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15 Dynamic Tracks — More Than 160 Sessions!

Keynote Speakers

TRACK 1: Leadership & The ABCs Of ITSM

One main reason why major change
implementations fail is because leaders don’t
effectively address the ABCs (Attitude, Behavior
and Culture) — the “people side” of change.
Speakers in this track will provide proven and
practical how-tos for effectively managing and
leading people through the process of change.

TRACK 2: Strategic IT Management

Find out how to apply a strong IT business
strategic perspective from pioneering and
innovative ClOs, industry experts, and the
foremost academic authorities.

TRACK 3: Beyond Theory: Making ITSM
“Real”

There’s the theory in the books and certification
programs, then there’s the real-world! This
track features IT practitioners who have been
successful in applying a “fit for purpose”
approach to ITSM, and experts who help others
achieve successful results.

TRACK 4: IT Business School

Leading academics will discuss their latest
research and findings, and show you how to
apply the most important lessons taught in
business schools and MBA programs to IT
management.

TRACK 5: ITSM Project Management Best
Practices

Project Management continues to be a critical
function in all organizations. Whether or not an
IT project succeeds depends to a large degree
on how effectively project management best
practices are applied. Attend these sessions to
find out how to achieve successful outcomes.

TRACK 6: The IT Situation Room

Join us in the Situation Room to address a wide
range of today’s most pressing business and IT
subjects. Meet the “insiders” and get up-to-
date with all the very latest information, trends
and news you need to know to make informed
decisions about how to successfully manage
your IT operation and develop effective business
plans.

TRACK 7: Service Support & Operations

The Service Desk, and closely related
operational processes, continue to be major
focus areas for many of today’s IT organizations.
What do IT support managers need to know to
achieve operational excellence? Find out from
leading support industry experts and case study
practitioners featured in this track.

TRACK 8: Social Media Risks & Opportunities

There’s no escaping it, social media is here to
stay! Personally, you may decide not to engage
but there’s no denying that social media in the
business realm is revolutionizing marketing and
customer service. Where does (and should!) IT
fit in? Speakers in this track will show you how
to lead the way and be a value-added enabler to
your business.

TRACK 9: CSI Through Balanced Scorecard,
PDCA, Six Sigma & CMMI

Continual Service Improvement (CSI) in IT

is an ongoing effort to improve services or
processes. These efforts can seek incremental
improvement over time, or breakthrough
improvement all at once. To be truly effective,
a deliberate CSI approach must be culturally
embraced. Do you know how? Find out from
successful IT managers and industry experts.

TRACK 10: Using Frameworks To Achieve
Business Value, Outcomes & Results

Lean IT, ISO 20000, ISO 27002, ITIL, and more.
How should IT organizations really be using these
to successfully achieve true business value?
And, which ones provide what benefits? The best
minds in the industry are on hand to tell you.

TRACK 11: COBIT & IT Governance

Do you understand the importance of IT
governance, but are having difficulty getting
your people, processes and tools in sync?
Attend these sessions to hear from leading
industry experts and case studies about how
to implement a sound IT governance
framework, including COBIT.

TRACK 12: Tools & Technology

Case studies, suppliers, and industry experts
show you what it really takes for successful
process implementation and integration,

for enabling better decision-making, and for
monitoring service performance to identify
continual improvement opportunities.
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TRACK 13: Breakfast Clubs

Attention early risers! Our conference

provides non-stop learning. Join our early
morning sessions each day for value-added
presentations and discussion forums that
enable you to get a head start on your day.
Avaried line-up of speakers will be on hand
from all walks of life to share insights, provide
practical guidance, and highlight successes and
lessons learned.

TRACK 14: Networking Focus Groups

You are not alone! Many others share common
issues, challenges and questions, so there’s
no need to reinvent the wheel. Bring your most
pressing questions and challenges to these
networking sessions and focus groups to learn
how others have tackled the ups and downs
of ITILand ITSM projects, and IT improvement
initiatives.

TRACK 15: Half-Day Workshops

Industry Exclusive! Sessions in this track are
half-day workshops — they are not your typical
breakouts! Instead, an industry expert including
Pink’s highly respected consultants, will take
participants through specific IT and business
processes and provide valuable “how-tos” and
a “health check.” It’s like getting free consulting!
At the end of the sessions, you’ll have many
take-aways that you can start implementing

as soon as you get back to work. Choose from
one of the many workshops, ranging from
operational to strategic in focus.

“Awesome! Pink Elephant always features the most interesting, inspiring and entertaining speakers...”

Sir Ken Robinson, PhD
The Element: How Finding Your Passion Changes Everything

Knighted by Queen Elizabeth for his outstanding achievements in the fields of education, creativity and
sevsonsonmn | jnnovation, Sir Ken is an internationally recognized and multi-award winning speaker who wows

the audiences everywhere. The videos of his famous 2006 and 2010 talks to the prestigious TED
Conferences have been seen by an estimated 200 million people in over 150 countries.

A What does it take to achieve personal success and feel like you are in your element? Sir Ken argues that
it is not natural talent that drives personal success, but rather a delicate interplay among talent, passion,
~ attitude and opportunity that brings people to achieve their highest levels of success and lead lives of
meaning and purpose. Based on his newly released and highly acclaimed book The Element: How Finding Your Passion Changes Everything, Sir Ken takes
audiences on a compelling tour of what can happen in all our lives when passion and talent meet. He draws on the personal stories of high achievers

in many fields, including Sir Paul McCartney, Arianna Huffington, Matt Groening (creator of The Simpsons), Meg Ryan and renowned physicist Richard
Feynman. With a wry sense of humor, Sir Ken helps audiences understand what it takes to find “The Element” in our own lives!

Nicholas Carr
The Shallows: What The Internet Is Doing To Our Brains

Is Google making us stupid?

When the hugely popular (and controversial) author Nicholas Carr posed that question in an award winning essay, he tapped into a well
of anxiety about how the Internet is changing us. He also crystallized one of the most important debates of our time: As we enjoy the
Net’s bounties, are we sacrificing our ability to read and think deeply? Nick says, yes! Nick will describe how human thought has been
shaped through the centuries by “tools of the mind” - from the alphabet, to maps, to the printing press, the clock, and the computer.

He interweaves a fascinating account of recent discoveries in neuroscience by such pioneers as Michael Merzenich and Eric Kandel and
explains how our brains, the historical and scientific evidence reveals, are changing based on our experiences with the Net.

THE maememe
SHALLOWS

Nick’s books have been translated into twenty languages. In addition to his most recent bestseller, The Shallows: What the Internet Is Doing to Our
Brains, Nick is the author of two earlier books, The Big Switch (2008) and Does IT Matter? (2004).

Dr. Joanne Cantor - Outreach Director of the Center for Communication Research, University of Wisconsin-Madison

Conquer CyberOverload: Strategies For Sanity & Success

Do you own your gadgets? Or, do your gadgets own you? You may be very surprised by what Dr. Cantor has to say!

Dr. Cantor is a highly acclaimed expert in communication and psychology of media who helps people make the most of their time and
their talents by effectively managing the technology in their lives. Although our digital devices — computers, smartphones, iPods, iPads,
and such—are great tools, they often interfere with our ability to be creative and get things done, and they can add unnecessary stress to
our lives. Dr. Cantor’s session will give you very valuable insight into the effects of technology and provide simple, effective strategies for
harnessing the power of the Internet Age without being overwhelmed by it.

David Ratcliffe & George Spalding
10 Things You Need To Do Starting Monday Morning!

Avery popular closing keynote session each year, join David, Pink’s President, and George, Pink’s Executive Vice President —two of the
world’s foremost ITSM Experts — as they refer to the many informative case study and expert presentations from this conference. They
will highlight ten critical actions you can easily put into play when you return to work after this highly educational event. They will also
give guidance about how to communicate these findings to your colleagues (and bosses!) in the form of a Post-Conference Trip Report
and even a fun themed staff meeting! Don’t miss the valuable insight David and George can give you about how to summarize and
communicate key learning points you gained; why this is very important; and most importantly how to demonstrate immediate quick wins!

Knowledge Translated Into Results



Exhibition Showcase

Gain valuable insight into the constantly changing world of IT Service Management focused services and products. Many of
the participating organizations provide ITIL compatible products and services. Here is a sample of the organizations that are
participating in this year’s exhibition. For a complete list, visit www.pinkelephant.com.

Don’t Miss The Exhibition Showcase Featu.

= . ServiceNow was created to break the rules of enterprise software. Born in the cloud, ServiceNow makes IT
Se rVICe immediate, social and intuitive. From the beginning, ServiceNow set out to give IT people powerfully simple

NOoOW cloud services that just work. The world’s most innovative companies rely on Saa$ from ServiceNow to
transform IT. http://www.service-now.com
‘ E Global Knowledge is the worldwide leader in IT, Service Management and business skills training. Global
(E Knowledge delivers via training centers, private facilities, and the Internet, enabling customers to choose
— when, where, and how they want to receive training services. Power Up Your Learning Solutions with Global
Global Knowled ge.  Knowledge. http://wwwglobalknowledge.com

Maryville Technologies is an independent IT consultancy focused on enterprise IT process automation.
Maryville assists clients seeking to mature their IT function through organizational change management,
defining/refining IT processes /services / foundation data, or integrating automation to create enterprise
context. Clients range from Fortune 50 complexity to sophisticated mid-market companies.
http://www.maryville.com

avlaryville.

Looking for a partner to guide you gracefully through your upcoming [TSM initiatives? Trust StrataCom to
tackle these challenges so you can focus on your core business. StrataCom’s consultants leverage decades
of experience in both process consulting and technical execution. StrataCom delivers solutions. Our Talent.
Your Success. http://www.stratacominc.com

" STRATACOM

. o Our Talent. Your Success.

SUMMUS Software is a SaaS-based provider of integrated and comprehensive IT Service Management,
' IT Asset Management, and IT Network & Server Management solutions. Enterprises worldwide are using
, S U ﬂ"l I"I'l U S SUMMUS Software’s comprehensive Cloud-based Summus IT Management Suite solutions to cost-
effectively and flexibly assure IT operations for on-premise and cloud-based infrastructure.
http://www.summussoftware.com

&)

hirdsky g, consulting-portal

APOLLY BSMReview.com

: ¢
(@ easy fruition  qUERBIME, “HomRNBILL
> ° : i
& |ANDesk Loyalist i £\
=4 Get Involved!
" To inquire about exhibiting,
- e e e .
MZnoee <LMAMA Cmsoft  Fcpureshare CHERWELL [N

From the Data Center to the Cloud 1'888'273' PI N K eXt. 228.

the performance you keep
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Combination Discounts!
Attend the conference and a pre- or
post-conference course and save 10%.

“I will be making this an annual event for
myself and my colleagues. Great event, great
location - Bellagio is beautiful...”

“Pink is one of the most upbeat,
informational conferences that | attend.”

Knowledge Translated Into Results

Pre- & Post-Conference Courses

Get Certified By The World’s #1 ITIL & ITSM Educator!

Pre-Conference Courses

February 17-19, 2012

Foundation Level Certification
[TIL Foundations

PRINCE2 Foundations

February 15-17, 2012

COBIT Fundamentals

February 18-19, 2012

ISO/IEC 27002 Foundation
Practitioner Level Certification

February 18-19, 2012

Operational Support & Analysis

February 16-19, 2012

Release, Control & Validation

February 16-19, 2012

Service Offerings & Agreements

February 16-19, 2012

Planning, Protection & Optimization

February 16-19, 2012

PRINCE2 Practitioner

February 18-19, 2012

Management Level Certification
Managing Across The Lifecycle

February 15-19, 2012

Service Strategy February 16-19, 2012
Service Design February 16-19, 2012
Service Transition February 16-19, 2012
Service Operation February 16-19, 2012

Continual Service Improvement
Non-Certification Courses

February 16-19, 2012

Continual Service Improvement
One-Day Workshop

February 19, 2012

Executive Strategic Workshop

February 19, 2012

Social Media Essentials For
[TSM Professionals

February 18-19, 2012

How To Define & Implement Processes
According To ITIL Best Practices

February 17-19, 2012

How To Define & Implement ACMDB
According To ITIL Best Practices

February 18-19, 2012

Developing A Vision & Strategy For
IT Service Management

February 18-19, 2012

Post-Conference Courses
Foundation Level Certification

[TIL Foundations

February 23-25, 2012

ISO/IEC 20000 Foundation
Practitioner Level Certification

February 23-25, 2012

How To Define & Implement A Service
Catalog According To ITIL Best Practices
Non-Certification Courses

February 23-25, 2012

The Implementation Road Map For
IT Service Management

February 23-25, 2012

How To Conduct An IT Service Management
Process Assessment

February 23-24, 2012

Visit our website for course descriptions.




Schedule-At-A-Glance Schedule-At-A-Glance

TRACK 1: Leadership & The ABCs Of ITSM TRACK 7: Service Support & Operations TRACK 11: COBIT & IT Governance

BREAKFAST CLUB BM6 B BREAKFAST CLUB BM7 B BREAKFAST CLUB BM8

B TRACK 2: Strategic IT Management B TRACKS: Social Media Risks & Opportunities B TRACK 12: Tools & Technology IT Support & Service Desk Forum  ITSM Program & Project Mobility & Metrics: What's On Your
TRACK=: Bevond Theor: Making TS “Red Moderated By: Management Forum Cl0’s Phone?
: Beyond Theory: Makin “Real” : : .
3: bey 1y. g . TRACK 9: gf)l Thr;f/gzr. Balagcg‘iﬂ /chlorecard, . TRACK 13: Breakfast Clubs Charlie Miles & Moderated By: Vance Brown,
TRACK 4: IT Business School CA, Six Sigma . TRACK 14: Networking Focus Groups Jim McKennan, Graham Price, Chairman & CEO,
. TRACK 10: Using i s To Achi IT Management Consultants, Principal Consultant & Cherwell Software
B TRACK: 1TSM Project Management Best Practices 10: USing Frameworks 1o Achieve TRACK 15: Half-Day Workshops Pink Elephant Zahra Rahemtulla,
Business Value, Outcomes & Results : IT Management Consultant
. TRACK 6: The IT Situation Room Pink Elephant
Code: General Code: General Code: General
SESS'ON CODES GENERAL: BEYOND BEGINNER:
. ) . i i i i i i 8:30a.m. -10:20 a.m.:
To help in your selection process each session has been coded. TI\:ese s:les:lon:: dvlveli)lsbeftl).frﬁenﬁr:sl ﬂt:ﬁ;lt 0 d T::ﬁ;:nssmnsﬁar:cfor t:gs: “"\"th [;r;;tllcalt:T:t d 3
Use the following guide to choose the session that best fits your everyone rega oHEo owledge a , EXperience, andhave possiby attaine Conrerence WELcoME & OPENING KeynoTe: SIR KEn RoBINSON — THE ELEMENT: How FINDING YOUR PAsSIoN CHANGES EVERYTHING
individual situation and experience. Intermediate (Practitioner or Manager) level
ocod ; ed » BEGINNER: certification. 10:20 a.m. - 10:40 a.m.: BREAK
Y e codesareo erdt a :’f‘f' et. in whats . s h These sessions are for those who are new to 10:40 a.m. - 11:55 a.m.:
oz.:r; enct<t>urag<ce| 0 fa th'[:; tehm W atevlersessmn contains e ITILand likely do not possess the Foundation TRack 1 #101 FNe e #1024 0 Track 2 #1028
Subject matter and content with the most refevance. Certificate in IT Service Management. o . _—
“The If 16:” Leadership Attributes Con-Way’s Lean IT Journey GDIT ITSM Strategy For Becoming A Configuration Management Problem Management Case Study
For Those Who Choose To Lead Richard Carroll. Leader In Our Market Space System: Vision & Reality Mark Phillips,
Doug Moran, VPIT, James Howard, Jane Mandeville, Operations Services Director,
SUNDAY, FEBRUARY 19, 2012 Former CIO, Con-way Inc / Menlo Worldwide ITSM Program Manager, Process Owner CMDB, Brigham Young University
Capital One Financial Services General Dynamics Information Vanderbilt University
10:00 a.m. - 7:00 p.m.: REGISTRATION, INFORMATION & CUSTOMER SERVICE DESK OPEN & Author Technology’s Intelligence Solutions
Division

3:45 p.m. - 5:00 p.m.: CONFERENCE OPTIMIZERS

CONFERENCE OPTIMIZER CO1 J CONFERENCE OPTIMIZER CO2 J CONFERENCE OPTIMIZER CO3 | CONFERENCE OPTIMIZER CO4 | CONFERENCE OPTIMIZER CO5 Coisanzed CouEiceyiney fouelteymnsy sl Caial Code: Beginner
Introduction To ITIL Introduction To COBIT Introduction To Lean Management IF?rtorggSuSctAlg; J:)I tslMM & Introduction To ISO 20000 TRACK 5 #105 W Track 7 #107 | Tracks #108
Rich Petti, Jennifer Wels, Martin Erb,

ack Prol
IT Management Consultant, IT Management Consultant, Director, Professional Services, Rae Garrett, ll’rincipa:)g)’nsultant, The Secret To Knowing Where You  Different Results...It’s All About Introduction To The Project Managing Chaos Through Release  Social Media Policy: Creation &
Pink Elephant Pink Elephant Pink Elephant Principal Consultant, Pink Elephant Are Going: Using The Balanced Getting To The Root Cause Of Your ~ Management Body Of Knowledge & Change Management Roll Out
Pink Elephant Scorecard For IT Thinking (PMBOK) Anthony Krasinsk, Eve Mayer Orsburn,
. ) ) . Dr. Jim Anderson, Stephen Wrenn, Graham Price, Section Manager, IT Service CEO,
Code: Beginner Code: Beginner Code: Beginner Code: Beginner Code: General Blue Elephant Consulting Adjunct Professor, Principal Consultant, Management, Social Media Delivered
University of New Hampshire Pink Elephant Erie Insurance
CONFERENCE OPTIMIZER CO6 | CONFERENCE OPTIMIZER CO7 || CONFERENCE OPTIMIZER CO8 || CONFERENCE OPTIMIZER CO9
Introduction To PRINCE2 5 Tips For Cementing Organizational 24601 Les's Miserable —Breaking Focus Groups Code: General Code: General Code: Beginner Code: Beyond Beginner R @
Graham Price, Change Free & Building Teams Choose from several concurrent

Principal Consultant, Troy DuMoulin, Kirk Weisler, industry and subject specific round
Pink Elephant AV Strategic Solutions, Chief Morale Officer. et TRACK 9 #109A § TRACK 9 #109B § TRAack 10 #110 B IRACK 12 #112A § TRAck 12 #112B

Pink Elephant Team Dynamics Using Lean To Establish IT Utilizing Lean Six Sigma, Project Application Management As Part Of  Boeing’s “Software Express” & Social IT
PANE - G 1 Governance & IT Value Streams Management & ITILTo ImplementA  The Overall Service Management Total Cost Of Ownership Moderated By:
: Begil ode: Beyond Beginner ode: General i i . :
Code: Beginner ) g Steve Bell, Service Catalog Lifecycle Dustin Coe, Rhett Glauser,
Founder, Cindy Trudeau, Cathy Kirch, System Design Integrator & ServiceNow
5:00 p.m. - 7:00 p.m.: WELCOME RECEPTION & EXHIBITION SHOWCASE OPEN Lean IT Strategies, LLC Manager, Process Architect, Program Manager, Adam Mason
MOND. AY, FEBRUARY 20,2012 IT Sewlce‘Management Progr.am, Allstate Insurance Company Boeing Loyola Marymount University &
Preshyterian Healthcare Services Aleks Dmitrovic,
7:00 a.m. - 6:30 p.m.: REGISTRATION, INFORMATION & CUSTOMER SERVICE DESK OPEN MSI Inc. - Msysintegration &
Chris Dancy,
7:00 a.m. - 8:30 a.m.: BREAKFAST & NETWORKING ServiceNow
7:15 a.m. - 8:15 a.m.: BREAKFAST CLUBS Code: Beyond Beginner Code: General Code: Beyond Beginner Code: General Code: General
BREAKFAST CLUB BM1 Q BREAKFAST CLUB BM2 Q BREAKFAST CLUB BM3 Q BREAKFAST CLUB BM4 Q| BREAKFAST CLUB BM5
11:55 @.m. - 2:55 p.m.: CONCURRENT NETWORKING LUNCH, BREAKOUT SESSIONS & EXHIBITION SHOWCASE OPEN
Introduction To ITIL Introduction To COBIT Introduction To Lean Management Introduction To CMM & Process The Executive Club
Rich Petti, Jennifer Wels, Martin Erb, ULy Moderated By: 11:55 a.m. -12:10 p.m.: BREAK
IT Management Consultant, IT Management Consultant, Director, Professional Services, Rae Garrett, Brenda Iniguez,
Pink Elephant Pink Elephant Pink Elephant Principal Consultant, Strategic Business Development,
Pink Elephant Pink Elephant
Code: Beginner Code: Beginner Code: Beginner Code: Beginner Code: General
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Schedule-At-A-Glance

Schedule-At-A-Glance

12:10 p.m. - 1:25 p.m.:

TRACK 1 #201

Tribal Leadership & The Way Of The  ITSM Extreme Makeover —Part 1:
Culture Warrior ITSM Program Roadmap

Kirk Weisler, Jack Probst,

Chief Morale Officer, Principal Consultant,

Team Dynamics Pink Elephant

Code: General

TRACK 12 #212A

Code: General

TRACK 10 #210

Launch & Learn Conducting The Symphony While
Paulette Scheffer, Yggt/lrEgc T:gof!gsm —Mapping ITILTo
Senior Director, IT Infrastructure &
Service Management, Timothy Currie,
Adobe Systems Incorporated Service Manager,

Fermilab

Code: Beginner Code: Beyond Beginner

Secrets For Getting “Them” To PRINCE2 Certification vs. PMI/PMP

Listen (PMBOK) —Which One?

Dr. Jim Anderson, Jennifer Wels,

Blue Elephant Consulting IT Management Consultant,
Pink Elephant

Code: General Code: General

TRACK 12 #212B

Mobility, Big Data & Precognition

Chris Dancy,
Senior Manager, Digital Strategy,
ServiceNow

Code: General

TRACK 5 #205A § TRACK 5 #205B

Live & Let Live: Conflict
Management In Project
Management
Elizabeth Harrin,
Director,

The Otobos Group

Code: General

1:25 p.m. - 1:40 p.m.: BREAK

1:40 p.m. - 2:55 p.m.:

TRACK 2 #302

BSMReview 2011 Survey Results Service Catalog—Backwards!

Bill Keyworth, Tracey Richardson,
Founding Editor, Product Management,
BSMReview.com Ohio State University

Code: General

#309 QB TRACK 11 #311

Velocity: Combining Lean, Six Sigma  Showdown Of The Methodologies
& Theory of Constraints To Achieve

Code: General

TRACK 9

Breakthrough Performance {R'IgzlETnSsI::;gé
Troy DuMoulin,

AVP, Strategic Solutions,

Pink Elephant

Code: Beyond Beginner Code: General

TRACK 5 #305 B TRACK7 #307

Profiling Problem Solvers: How Change Management — CAB Design

Does Industrial Psychology & Operation
EgiFoernﬁecr:?Maxmze Human Alicia Rodriguez,

: PMO & ITIL Unit Manager,
Bernardo Tirado, State Compensation Insurance
Six Sigma Black Belt, PMP, and Fund
Industrial Psychologist,
The Project Box

Code: General Code: General

TRACK 12 #312

IT Unification Against All Odds

Moderated By:
Craig McDonogh,
ServiceNow

Susan Roy,
Temple-Inland &
Farah Remtulla,
Emory University

Code: Beyond Beginner

TRACK 8 #308

Award-Winning Social Media In
Government

Chris Longshore,
Information Systems Manager,
City Of Arvada

Code: General

2:55 p.m. - 3:15 p.m.: BREAK

3:45 p.m. - 4:30 p.m.:

TRACK 1 #401 |7l #402A
Lead With “LUV” What's CSR Got To Do With IT?
Kirk Weisler, Karen Ferris,

Chief Morale Officer, Director,

Team Dynamics Macanta Consulting

Code: General Code: Beyond Beginner
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TRACK 2 #402B

Technology Is The Easy Part:
Becoming A High Performance
Organization

Solving Real-World Problems With
ITSM & Process Improvement

Elaine Lauritzen,
Kathy Starkoff, ITIL Expert & Managing Director,
co, Production Services,
Ohio State University Brigham Young University

Code: General Code: General
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Taking The IT Out Of ITIL-Using ITIL
For Business Process

Scott Whitten,
Staples - Office of CIO,
World Headquarters

Code: General

Establishing Business Justification ~ Culture With A Big “C”—Don’t Managing Projects With Social

For Process Improvement Start Your ITSM Implementation Media: How Will Social Media

Troy DuMoulin, Without It Impact T7he Way We Manage

AVP, Strategic Solutions & Dr. Carol E. Pollard, Projects?

Jack Probst, Professor of Computer Bemardo Tirado,

Principal Consultant, Information Systems, Six Sigma Black Belt, PMP, and

Pink Elephant Walker College of Business, Industrial Psychologist,
Appalachian State University The Project Box

Code: Beyond Beginner Code: General Code: General

TRACK 9 #409A R TRACK 9 #409B B TRACK 10 #410

Super-Sizing Siemens’ Service Applying The Principles Of Lean Executive Steering Committee: Best

Improvement Program To IT Operations — From Theory To Practices At Allstate

Margo Fullilove, Practice Pete Corrigan,

Process and Quality Management, ~ Mike Orzen, Allstate Technology & Operations
Process Architect ITIL Service President, Senior Vice President,

Management Program Director, Mike Orzen & Associates, Inc
Atos (formerly Siemens IT Solutions

& Services)

Allstate Insurance Company

Code: Beyond Beginner Code: Beyond Beginner Code: General

Discussion Panel: Using Social
Media InIT

Moderated By:
George Spalding,
Pink Elephant

Eve Mayer Orsburn,
Social Media Delivered &
Elizabeth Harrin,

The Otobos Group &
Barclay Rae,

Barclay Rae Consulting

Code: General

TRACK 11 #411

COBIT, ITIL& PRINCE2: The 3
Musketeers!

Andre van der Merwe,

Senior Manager, Service Warranty
& Improvement,

Business Connexion

Code: Beginner

Implementing A Single Point Of
Contact Service Desk

Joel Krause,

Manager, Office of the CIO - IT
Service Management,

State Compensation Insurance
Fund

Code: General

TRACK 12 #412

So, You've Defined Your Processes;
Now How Do You Get Them Into
That Tool?

Suzanne Eden,

Manager, Enterprise Systems &
Tools Management,

AAA Northern California,
Nevada & Utah

Code: General

4:30 p.m. - 6:30 p.m.: NETWORKING RECEPTION & EXHIBITION SHOWCASE OPEN

TUESDAY, FEBRUARY 21,2012

7:00 a.m. - 6:30 p.m.: INFORMATION & CUSTOMER SERVICE DESK OPEN

7:00a.m. - 8:30 a.m.: BREAKFAST & NETWORKING

7:15 a.m. - 8:15 a.m.: BREAKFAST CLUBS

BREAKFAST CLUB BT1 B BREAKFAST CLUB BT2 QB BREAKFAST CLUB BT3

Introduction To COBIT Introduction To Lean Management Introduction To CMM & Process
Jennifer Wels, Martin Erb, Maturity
IT Management Consultant, Director, Professional Services, Rae Garrett,
Pink Elephant Pink Elephant Principal Consultant,
Pink Elephant

Code: Beginner Code: Beginner Code: Beginner

BREAKFAST CLUB BTé6 § BREAKFAST CLUB BT7

ITIL2011-What’s New? Four Ways To Improve Your ITSM

Anil Dissanayake, Program

IT Management Consultant, David Mainville,

Pink Elephant CEO & Co-Founder of
Consulting-Portal

Code: General Code: General

BREAKFAST CLUB BT4

The Executive Club

Moderated By:

Brenda Iniguez,

Strategic Business Development,
Pink Elephant

Code: General

BREAKFAST CLUB BT5

IT Support & Service Desk Forum

Moderated By:

Charlie Miles &

Jim McKennan,

IT Management Consultants,
Pink Elephant

Code: General

8:30a.m. -10:20 a.m.:

ITIL AwarDs & MoRNING KEYNOTE: NicHoLAs CARR — THE SHALLows: WHAT THE INTERNET Is DoinG To Our BRAINS

10:20 a.m. - 10:40 a.m.: BREAK

Knowledge Translated Into Results






