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Gateway St. Louis Chapter of HDI

February 16th, 2010
Agenda: 

11:45
Check In/Lunch/Networking
· Welcome to special guests and new people

12:00
Chapter Business/Introductions
· Officer Elections: Call for Nominations
· Conference: Let us know if you are going

· Congrats to Cheryl Force: HDI Manager of the Year Finalist

· Call for Submissions for HDI Support World

· Newsletter: Contact Jamie if you’d like to submit an article for the Spring newsletter

· Library: Check out our website for our list of books

12:10
Program: Bird of a Feather Luncheon
1:00
Wrap Up and Adjourn

Welcome Guests!
You can find out more about HDI at http://www.thinkhdi.com
Our St. Louis Chapter website is: http://hdistlouis.com/default.aspx
Mark Your Calendar:  
March Meeting: 
Social Networking with Chris Dancy

March 32rd, 2010
Enterprise Rent-A-Car

600 Corporate Park Drive
Meeting Minutes:
Chapter Business:

· We are having Officer Elections in April.  We’d like to solicit a call for nominations from our membership.  

· We will post our bylaws for being an Officer to our website.

· President, VP of Programs, VP of Communications, VP of Finance, and VP of Membership is available.

· Please contact Jamie Kuttenkuler at jkuttenkuler@scottrade.com if you would like to run for an office or would like to nominate someone.

· Also, we would love to start forming committees.  If you’d be interested in participating in a committee, please email Jamie.

· HDI Call for Support World Article Submissions

· HDI Global is asking for Support World magazine articles from its readership.  Please email Jamie (jkuttenkuler@scottrade.com) if you’d like her to send you the information.

· We are working on our Spring newsletter and would love articles from our membership.  Please contact Jamie at jkuttenkuler@scottrade.com if you would like to contribute and/or have an idea for an article.

Social Networking Roundtable:
· Use blogs to get information out to the masses and/or your team in digestible chunks

· Keeping work versus personal profiles separate on Facebook, etc.

· Using for opportunities with Business Partners / Vendors

· Instructional videos for users in remote locations

· Set up forums for mentoring / advice

· Find SME’s on certain topics to meet with in order to gather additional information

· Advertising for group events

· Real time communications during outages

· Scheduling, meetings, etc.

· Celebrate successes, share photos of company or team events

· Cost savings (data is stored in one location versus multiple email boxes)

· Only important information goes through and info that you want (subscribe to)

· Create profiles for all employees

· Helps for small talk during a reboot, install

· Helps Help Desk get a better feel for the caller’s line of business, etc.

· End Users can leave positive feedback on the HD Tech’s profile (but this would have to be managed)

· Multigenerational: How to not isolate older generations

· Categorization of incidents: can show real time trends based on number of incidents in each category

· Self-help: directs you to knowledge base articles, videos, or to contact the Help Desk

· Collaboration with off-site staff

Self Help:

· Tim Heeley: starting the KCS process from the ground up
· Cheryl Force: In the process of sharing communication within the Help Desk globally.  Dealing with outsourced vendors currently using SharePoint.

· John Jester: new to self service and KM.  Using Right Answers and going through new tool redesign.

· Dan: Experience at AG Edwards and Enterprise.  

· How do we get business partners and other IT teams buy in to knowledge efforts & to take responsibility? 

· Have them be a part of the project plans for new roll outs, make it a requirement and part of a global process

· How do you manage quality of knowledge?
Metrics and Reporting:

· Building reports to set up staffing and understand future needs

· Creating reports to implement structure & SLA

· Employee Performance Report

· Reporting for trend analysis

· Reporting on phone, chat, and email support

Help Desk Tools:

· Key Challenges:

· Having everyone follow the same process and use the same tool.  Members expressed that often times, they will have a few groups that won't use a incident management tool.

· All tools have challenges.  Some are more accommodating than others for customization.  That can be a positive attribute or a negative one if the tool gets over customized.

· Unable to get reliable metrics due to inadequate time entry.  Garbage in Garbage out!  Discussed the need to have documentation standards and monitor them.  

· We had a lot of discussion about people and governance being a bigger issue than the tools themselves. 
Visit our LinkedIn Group to continue these discussions!
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