
 
 

HDI Toronto Chapter's Annual Networking Event: 
Ron Muns - Measuring and Improving Customer Satisfaction 
When: Wednesday , June 7th, 2006   
Time: 5:30PM - 9:00PM 
Location:   The Bata Shoe Museum - 327 Bloor Street West, Toronto   Phone: (416) 979-7799  www.batashoemuseum.ca 
Overview:Open workshop and ASP service presentation  
 

Featured Speaker:  Ron Muns – CEO & Founder HDI  
 

Measuring and Improving Customer Satisfaction 
 

As you are well aware, ours is an industry that depends 
on customer satisfaction for survival. During this 
informative talk, Ron will define Customer Satisfaction and discuss several crucial points:  

• What it takes to improve customer satisfaction 
• Why high scores are imperative 
• How customer satisfaction fits in with the HDI Balanced Score Card Service Model 
• Critical keys to improving customer satisfaction 
• Define the value proposition for improving Customer Satisfaction 

• Define Customer Satisfaction Indices 
• Describe how to improve Customer Satisfaction 
• List the keys to measuring Customer Satisfaction  
• Share findings from HDI's research with 50 companies related to best practices for trending and measuring 

Customer Satisfaction  
• Provide a perspective on Customer Satisfaction scores using HDI’s Balanced Scorecard Service Model  
• Present findings from the early adopters of HDI’s Customer Satisfaction Index tool  
• Describe HDI’s CSI tool and how you can participate. 

 

Ron will also present HDI’s Customer Satisfaction Index results from our new CSI survey service. He will give a short 
demonstration on how support organizations can take advantage of this easy-to-use low-cost solution that delivers weekly 
and monthly results right to the user’s desktop.  
 
The presentation will be followed by a cocktail reception and a chance to ask questions and learn more about how HDI 
can help you better measure and improve your Customer Satisfaction scores!  
 
Speaker’s Bio:Ron Muns, founder and CEO of Help Desk Institute (HDI), is an international leader in the help 
desk/customer support industry and is frequently quoted on key issues and concerns for the service and support industry. 
He is credited with having a significant global impact on the professionalism of the help desk/customer services industry. 
 
Ron has published some of the most highly rated support industry surveys and workbooks, notably The Help Desk 
Handbook. He has more than 25 years of experience in the help desk/support industry, first as a leading "Big Six" 
consultant in the help desk profession, as the founder of the Help Desk Institute (HDI),as a software engineer, as the 
creator of several successful commercial software products, and as an IT strategist.  
 
5:30 - 6:30 - cocktails, networking and viewing museum 
6:30 - 7:45 - Ron Muns presentation 
7:45 - 9:00 - cocktails, networking and viewing museum  
 
COST: HDI Members - $30, Non-Members - $45 for admission and hors' douvres  
(cash bar is extra)  
Please register ASAP by submitting the registration form on the next page 
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Calling for Speakers for 2006 – 2007 Season 

            Our members tell us that they would like to hear from practitioners about successes and lessons learned on 
implementing new processes, tools/technology and managing changes affected by either the end user community or the 
Service Desk/Help Desk.  If you know someone that would be interested in speaking or you yourself are available to 
speak at one of our monthly meetings, please send an email to vp_programs@helpdesk.org.  
             

Calling for Volunteers to work on the HDI Executive for the 
2006 – 2007 Season 

            Our executive team is always looking for members who would like to participate 
in making their local chapter better for the membership.  One area in the executive 
team that we could use assistance is our programs.  We are interested in members who can assist in finding or 
recommend speakers, suggest programs for meeting or conference.  We like to plan out our programs in the summer 
timeframe for the fall of 2006.  If you are interested, please send an email to president@helpdesktoronto.org.  

“Todd Talk’s” Monthly Column 
By T. Van Horne, International HDI Correspondent 
 
Do you find that you suffer stress and/or fatigue at the office?  If you answered yes, a contributing factor may be the 
way you use your workspace both physically and ergonomically.  To reduce the stress and fatigue you may feel, 
Cornell University suggests you at you follow the guidelines below to setup your office and/or workstation space. The 
guidelines are: 

1. Use a good chair with a dynamic chair back and sit back in the chair.  
2. Top of monitor casing should be 2-3" (5-8 cm) above eye level. 
3. No glare on screen.  Use an optical glass anti-glare filter where needed. 
4. Sit at arms length from monitor. 
5. Feet flat on floor or stable footrest. 
6. Use a document holder, preferably in-line with the computer screen. 
7. Wrists flat and straight in relation to forearms to use keyboard/mouse/input device. 
8. Arms and elbows relaxed close to body. 
9. Center monitor and keyboard in front of you. 
10. Use a negative tilt keyboard tray with an upper mouse platform or downward tilt-able platform adjacent to 

keyboard. 
11. Use a stable work surface and stable (no bounce) keyboard tray. 
12. Take frequent short breaks (micro breaks). 

 
 
The above measures are recommended to help you feel more relaxed, less tired and ultimately more productive. 
 

 
 
Do you have deliverables plaguing your Service Desk?  Would you like suggestions on how to overcome and 
implement solutions to enable you to overcome these?  Drop us a line at secretary@helpdesktoronto.org.  We will use 
our resources and research what other Service Desk’s have done to overcome the same challenges and get back to 
you. 

Member submissions are 
always welcome. 
 

Please send your article to: 
          editor@helpdesktoronto.org 



 

HDI Job Board 

HDI is pleased to announce the launch of the new HDI Job Board, an online resource designed to connect 
companies that hire people in the service and support industry with the largest, most qualified audience of service and 
support industry professionals. 
 

Post a job now and use promotional code HDI2006 to receive 25 percent off your job posting. 
 

Let the HDI Job Board help you make your next employment connection: 
 

Employers Job Seekers 
• Post your job to the largest exclusive audience of 

technical service and support professionals.  
• Online management of job postings, including 

activity reports.  
• Access to a searchable resume database.  
• Competitive job posting pricing with discounts for 

HDI members. 

• The HDI Job Board is dedicated exclusively to 
service and support industry professionals, and it's 
free.  

• Receive automatic notification of new jobs 
matching your criteria.  

• Post your resume—confidentially, if preferred—so 
employers can actively search for you. 

 

To find out more about the HDI Job Board, please visit: www.thinkhdijobboard.com 
 

  
itSMF Toronto Branch 
invites HDI members to join their  
Annual itSMF Golf and Networking  
Thursday July 20th, 2006  
Silver Lakes Golf and Country Club,   
21114 Yonge Street, RR 1 Newmarket 
 
Event date(s): 2006-Jul-20 (Thursday)  
Registration closes: 2006-Jul-15 (Saturday)  
 
Price: $ 150(members) $175 (non-members) Price includes lunch, dinner, golf, cart, driving range, 
h’ordeuves, and wine with dinner (this is a fantastic deal !!!!!) 
Agenda: All are welcome.  Singles and foursomes accepted 
Registration: 11:30 – 12 noon 
BBQ Lunch: 12 noon – 1pm 
Golf: 1 – 6pm 
Cocktails & Networking: 6pm – 7pm 
ITIL Event / Dinner / Prizes: 7 pm 
To register, please visit: www.itsmf.ca and click on itSMF Toronto Annual Golf Day - July 20, 2006 - Toronto 
 

 

Inspirational Quote 
 

"Our greatest weakness lies in giving up. The most certain way to succeed is always to try just one 
more time." 

-Thomas Edison 



 

Calling for Speakers for 2006 – 2007 Season 

            Our members tell us that they would like to hear from practitioners about successes and lessons learned on 
implementing new processes, tools/technology and managing changes affected by either the end user community or the 
Service Desk/Help Desk.  If you know someone that would be interested in speaking or you yourself are available to 
speak at one of our monthly meetings, please send an email to vp_programs@helpdesk.org.  
             

Calling for Volunteers to work on the HDI Executive for 
the 2006 – 2007 Season 

Open Position: HDI Toronto Chapter WebMaster 

We wish to thank Cameron Stevens for his years of dedication as webmaster of 
our chapter’s website.    

If you have talent in this area, we would certainly like to speak with you.   If you 
are interested, please send an email to president@helpdesktoronto.org.  
 
 

HDI wants to pick your Brain!!!!    
It's quick, easy, and painless. All we need is your input for our 2006 Annual 
Practices and Salary Survey, the foremost survey for the IT service and 
support industry. As a thank-you for participating, we're giving away 6 
iPod nanos.  
 

 
How to win an iPod nano:  

• Complete each phase by the due date and you're automatically entered to win an iPod nano for 
that phase. Complete all six phases by September 01, 2006 and you'll be entered in the grand 
prize drawing for an iPod (holds 15,000 songs, 25,000 photos and 150 hours of videos)!  

• You'll also get a bound copy of the 2006 Annual Practices and Salary survey when they become 
available in January 2007.  

 
Here's how the survey works:  

• Create a username and password (separate from your HDI member information)  
• Fill out the profile  
• Complete all six survey phases 

Survey Phase  Due Date for Prize Drawing 

I. Tools and Technology  April 14, 2006  
II. Process and Measurement  June 09, 2006  
III. Support Costs and Outsourcing  June 30, 2006  
IV. Incident Management and Employee Training July 21, 2006  
V. Support Center Metrics  August 11, 2006  
VI. Salary  September 01, 2006  
 
Thanks for your participation!  

HDI Toronto Chapter
1930 Yonge Street, Suite 1040 

Toronto, ON  M4S 1Z4 
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Compass eNotes -  May 19, 2006  www.compassmc.com             
 
INSIDE THIS ISSUE:   
1. STRETCHING IT SAVINGS FOR STRATEGY    

2. TECH REFRESH COSTS AND BENEFITS 
3. WEBCAST ON JUSTIFYING ITIL   

 

=========================================================== 
1. IT BUDGET STRATEGIES 
 

Many CIOs today find themselves pulled in two directions. On the one hand, cost reduction continues to be an imperative. 
At the same time, there's increasing pressure to find resources to invest in strategic new initiatives. 
 

A recent article in Computerworld magazine describes how executives at top-performing organizations are managing to 
do more with less.  Visit http://www.computerworld.com/action/article.do?command=viewArticleBasic&articleId=110972 
=========================================================== 
2. PC's ACT THEIR AGE 
 

Technology refresh is generally accepted as a good idea and a leading practice. But Compass sees a fair number of 
otherwise well-run organizations delay technology refresh.  While this strategy may lower ownership costs over the short 
term, the savings are illusory. 
 

Compass data shows that technology refresh has a direct impact on worker productivity.  Specifically, at organizations 
where 10 percent of PCs are older than three years, users experience about 17 minutes of downtime per week.  At 
organizations where 95 percent of PCs are older than three years, downtime per week per user more than doubles.   
 

Obviously, new PCs will be more reliable and require less maintenance than old ones.  But the ability to quantify the 
impact of IT management practices in specific, business terms is essential to making an effective business case for 
investment in new tools. 
=========================================================== 
3. INVITATION TO ITIL WEBCAST 
 

A recent Compass survey shows that most organizations that have invested in the Information Technology Infrastructure 
Library (ITIL) guidelines on process management have no meaningful measures in place to quantify the benefits that ITIL 
is delivering to organizational performance.   
 

In other words, most executives today would be hard-pressed to present an effective business case to justify existing or 
future ITIL initiatives. 
 

On Thursday, June 1, at 11 a.m. Eastern, Compass hosts an interactive, web-based discussion on how organizations 
can quantify and communicate ITIL benefits in business terms, and incorporate process management into a 
comprehensive operational improvement strategy.   
 

The discussion will include a detailed review of findings and implications of Compass' recent survey of global 
organizations; a "how to" guide to establishing effective measures to quantify and communicate the impact of ITIL 
initiatives on operational performance; and a review of Compass data showing correlations between ITIL maturity and key 
performance indicators.   
 

Case studies of how top-performing organizations are benefiting from ITIL guidelines and communicating the results to 
the business will also be discussed. 
 

A 45-minute presentation will be followed by a Q and A session open to all participants.  
The discussion will be led by John Sansbury, Compass's Service Management Head of Practice, and Bob Mathers, a 
Compass Senior Consultant specializing in service management issues.  To register for this free event, write 
mailto:facts@compassmc.com?subject=ITIL_Discussion. 
=========================================================== 
 

Entire contents copyright (c) 2006 Compass Publishing BV.  All rights reserved.  Please feel free to share this newsletter 
with your friends and colleagues or post it on your site as long as it is left intact with all links unchanged and this notice. 
 

COMMENTS, FEEDBACK, AND TOPIC SUGGESTIONS ARE WELCOME: 
mailto:facts@compassmc.com. 

 



 
Opportunity: LEVEL 1 BILINGUAL TECHNICAL SUPPORT REPRESENTATIVE 
 
Keating Technologies Inc. was founded in 1986.  For over 18 years, Keating Technologies has dedicated their 
time and efforts in building Canada’s leading outsourcing service company for the high technology industry.  
We provide various services including sales, marketing, merchandising and customer support.  Keating’s main 
goal is to aid manufacturers, distributors and retailers in bringing technological products and services to the 
Canadian market.  
 
Due to the high demand in our customer service department, we have an immediate opening for the position of 
a Bilingual Technical Support Representative.   
 
The technical support representative will be responsible for providing professional and knowledgeable 
technical support to our bilingual customers in a fast paced call center.  The successful individual will also be 
responsible for ensuring that customer service is always the top priority and that all calls are tracked and all 
customer information is accurate. 
 
DUTIES AND RESPONSIBILITIES 

• Provide technical support through the telephone to our customers regarding specific product 
information, upgrades, warranties and computer maintenance 

• Maintain all call information accurately for client reporting purposes 
• Escalate complex or specialized technical inquiries to Level 2 Technical Support Reps 
• Trouble shoot a variety of customer inquiries related to specific products 
• Consistent on achieving pre-established call quotas 
• Follow up on potential sales leads  
 

QUALIFICATIONS 
• Must be fully bilingual in French and English  
• Ability to speak Spanish is an asset 
• Knowledge of ACD queue phone system is an asset 
• Knowledge and experience using TeleMagic is an asset 
• Excellent communication and organizational skills 
• Proficiency in MS Office/Windows environment 
• Good knowledge of computer hardware systems 
• Sound understanding of the IT industry  
• Strong project management skills 
• Knowledge of modems and PCMCIA technology within a Windows environment would be an asset 
• High school diploma and/or post-secondary education in computer science or related field 
• One year experience in a customer service environment 
• MCSE and/or A+ certification is an asset. 

Become part of the dynamic team that is setting the standards for an industry. Please forward your resume to 
hr@keating.com.  In the subject line please quote BTSR42006. 

Keating prides themselves on being an EQUAL OPPORTUNITY EMPLOYER. 

We thank you for your interest, but must advise that only those considered for an interview will be contacted.  
We respectfully request no agency solicitations please. 
 



 

 

Description 
 

Duration 
 

CDN List / HDI member 
 

Location / Date 
 

New Support Centre Manager (SCM) 

 

3 days 

 
 

HDI to announce soon 

 
 

Mississauga: Sep 27-29 
 

Help Desk Analyst Boot Camp 

 

3 days 

 

List $1765 / HDI $1665 
 

Mississauga: Oct 3-5 
 

Support Centre Team Lead (SCTL) 

 

2 days 

 
 

List $1595 / HDI $1495 

 
 

Mississauga: Sep 25-26 

Knowledge Management 
Foundations: KCS Principles 

 
 

3 days List $1765 / HDI $1665 Mississauga: Oct 25-27 

ITIL Foundations Certification 
(price includes exam) 

 

3 days 
List $1,495 / HDI $1,195 
Discount Code HDI 001 

Markham: Jun 6-8, Aug 15-17, 
Oct 17-19 

HDI Training through RADAR Solutions Group – Canada’s Premier HDI Authorized Training Partner –  www.radarinteractive.com 
ITIL Training provided by B Wyze Solutions – www.bwyze.com 
Applicable taxes are extra. Prices subject to change without notice. 

HDI, the world's largest membership association for 
service and support professionals, sets the standard for 
soft skill certification for the service and support industry! 

HDI Certification is based on internationally recognized open standards developed by committees of worldwide 
industry leaders, help desk and support center experts, consultants, and practitioners for the benefit of the support 
industry. HDI's certification preparatory programs, and those of others that cover HDI Certification exam objectives, 
were written to teach the learning objectives developed for each standard. 

Membership has its Advantages!!! 
Certification training is available in the Toronto area at a discount for our local Chapter Members.  
For HDI training, please contact Don McCarroll don@serviceminds.com or call (519) 570-9731 for further details. 
For ITIL training, please contact Janice Scott janice.scott@bwyze.com  or call (905) 780-0444 ext. 227 for further details. 

Certification Training 

Sept 27-29, 2006  
Mississauga 

NEW - HDI Support Centre Manager (SCM) is for help desk 
and support center supervisors, managers, and project managers 
who are responsible for day-to-day operations (or those individuals 
who want to move up into these roles). No prerequisites required.

HDI Help Desk Analyst Boot Camp combines the 
standards from the Customer Support Specialist and 
Help Desk Analyst Certifications in order to provide a 
"fast track" training option.

Oct 3-5  
Mississauga 

 

Oct 25-27, 
Mississauga 

HDI Knowledge Management Foundations: KCS 
Principles teaches knowledge management strategies to 
improve efficiency and maximise customer satisfaction. 

ITIL Foundations Certification, designed for all levels of IT 
Service and Support staff, provides IT professionals with 
accredited industry certification of the ITIL best practice 
framework.  (includes 1-hour proctored ITIL Foundations Certification 
exam) Ask for Discount Code HDI 001 

June 6-8 – Markham 
Aug 15-17 -Markham 
Oct 17-19 - Markham

HDI Support Centre Team Lead (SCTL) is for experienced IT 
support professionals with 18-24 months of experience who are - or 
expect to become - team leaders or supervisors. 

Sept 25-26  
Mississauga 



 

2005-2006 Chapter Meeting Schedule 
 Date Topic Speaker 
September 21st, 2005 Kick-off Networking Meeting – Milestones Grill Peer to Peer 
October 26th, 2005 Service Desk Analyst’s ITIL -  Metro Hall Katherine Lord – B Wyze 
November 30th, 2005 Asset Management – Lunch Meeting  Craig Morrison - McCarthy Tétrault 
December 14th, 2005 No meeting scheduled Happy Holidays !!! 
January 18th, 2006 Troubleshooting Techniques – (Analyst stream) Nick de Jong 
February 15th, 2006  Understanding IT Service (Mgmt stream) Michael Oas 
March, 2006 Panel Discussion: Working at the Desk -Dilbert’ John Peco 
April 3rd, 2006 HDI Toronto Conference Full Day of speakers – Novotel North York 
May 25th, 2006 Joint HDI & itSMF Lunch Meeting Colin Taylor – Marriott Toronto Eaton Centre 
June  7th, 2005 Measuring & Improving Customer Satisfaction Ron Muns – CEO & Founder HDI – Bata Shoe Museum 

 

MEETING LOCATION (unless otherwise posted) 
 
Place and Time 
Metro Hall    55 John Street, Toronto    ( between Wellington and 
King )  We’ll be meeting in different rooms, (typically on the 3rd 
floor) , check the sign in the main lobby for the specific room #. 
 

RSVP on-line  by 4:00 pm the day prior to the meeting.  All RSVP’ers 
will be entered into a draw for a door prize at the meeting. 
 

Meeting time  
5:00-5:30         Registration and Refreshments    
5:30-7:00         Meeting 
 
Fees 
Chapter Members:   No charge unless otherwise posted  
Guests & Non-Members:           $20.00 per person         

 

HDI Toronto Chapter Executive 2005-2006   Contact List 
Name Email 

Carol Parker - President 
 

president@helpdesktoronto.org 
Open Position - Web Master 

 

webmaster@helpdesktoronto.org 
Hasib Sayed & Ann Roach 
VP Programs 

 

vp_programs@helpdesktoronto.org 
Chantal Gallant & Sharon Lovett 
VP Membership 

 

vp_membership@helpdesktoronto.org 

Don McCarroll - VP Communications 
 

vp_communications@helpdesktoronto.org 

Anton Kritzinger - VP Marketing vp_marketing@helpdesktoronto.org 

Kim Proud - Secretary 
 

secretary@helpdesktoronto.org 
Todd Van Horne - Treasurer 

 

treasurer@helpdesktoronto.org 
  

John Peco - Past President  

Volunteers Welcomed !!! 

If you could spare a few hours each month, we would appreciate your help as an 
assistant to one of the above volunteers. This is an ideal way to get involved 
without having to take on sole responsibility for a specific function. It’s a lot 
of fun and we’ll help you by sharing our ideas, past experiences, etc. 

 
www.helpdesktoronto.org 


