tilapia with buttered squash, roasted vegetables, tomato-basil broth and roasted shallot mashed potatoes

· Gemelli pasta with sweet sausage, broccoli rabe, sun dried tomatoes, roasted garlic, extra virgin olive oil 

· Penne a la Vodka with plum tomatoes, garlic, basil, vodka cream sauce
Desserts: Chocolate walnut tartufo and assorted gelati & biscotti
*Entrees do not need to be pre-ordered.  They will prepare a menu for us to order when we arrive

Our chapter meetings are free for current members, $25 for guests.  To join HDI, click here.
Please RSVP for this month’s meeting by 4:00pm on September 21st to Robert Licata
http://www.thinkhdi.com/chapters/connecticut/
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If you would like to be removed from our mailing list, please let us know


Our mailing list is made up of current members, past members and past attendees to CT HDI functions.
CT HDI September Meeting
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