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Welcome to the Lounge

Powered by UBM Studif

ent? Click ha MyPronle Lounge Auditorium Resource Center HDIConnect Who's Here Help Log Out

SHIDN b Theiter. g

PQ Group Chat

When you first enter the
theater, you arrive in our
Lounge We invite you to
update your profile to
enhance your networking

Cindsa Daly

Cinda Daly you have joined Networking Chat

Cinda Daly:Welcome to the HDI Webcast Theater. If this is your first visit fo
Cremedjf)rce the theater, | invite you to view the orientation video. Click on
"Auditorium.” Click on "Theater Orientation.” Click on "View now.

pportunities. Check out
mr{eh:{lf)odda:le Cinda DaIY:Thé Resource Center has HDI arficles and white papers with O O r u n I IeS e C O u

, the cloud. c:zi;)er dives info some of the frends our research has uncovered. Check 1 W h O b S H e r e ”
Roy Atkinson: Ifyou re tweeting during the webinar, we'll be watching the
nashag #Tin01 ) other attendeespresenters,
Cinda Daly:Hi, all. What's the holtest irend in your support organizatio .
Cinda D ly Wewll ounce'he start of our presenta h n soon. CI kon and Sponsors- NaVIgate a
...................................................................

variety of other options like
downloadable documents

| \ from the Resource Center,
< remedyf)rce‘ ft @ o mamsmensness s | the social suite of tools, and

our company here.

You caradd to your profile, enter the Auditorium for the live broadcast, COMmMunication channels.
access the Resource Cetoobaatthetaprod get “Hel p” from t
the screen.
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Orientation Video

Whil e you’re waiti ng theogrouptchatandwgetb i n a
acquainted with the other attendeedf this is your first visit, take a moment to view
the brieforientation video. Just Click gkuditorium, click on theDrientation Video

tab and clickview.
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Welcome to the HDI We s

Featured Presentations Theater Orientation

Trend Spotting: Top Findii
On Demand

Read Comments [3} | Write a comment

Join the HDI Research & Content team as they highli the most intrigui

service and support findings uncovered in HDI research throughout the year. We'll provide
an inside look at the data paralleled with cument trends and future predictions. This webinar
will help technical support leaders validate existing practices and discover new ideas for the
future. Drawing from the HDI Practices and Salary Reports, HDI Research Corners, and the
HDVInformation Week Analytics report, we'll provide an overall look at the state of the

industry. We’'ll also share insights frem discussicns arcund the HDI Forums and Strategic
Advisory Boards that will help support center leaders validate existing practices and discover
new ideas for the future.

y P Social Suite ' .
?J R ‘4 Thi ti d by UBM Studi
= - - is eventis powered by udios. X
The IT Service & Technical < remedy Orce ft (] i ] Find interactive business solutions for b Lo

Support Community your company here. U B M

www.ThinkHDl.com | ©2010HDI Al rights reserved. TechWeb



Browse the Resource Center

Click on the Resourdggenter to download white papers, articles, demos, and other
valuable resources from the presenters and sponsors.
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You can download directly to - OO0
your desktOp as you go. Or’ Easyiista Solutions :VE:mf"dd" Gh b:u”f?m e dThd'yjm’l .afﬁe-i«n f”ﬁ to'nnf"tfﬁfi"’fih' e
collect resources in your
Briefcase, found at the @ besn s s
bottom of the screen. Then, ' Jrso— e
download everything all at @ L esessime e
once at the end of the event. 1 e e
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Visit the Auditorium

The |1 ve presentations take place 1 n t
the menu bar when it is time for the live session to begin. The recorded webinar reme
In the theater for two weeks. You can view the session again following these same st
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: Cinds Daly

Cinda Daly you have joined Networking Chat 35|

Cmmedyﬁ)rce the theater, | invite you to view the orientation video. Click on

Cinda Daly:Welcome to the HDI Webcast Theater. If this is your first visit fo
"Auditorium.” Click on "Theater Orientation.” Click on "View now.”

A simpler,

m?rreh:lf;o;:::le Cinda Daly:The Resource Center has HDI arficles and white papers with

in the cloud. deeper dives into some of the frends our research has uncovered. Check

it oult
Try it for free £
Roy Atkinson:|f you're tweeting during the webinar, we'll be watching the
hashtag #ThinkHDI )

Cinda Daly:Hi, all. What's the hottest frend in your support organizalion?

Cinda Daly:We will announce the start of our presentation soon. Click on
"Auditosuee and VMo Mo bo booe and folloscdbho buo neocantabon O

Send @& 59
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Start the Featured Presentation

We will announce the program one minute before the broadcast and will start
promptly at the top of the scheduled hour. Open the Auditorium from the menu

bar, then click “View Now” to enjoy
\

My Profile Lounge AuditoriumN\ Resource Center HDIConnect Who's Here Help Log Out o
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Want an event? Click here.

Welcome to the HDI Webcast Theater

Featured Presi Theater Orientation

Trend Spotting: Top Findings in Industry Research pas Trend Spotting: Top Findings in Industry
On Demand A 3 Research

Read Comments (3} | Write a comment

Join the HDI Research & Content team as they highli the maost intrigui
service and support findings uncovered in HDI research throughout the year. We'll provide
an inside look at the data paralleled with cument trends and future predictions. This webinar

will help technical support leaders validate existing practices and discover new ideas for the
future. Drawing from the HDI Practices and Salary Reports, HD| Research Comers, and the
HDl/Information Week Analytics report, we'll provide an overall lock at the state of the
industry. We'll alse shere insights from discussions arcund the HDI Forums and Strategic
Advisory Boards that will help support center leaders validste existing practices and discover
new ideas for the future.
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Participate in the Webinar

Once the webinar begins, you will hear the speakers, watch the presentation, and take part in
pol I s. You may submit questions througholi
comments, and post your remarks &acebooland LinkedIn. More on that later.

@H D/2hcasiTheater

Jler e, ._fr
ésﬁd& Q&A  Handouts

@' | |encastlheater

Social IT: New Frontier?

Social IT: New Frontier?

Many organizations are struggling with social media, =‘ . .

and whether to use these new tools. This webinar || Wlt h Ro At kl n so n
will explore this hot topic and whether there is a role

for IT support, and whether your organization might
already be using these tools without realzing it. Areas

of discussion will include current practices, innovative
uses, social media policy, and leveraging social media

for support. We wil discuss the variety of social media _
o ‘arume +a CharaDaint o Tuittar and laal o+

From
\Virtual Business. Real Results.
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Ask Questions

Click on the “Questions” tab under the spe
more than one question during the presentation. We hold all questions until the end. The
webinar is recorded and will remain on the HDI Web site to download for at least one year.

@sides  QBA  pandous
The list is up-to-date.
Automatically refresh

Mid Low I can understand your point, but do you have any other examples?
Unanswered 03/25/2011 11:00AM Tech Support 1

5| |

High| Mid Low What would a useful alternative to this be?
Unanswered 03/25/2011 11:00AM Tech Support 1
L1k
Submit Question| =
< m | »
o Virtual Business. Real Results
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Rate the Presentation

Our speakers appreciate your feedback. Please take a moment to rate the

esent at i and

on

cl i ck on Be the fir
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Trend Spotting: Top Findings in Industry
Research

On Demand

Trirdrdrvras (1)

Read Comments {3} | Write a comment

Ey highlight the mast intriguing technical
service and support findings uncovered in HDI research throughout the year. We'll provide
an inside lock at the data paralleled with cument trends and future predicticns. This webinar
will help technical support leaders validate existing practices and discover new ideas for the
future. Drawing from the HDI Practices and Salary Reports, HDI Research Corners, and the
HDl/Information Week Analytics report, we'll provide an oversll look st the state of the
industry. We'll also share insights from discussions around the HDI Forums and Strategic
Advisory Boards that will help support center |eaders validate existing practices and discover
new ideas for the future.
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Request Live Event Support

For support duri ng t menulmavathe top of thekcreenkor= He | p
Contactshowsupport@ubm.com

@HDI . My Profile Lounge Auditorium Resource Center HDIConnect Who's Hel og Out P

SHID/hcast Theater
EENICEE  Attendee Guide |~ ComputerTips — FAQ Maximize

Jen Test Attendee you have joined Help Booth Chat

Jennifer Lanser:Welcome to the Help Booth!

‘ ISend =)
| v |

@HIDN b Theste # a
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Take advantage of social tools




What Is Your Event Profile?

Your event profile is the key to networking with other people in the Webcast Theater.
Once you create your Profile, it will remain active for all future events.

QHD' . My Profile Lounge Auditorium Resource Center HDIConnect Who's Here Help Log Out P

F - My Buddies L P -

Chats

Fending (0) A Mame: Jen Test Attendee :

Current {0) ) Company: ity:

Previgus (0) : Email: JENLANSER@GMAIL.COM State/Prow:

Missed (0) Country: My Status

Mail PostalCode:

InBox (0) Time Zone: (default - Central Standard Time)

CutBox (0)
VCards
Collected (0)
Sent (0)

Bio

1 am an Asscciate Producer with UBM Studios. It is my privilege to help you to engage,
collaborate, and connect within this virtual environment. Enjoy the show!

Personal Message

1 am here to make sure you have thE_ best virtual experience possible. Please don't

(o g hesitate to contact me with any questions about the show.

Add
to

your
briefcase

Send Email
. Send Chat

B8 send vcard

SHDI , ﬂ a o

SHDI

The IT Service & Technical
Support Community

www.ThinkHDl.com | ©2010 HDI Al rights reserved.

Your profile is prdoaded with
your name and email address.
You can add your photo,
personal bioandmessage.This
information helpsother
attendees learrwho you areas
you chat and share ideal$.also
helpsothers determinef you
might be a good fit for their
networking efforts.

Remember, completely filling
out your profile helps you to
better network with attendees
and sponsors.

UBM
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Editing Your Profile

To open your profile window, click t he
You will see a screen much like the one below with your login ID and email address.

QHD' . My Profile Lounge  Auditorium Resource Center HDIConnect  Who's Here Help Log O P

caton @ =y brotic - To edit profile information, click

2o 0 NamesJen Tt s Address on the pencil and paper at the

Previous (0) Email: JENLANSER@GMAIL.COM State/Prow:

Peesaus country = top of the profile bar. Change

Mail PostalCode:

InBox (0) Time Zone: (default - Central Standard Time) | vormel your avatar by ChOOSi r@om

CutBox (0) )
VCards Bio @& Busy

Caollected (0) 1 am an Assocciate Producer with UBM Studios. It is my privilege to help you to engage, Our eXtenSIV&O”eCtlon y Or

collaborate, and connect within this virtual environment. Enjoy the show! . Away

Personal Message u pload you roWn phota

1 am here to make sure you have the best virtual experience possible. Please don't . oND
hesitate to contact me with any questions about the show.

Sent (0)

briefcase
Send Email

. Send Chat

B8 send vcard

SHDI , ﬂ a o
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Support Community U BM

www.ThinkHDl.com | ©2010HDI Al rights reserved. TechWeb



Visit “Who’s Here” to Network 1:1

Network one-to-one
Chat- Email - vCard

To learn more about other
attendees, click on the
name to display their
profile.

To start a communication,
click the icon type next to
the person you want to
contact. The recipient
receives the request, and
will either accept or
decline your invitation.

SHDI

The IT Service & Technical
Support Community

www.ThinkHDl.com | ©2010 HDI Al rights reserved.

QHD . My Profile Auditorium HDIConnect Who's Here Help Log Out o
é Alexandra Nieves é Bill Benoist é Boyd Moon =
.. Attendes _ﬁ I_ rj | . Attendee _ﬁ I_ [-j - . Attendee _ﬁ |_ r_ﬁ I
BrenBT Brian Chernicky 7 cCinda Daly
Exchange Bank HDI
; Attendes _ﬁ |_ r_ﬁ i . Attendee _ﬁ |_ r_ﬁ ie g Attendee |_ r_ﬁ -
Dawn Brown Ed Bano Galen Ly
Navy Exchange Service Command UBM Studios
.. Attendes _ﬁ I_ [-_5 | ; Attendee _ﬁ |_ [-j b Sponsor _ﬁ I_ r_ﬁ F. | -
4 Jennifer Lanser John Westrich Kerri Hanna
v UBM Studios MediaBank HDT
/1
_=- Sponsor _ﬁ I_ [-_5 | ; Attendee _ﬁ |_ [-j b Attendee _ﬁ I_ rj F. |
é Pat (Patti) Albright é Phil Serio Renee Millette
.. Attendee _ﬁ I_ [-_5 i . Attendee _ﬁ I_ [-j | . Attendee _ﬁ I_ rj -
Scott Hall é Sophie Klossner é Steve Appleby
.. Attendee _ﬂ I_ rj | . Attendes _ﬂ I_ rj - . Attendee _ﬂ I_ r_ﬁ e
(A Susan Strong | (A Vince Lyons | -
1t [~ Li]
—
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0 0o
e oo
L 1] [ 1]
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Sounds of the Theater

The theater uses audio to notify you when certain events occur. This is especially help
if you are logged into the event, but you are working in another application.

Communication

Received
o Youhearthis sound when you receive a
= new email, chat request drcard Click on
I:j NN the iconto play the soundThere may be a
slight delay.
Chat Accepted

that you initiated, youhearthis sound.
Click on the icomo play the soundThere

- When someone responds to a chat request
— ]
AN :

may be a slight delay.

g ‘,gb FEET
SHDI 3 5%
- ¢ %o oo
The IT Service & Technical %0 e®
Support Community U B M
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https://presentations.inxpo.com/InXpo/Sounds/CHIMES.mp3
https://presentations.inxpo.com/InXpo/Sounds/PrivateChatNewMessage1.mp3

Acknowledge Networking Requests

If you receive aCard chat request, or irevent email,acommunication windovwappearsabove the
event toolbar. Scroll over this area to maximize the notificatwomdow. Cliclon the red X when you

want to return to the toolbar.

| (| 1 Unread Emails) x| A
DITETITY LETITET TETH LESh FTUTIE LU LT F o il
— — B
1 Pending Chatis) [*] 1 Unread Emaills)  [AZ] 1 New vCard(s) *
© Chats
John Smith Chat Status:
Test Exhibitor
If you would like to send a short message (250 chars) to
8:51 AM the chat requestor, type it in the cpace below. Click the
& "Decling” butten to continue.
] Mail
John Smith
Test Exhibitor
Subject: Hello
! Open Save Delete
vCards
John Smith
Test Exhibitor
& Exhibitor
123456789
JSMITH@TEST.COM
770 N Halsted

Chicsgo, IL 80842
UsA
Here's my contact info if you want to keep in touch’

Cpen Save Delete

Note: If you do not respond (accept, decline, open, save, delete) to
the communication items, the window will continue to reappear until

Y ou take action. P
SHDI1 é b
T e e UBM

TechWeb
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Keep Track of Your Contacts

X . Contact us today to request more
Virtual Business. Real Results. L e g information

Clickon theenvelopeiconat the bottom ofyour screen to open your
personal communication center and track your activity.

| F hitps//vts.inepo.com/scripts/HDISE0Stuff/L ogin_05/Server.mxp?LASCmd= A1 F:SF20100 & CurrentViews=

|Che:l:M il |5=ndM il i Reply |Furward _Delete | D

Here you can view received
e-mail and vCards as well as
view previous chat sessions.

Bl John Westrich RE: You're welcome 41902011
1:57 PM
| CraigB Follow Up Discussion Material 4/19/2011
1:37 PM L

COOL Theater! 419,201

1:21 PM

4132011
12:57 PM

Congrats!

By clicking
of the chat types, you can
start new communications.

Subject:  RE: You're welcome Date:  4/19/2011 REPLY

From: John Westrich
wvCards (0) Cindy, v

Thavea \way fu nd you icles and inform n extremely hel \pful Years age you wrote an article making the distiction between a
ticket and 5 Inevefugth :thtThtket s impersonal..,

Buddy List

r19 2011 12:45PM
Iinvite you to post that idea on the HDIConnect message board and get some ideas flowing around that

Cinda

. Done & Internet | Protected Mode: On A v H100% ~ P
3 N
<) R
- ] °® e

*000®°
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Networking with the Social Suite

Take advantage of the social media tools inside the theater. Click on the familic
| icons to acces¥witter, LinkedIn, and Facebook. Follow what others are saying
__m about the event without leaving the theater. The Social Suite tab follows you
throughout the event in the bottom left corner of your screen.

.......

Close Social Suite l Popup .

Il " What's happening? i
. 5 conf
n milindpansare Free webinar: Bevnnd Brick and Mortar Classrooms: How To Delver
™\ Learmng An*,-tlme Anywhere http://bit.by/hzSREF #e20 #Fe2conf #Imchat
39 mniiny oo * nephy
3 Update
Mew to Twitter
Crests an accoun
P o - S
“ ) o9 O
?Q?H DI 1 | H g8 s
The IT Service & Technical %00
Support Community U BM
www.ThinkHDl.com | ©2010 HDI Al rights reserved.
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More with the Social Suite

If the Social Suite is open and you would like to continue
navigating around other areas of the theater, clic
bring the entire suite into a new browser. Twitter activity regarding theventwill

appear in that section of the Soctilite

Close Social Suite o R

® What's nappening? i Tweet about your experience in the HDI
n cont Webcast Theater using #ThinkHDI

milindpansare Free webinar: Beyond Brick and Mortar Classrooms: How To Deliver
m - Learning Anytime, Anywhere http://bit.ly/hzSREF #e20 #e2conf #lrmchat
39 minutes 2go * rephy

Facebook activity regarding theventwill

appear in that section of the Soctilite
B You can update your status and see who of

your FacebooMKriends are also watching the

Create an accoun

/2 https:/ /¥ts.inkpo.com, scripts,/Server.nxp?LASCmd=AL:1;F:SFI3130 - Windows Internet Explorer ;L[
i https:fvs.inepo. comjscriptsfServer .nxp?LASCmd=AL: 1 ;F:5F13130 eve nt
\l f What's happening? = .
jitkery LinkedIn will show you how many of your
ilind e F webinar: B d Brick and Mortar Ck : How To Deliv: H g o
q B etivitiog ttt ol sl e personal LinkedIn connections aegistered
38 minutes ago * reply

w for or are logged into thevent.

Newr to Twi
Creats an aco

: -
4| | »
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lencastTheater

Log-in and System Set-up for the
Live Event




Log-in for the Live Event

You will receive a reminder on the day of

and | og 1in

with the credentials provided.

runs to make certain that your computer is ready to go.

Login ID: Use your
HDI Web email
address

Password: Use your
HDI Web login
password

SHDI

The IT Service & Technical
Support Community

www.ThinkHDl.com | ©2010 HDI Al rights reserved.

Login ID

Password

Forgot your password? | Login Help

[F] 1 AGREEto the Terms of Use | Privacy Policy

® Copyright 2008-2011. All rights reserved. System Check

Note: If you attempt to log in more than once with the same user
credentials, you will receive an error message. Only one login per &

user is allowed per event. UBM

TechWeb



Prepare Your System!

Basically, all you need is a web browser, a{sigbed internet connection, and computer audio.
The first step to a successful experience is to ensure your system is ready for the event.
|l t's best to run the system check below I N
you can not resolve within your service desk, contact our support email below for assistance.

Technical Requirements:

To interact with the online environment reguiresvas PC with Internet Explorer 6.0 minimum, or Firefox 3.0 to 3.0.
and 3.6. Mac with Firefox 3.0 to 3.0.19 and 3.6 and Safari 4.x or higher are also\Wepgupfeatt Windows XP and
Windows Vista on PCs. Leopard, Tiger, and Snow Leopard are supported on Macs. Linux Fedora Core 10 is als
operating systemsiobe Flash Player 10.1 or hiaseequired. Access to the internet using high speed access (Cab
Network) is highly recommended for the overall environment and is required for. all preseftatiprisockers.
Cookies and JavaScript should be er@bledtering the show, a system chegiisich will identify computer requirem
that need to be addressed to interact with the online event. It is recommended to view the environmenutwithathe
1024 x 768.0 run the system check, click here

VERY IMPORTAN®Prepare yourself for possible chat issues pertaining to corporate or personal fire
Click here to view important firewall information

@H[“ SupporiContact showsupport@ubm.com
s ey UBM

www.ThinkHDl.com | ©2010 HDI Al rights reserved. TechWeb
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We hope you enjoy
our theater.




