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  WOW!  FULL CONFERENCE AUDIO MP3                     
ONLY $99.00 (with handouts in PDF files)  

This MP3 CD-Rom will include all sessions recorded LIVE at FUSION14 in 
Washington, D.C.  We will also include most session handouts in PDF files.  This CD-

Rom is for playback on a PC, Mac, Laptop or any MP3 compatible device. 

MP3 can be mailed or sent via download. Please 

indicate your preference on the other side of this form. 
 

Sessions recorded LIVE at The Gaylord National Hotel  • October 19-22, 2014  • Washington, D.C.  USA 
 

GENERAL SESSIONS 
 

   Keynote 1  Opening General Session: Keynote 1: The Laws of Subtraction, Matthew May  © 2014 All Rights Reserved 

   Keynote 3 General Session: Keynote 3: Inventing the Future, Robert Tercek  © 2014 All Rights Reserved 

   Keynote 5 Closing General Session: Keynote 5: Developing a Comic Vision. Tim Gard   © 2014 All Rights Reserved 
 

CONCURRENT SESSIONS 
 

    Session 101 A New Model for Sustainable Service Management, David Mainville  
    Session 102 Production Assurance: Improving Service Transition and Operations, Christopher Gardner  
    Session 103 The Anatomy of a Process, Ken Wendle  
    Session 104 Expert Focus:  Moving Forward with an Adaptive Service Model (Part I), Christian Nissen  
    Session 105 Smarter Service Management, Andrea Kis  
    Session 107 You Don't Need Direct Reports to Be a Leader, Mike Kublin  
    Session 108 Support Center 2.0: Leading the Charge Forward, Jenny Rains, Cinda Daly, Roy Atkinson  
    Session 109 Herding Cats for Fun and Profit, Keith Belyea  
 

    Session 201 Driving Business Success with Service Management, Derek Gillard, Helen Gilbertson  
    Session 202 Problem Management: Making It Work for Your Organization, John Custy  
    Session 203 Implementing a Service Catalog Users Will Love, Robert Stroud  
    Session 204 Expert Focus:  Moving Forward with an Adaptive Service Model (Part II), Christian Nissen  
    Session 206 Hear the Cry of Support: UFFA!, Rick Joslin  
    Session 207 Don't Geek IT, Speak IT!: Influence and Lead Your Team, Manley Feinberg  
    Session 208 Realizing Business Value from Managed Services, Jennifer Dingell, Stephanie Rank  
    Session 209 COBIT and ITIL Self-Assessments: Are They for Me?, Dr. Mauricio Corona  
 

    Session 301  Justifying ITSM Improvement Projects to Executives Management, David Ratcliffe  
    Session 302  Optimizing the Tradeoff: Cost vs. Quality in Service and Support, Jeff Rumburg  
    Session 303  How Do I Begin to Tell the Story?, Phyllis Drucker  
    Session 304  Expert Focus: Control Shift: How to Talk to Your Customers About Managing Services, Hank Marquis  
    Session 305  Consumerization of IT?: Worry About the Consumerization of Service, Bob Osborn 
    Session 306  Boiling the Ocean, One Gallon at a Time: A Case Study, Douglas Smith  
    Session 307  The Magic of Customer Service, Jaime Salinas  
    Session 308  5 Steps to Customer-Centric IT Service Monitoring, Rohit Antao, Dan MacConnell   
    Session 309  Computer Security for Small and Medium Businesses, Marvin Stein  
 

    Session 401 The Role of ITSM in the Age of Utility Computing, Dhiraj Gupta  
    Session 402 Agile Implementation Through Continual Service Improvement,Jean-Claude Beaudry, Bruce Caddell  
    Session 403 Understanding the ITIL Service Lifecycle, Anthony Orr  
    Session 404 Expert Focus: Strategic Organizational Transformation Is a Process, Not an Event (Part I), Manley Feinberg, Mike Kublin, Katherine Lord 
    Session 405 The Mechanics of a Cloud Service, John Clark  
    Session 406 Breaking Down the Barriers Between Levels of Support, Rae Ann Bruno  
    Session 407 Creating the Quintessential Hybrid IT Professional, Douglas Smith  
    Session 408 Wading Into Service Design, Wil LeBlanc  
    Session 409 Successfully Balancing Secure Delivery and Increased Agility, Robert Woods 
 

    Session 501 Strategic Transformation and Business Model Shifts, Hafeeja Jameela, Srikanth Thanjavur Ravindran  
    Session 502 Bringing Value to the Business Through CSI, Malcolm Fry  
    Session 503 ITIL and Business Relationship Management: Show Us Some Love, Thom Salo  
    Session 504 Expert Focus: Strategic Organizational Transformation Is a Process, Not an Event (Part II), Manley Feinberg, Mike Kublin, Katherine Lord 
    Session 505 Taking the Mystery Out of the Internet of Things, Robert Stroud  
    Session 506 Upgrading to the Service Desk 2.0, Aale Roos  
    Session 507 Senior Leadership: The View from 30,000 Feet, Gregg Gregory  
    Session 508 From Zero to Hero: Service Level Management, Kirk Bergman  
    Session 509 Busting Silos and Ensuring ITSM Success, Jason Duigou  
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    Session 601 ITSM Next, Matthew Hooper  
    Session 602 Transform IT, One Improvement at a Time, Ian Clayton  
    Session 603 Driving IT Transformation with ITIL and ITSM, Andrea Lipo  
    Session 604 Expert Focus: Business, Cloud, or Basement...Where Is Your Career Headed?, David Cannon  
    Session 605 Automating the Service Onboarding Process, Valerie Arraj  
    Session 606 Practical Problem Management: The Courage to Ask "Why?", Jayne Groll  
    Session 607 Five Roads to Employee Engagement and Success, Eddie Vidal  
    Session 608 Don't Ask for Permission and You Won't Need Forgiveness: A New Mantra for Service Catalog Development, Ilene Jones  
    Session 609 Is Your Service Management Program Still Relevant? Are You?, David Mainville  
 

    Session 701 Closing the Service Gap: Delivering to Expectations, B.J. Havlik  
    Session 702 Don't Stop Improving: A CSI Case Study, Roger Williams  
    Session 703 Tools, Tools, Tools: Where Do We Start?, Corrine Siba  
    Session 704 Expert Focus: Practical DevOps, Jayne Groll, Brandon Gillis   
    Session 705 Navigating through a Perfect Storm, Shue-Jane Thompson  
    Session 706 Consumer-Driven Metrics: You Can Cause Dashboard Envy!, Julianne Vargo  
    Session 707 Story Warriors: Teller, Teacher, Warrior, Kirk Weisler  
    Session 708 Marketing Your Service Desk, Don Draper‒Style, Chris Kientzle  

    Session 709 ITSM and Security: From Frenemies to BFFs, Gerben Verstraete  
 

    Session 801 The True Cost of Managing External Suppliers, Felix Fernandez  
    Session 802 Turn It Green: A Case Study in Service Improvement, Jim Bolton  
    Session 803 Crash and Burn: How to Screw Up ITSM and Still Create an ITSM Flight Plan, Adrienne DuBrul, Chris Jaquay-Williams  
    Session 804 Expert Focus: The Role of Project and Program Management in Achieving ITSM Success, Frances Scarff, Eddie Vidal  
    Session 805 Self- Service Reporting: Improving Performance and Reducing Costs, Randy, Schilleman  
    Session 806 Business Continuity and Disaster Recovery: The Red Book Story...in 3-D, CJ Hull, Mike Higgins  
    Session 807 People Change Management: The Keys to a Successful Project, Thorsten Manthey  
    Session 808 From IT to the Business: Enterprise Knowledge Management, Steve McMillan, Stephenie Gloden  
    Session 809 The Balanced Scorecard, Gary Case 
 

 
MAIL ORDERS:  This entire form should be mailed directly to PPI at the 
address below.  Please allow 3-4 weeks for 1st class or download 
delivery. 
 

SHIPPING CHARGES:  U.S. Include $1.50 per individual CD ($3.00  
minimum or $15.00 maximum) or $5.00 for the MP3 CD-ROM.   
CANADIAN & OVERSEAS MAIL:  Include $2.50 per individual CD  
or $8.00 for the MP3 CD-ROM.   
 

PURCHASE ORDERS:  This form must be accompanied by  
an original P.O.  CD’s and MP3’s  will be shipped with invoice         
enclosed.  Please add $5.00 invoicing Fee.  Tax ID# 95-4062237.    
 
 

     Audio CD or MP3 Disc format to be mailed. 
 

 CD or MP3 order to be sent via download. 
  (no shipping charges).  Please provide email address. 

 

    Email address:__________________________________  
    

 MP3 Disc to be mailed + Download  $149.00          Please print or attach business card. 
    
                               

Amount for MP3 CD-ROM + $5 or $8 Shipping          $ ___________________     Name:        

Amount for Individual Audio CDs   (US FUNDS)       $ ___________________  

Shipping Charges (SEE ABOVE*)                                $ ___________________    Organization:        

Invoicing Fee (P.O.’s only)                                            $ ___________________  

Sales Tax 9.75 % (California Only)                                $ ___________________    Street Address:       

TOTAL OF ORDER                                                        $ ___________________      

    City, State, Zip:                            

 

 Phone:                                                                             

 

 Email:   

 Country:  

Payment Method 
 

   Check payable to Professional Programs, Inc.   Cash   or; 
 

 
If purchasing on-site please only write down the  

last 4 digits of your credit card number and include your signature. 
                

 
 

Expiration Date____________ 3 or 4-digit security code __________ 
(usually found on the signature strip with the last four numbers of your card) 

 

Street # of Billing Address ______________Zip Code ____________ 
 
 

 

     Signature  (required on all charges-don’t forget exp. date) 

 

Professional Programs, Inc. 
9221 East Baseline Road, Suite 109-154 

Mesa, Arizona  85209-8314 
(480) 659-2441   order by phone      FUSION14 

salesandservice@professionalprograms.net 


