
 We enjoyed seeing so many of 
you at the HDI Conference in 
March.  We hope you enjoyed 
the conference as much as we 
did.  In our April meeting, we 
will be having officer elections 
and also a special time for those 
who attended the conference to 
share what they liked and what 
they learned so we can all bene-
fit.   

Elections are important so 
please attend our April meeting.  
The bios of those running for 
office are listed on the third 
page of this newsletter.  Re-
member, there is only one vote 

per company.  If no one from 
your company is able to attend 
the April meeting, you may 
email your vote by April 15 to 
Tammy Zadell at 
tzadell@parker.com.   

It was very exciting to accept 
the Overall Chapter Excel-
lence Award and the Special 
Events Award at the HDI 
Conference on behalf of the 
entire chapter.  Thank you all 
for your support throughout 
the year.  A picture of the 
Overall Excellence trophy is 
included here and the group 
picture of the officers accept-
ing this award is included with 

the conference pictures on 
page 2.  We look forward to 
another rewarding year.  
Please share with us your 
ideas so we can continue to 
improve our chapter.  Thanks.  

Mark your calendars for May.  
Char LaBounty will give a 
special presentation on Ser-
vice Level Management.        
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20052005--2006 Officers2006 Officers  
President 
Rita Brocco 
IT Solutions 

Phone:  (216) 513-8042 
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VP Programs (acting Pres.) 
George Reichert 
Parker Hannifin Corporation 

Phone: (216) 896-2172   
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VP Membership 
Denise Morgan 
The Lubrizol Corporation 

Phone: (440) 347-5798 
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VP of Finance 

Lynn Susi 
MetroHealth Medical Center 

Phone: (216) 957-2222  
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VP of Communications 
Tammy Zadell 
Parker Hannifin Corporation 

Phone: (216) 896-2118 
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Newsletter Editor 
Aggie Maas 
Phone:  (330) 666-2492 

aggiemaas@aol.com 

 
Librarian 
Anne Palmer�
Baker & Hostetler LLP 

Phone:  (216) 861-7004 

apalmer@bakerlaw.com 
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Chapter Advisors:  
Chris Farver  
cfarver@pomeroy.com 
Pat Albright  
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North Coast Chapter Help Desk Institute —An Award Winning Chapter 

Officers’ Corner  Officers’ Corner    

Previous Meeting Minutes: 
The minutes from our meetings 
can be found at  
http://www.thinkhdi.com/chapter
s/northcoast/resources.asp 
 
At right are Pat Albright and 
Heather Brizzi , who facilitated 
our March meeting.  Linda Hal-
lenhorst from Key Bank told us 
about what they do for rewards.   
The movie tickets went to Lou 
Ann Foerster.  



Where:  Robert Half Technology, Penton Media Building, 1300 
E. 9th Street, Cleveland, Ohio 
*** Parking at Penton Media Garage compliments of RHT! 
 
What: Officer Elections and sharing of HDI Conference Experi-
ences  

Directions to Robert Half Technology: The Conference Room 
is located on the main floor of the Penton Media Building. The 
doors are across from Al's Cafe, in the main corridor. Everyone 
must bring their parking stub/ticket to the meeting for us to 
validate. Without this, we will be unable to pay for parking. 
From the parking garage, take the elevators to the first level. Exit 
the 
elevators by making an immediate left, followed by another im-
mediate left, to which you will approach an automatic sliding 
door into the main corridor of our building. About 15-20 steps 
into the corridor, on the left, you will see the entrance to the con-
ference area. 

From the Northeast:   Take I-90 to Rt. 2/Shoreway West to E. 
9th St. exit. Stay in left turn lane, and turn left. At Lakeside Ave. 
(Giant Free Stamp sculpture will be on your right) turn right. At  
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first street on left, E. 6th St., turn left. Approximately 500 feet 
down, on left, is the Penton Media Parking Garage. 
Enter garage, take ticket, and mention to attendant that you are 
here for the HDI Event. 

From the Northwest: Take Rt 2/Shoreway East to E. 9th St. 
exit. Stay in right turn lane, and turn right onto E. 9th. At Lake-
side Avenue (Giant Free Stamp sculpture will be on your right, 
turn right. At first street on left, E. 6th St., turn left. Approxi-
mately 500 feet down, on left, is the Penton Media Parking 
Garage. Enter garage, take ticket, and mention to attendant that 
you are here for the HDI Event. 

From the South: Take I-71/I-90 North to E. 9th St. Exit. Take E. 
9th St. north to St. Clair Avenue. Turn left onto St. Clair. First 
street on right, E. 6th St., turn right. Approximately 150 feet 
down, on the right, is the Penton Media Parking Garage. Enter 
garage, take ticket, and mention to attendant that 
you are here for the HDI Event. 
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Our Next Meeting  Our Next Meeting  -- April 19 at 1:00 P.M.    April 19 at 1:00 P.M.   �

Jobs: 
Jones Day has a Training Coordinator position.  
Please contact Janice Basel at 216-586-3939 or 
jcbasel@jonesday.com. 
 
Doug Nolan at Key Search has a couple of help 
desk analyst openings in the Cleveland area.  
Please contact him at dnolan@key-search.com. 
 
Looking for a Job: 
Blaine Coleman is looking for a job in Help Desk 
Management or Support.  His phone number is 
440-227-3249. 

Your officers accepting the Chapter Excellence Award in Nashville (Ron Muns at left) 

Aggie Maas, outgoing Midwest Regional Director of the 
MAB (Member Advisory Board of HDI), and Lee Ann Ro-
land McBride, incoming Midwest Regional Director of the 
MAB, facilitated the Midwest discussion. 

Ron Muns at the Wildhorse Saloon 
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Officer Elections:   
Running for President  -  George Reichert 
 
George Reichert Bio 
Involved in Information Technology/Help Desk for over 25 years. 
Technical Resource Manager at Parker Hannifin Corporation. 
Responsible for Technical Help Desk, supporting 28,000 employees globally, as well as infrastructure support of Corporate Data Center. 
Founding member of North East Ohio HDI chapter. 
Certified Help Desk Manager from HDI. 
Certified ITIL IT Service Management Essentials. 
Member of the Help Desk Institute for 12 years. 
Currently VP of Programs for the North Coast Chapter. 
 
Running for  VP of Programs  -  Heather Brizzi 
 
Heather Brizzi Bio 
As the Support Services Manager for Bristol West, Heather focuses on the process, policies, and procedures within the Technical Services 
Department of her organization. Heather directly manages the employee (internal) & producer (external) helpdesk team as well as the rela-
tionship between her outsourcing partner and her organization.  Heather has been in the IT industry for over 8 years and has experience at all 
levels of the help desk as well as directing the technology needs of the operations call center for Bristol West. Heather’s previous experience 
was in training for restaurant managers and US Navy Aircrew as it regarded Naval Air Training Operations (NATOPS). 
 
 Heather has been an active HDI member since 1999 in the North Coast Chapter. She has served as the Assistant VP of Programs as well as 
chairperson of the HDI Analyst of the Year committee for the past 3 years (2003-2006) for the North Coast Chapter and was the elections 
committee chairperson for the 2002 North Coast Chapter elections and advisor for this committee in the years following. She has facilitated 
Roundtable discussions and Birds of a Feather for the Chapter and was a presenter at the HDI Annual Conference in 2006. Heather was 
selected as a member of HDI's Strategic Advisory Board (SAB) for 2006. The mission of HDI's Strategic Advisory Board is to formulate 
informed recommendations on industry trends and directions, and to assist HDI in documenting and communicating these trends to the 
membership and the service and support industry at large. 
 
Running for VP of Finance  -  Cathy Humphrey & Kyle Perry 
 
Cathy Humphrey Bio 
I have been a member of HDI North Coast Chapter for five years.  I have gained invaluable insight into the held desk industry that has been 
very beneficial to me and the Help Desk at Lakeland Community College.  I would like the chance to serve others as the VP of Finance. 
Work Experience: 
Help Desk Coordinator at Lakeland Community College 1996 to present. 
Created the Help Desk at Lakeland Community College. 
Went from 1 full time staff to 2 full time staff, one part time staff and two part time students in ten years. 
Teach staff classes based on need determined by Help Desk calls. 
Spring of 2005, implemented Track-It! And Banner at the same time with a fourfold increase in calls. 
Jazzercise Class Manager. 
Education: 
Associate of Applied Business, Information Systems—Microcomputer Specialist from Lakeland Community College. 
Help Desk Analyst HDI Certification October 2003. 
Help Desk Manager Course July 2004. 
Personal: 
Married, mother of two, grandmother of two. 
Board member—New Directions for Living (non-profit transitional housing/self-sufficiency program in Lake County), past Treasurer and  
  Secretary. 
Professional Women’s Institute Member, ten years. 
Lakeland Community College Staff Association, current Vice President, past Treasurer (3 years). 
United Way Chairperson at Lakeland Community College for three years. 
Love Jazzercise and gardening and spoiling my grandchildren. 
 
Kyle Perry Bio 
Kyle has been involved in Information Technology professions since 1983.  He’s been specifically dedicated to the IT Help Desk arena for 
the past 10 yrs. His experience includes building and managing several in-house, internal and external support teams for a various organiza-
tions. Kyle’s experience also includes the management of support teams for an IT outsourcer, providing support services on a global basis.  
Most recently he’s held the position of Program Manager, managing multiple local outsourced accounts.   
 
 Kyle’s been an HDI member since 1998 and has held two previous officer positions, the office of President and the officer of the Treasurer. 
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