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Q1

Please provide the name and title of the nominee.

Name Julia Aliferis

Title Central Station Assistant Manager

Company American Alarm and Communications, Inc.

Email jaliferis@americanalarm.com

Phone 781-859-2129

Q2

How long has this nominee been employed by your organization?

Julia joined American Alarm 6 years ago in February 2016.

Q3

What has been the nominee's progression of positions within your organization over the course of his/her tenure?

Julia began as an operator on the 15:00-23:00 2nd shift. From there, she began seeking assignments and training with the Data Entry 
team. In 2017 she transitioned to a full-time role with the Data Entry team. Following her development there, Julia was selected for the 
Assistant Manager position in 2018.

Q4

How long has the nominee served in his/her current position?

Julia has been the Assistant Manager since September 2018.

#3#3
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Q5

What is the nominee's experience and current areas of responsibility?

Julia has been part of the alarm industry for over 10 years. While the bulk of her experience has been in Central Station and Data 
Entry, she has also spent time in accounting, primarily working on dealer-related billing. Currently, as Assistant Manager, Julia 
oversees all remote training, supplements initial and ongoing operator training (including the implementation of topic-based training 
classes, and Data Entry). As needed, she provides training to other AACI employees to help them utilize internal solutions created in 
SmartSheet. Julia helps develop all SOP items, including specialized processed for Fire Deficiencies, Late to Test, and signal 
management. She is responsible for maintaining all SOP documents and resources. Julia remains up to date on all disaster 
management protocols, and is prepared to oversee the station during emergency situations. She has worked hard to ensure she is able
to support all technical and operational aspects of the Central Station during disaster scenarios; marshalling her team to ensure 
everyone knows what to do and when to do it. Julia is currently processing the majority of recruitment for the Central Station, which 
includes, but is not limited to reviewing resumes and applications, scheduling phone screens, conducting remote and in person 
interviews, and reviewing and improving hiring best practices. Julia maintains field test infractions, which is part of American Alarm’s 
effort to increase communication between technicians and operators, and limit false signals in the alarm queue, thus reducing the 
chance of false authority dispatches. Julia has helped develop and maintain best practices for assessing 3rd party charges and costs. 
Julia participates in all acquisitions; she lends her organizational skills to record keeping, and is diligent in making sure the transition 
for Central Station will be as smooth as possible. After assisting American Alarm’s current Field Security Officer maintain the required 
standards required by UL 2050, Julia has begun training to transition into the role of FSO and plays an active role on our Cyber 
Security Operations team. Julia conducts annual Central Station Operator reviews and has been instrumental in transitioning these 
duties to our supervisors by way of the mid-year review. Julia’s commitment to her own professional growth is firmly based on the 
foundation of developing that same path for her subordinate team members. Julia supports supervisor staff with check ins, and 
monthly one-on-one meeting. Julia is very proud of her successful record with internal and external customers. Julia will use all 
available resources, and her skills, to find positive resolutions for all parties involved.

Q6

What is the nominee's industry education, job-specific education and training, and industry certifications?

Julia has maintained TMA Level I and II. She has begun training to become American Alarm’s FSO. She has participated in all training 
opportunities extended to her, such as: disaster recovery tabletops, cyber security trainings lead by IT, UL requirement seminars, and 
other professional development offerings. Julia also began pursuing a degree in Software Development this past year. She has 
attended many TMA, ESX, and Bold conferences to further connection to the industry, and stay current with best business practices 
and ideas. Julia has expressed a desire to become more involved in committees in the coming year.

Page 3: Hiring and Training Staff (15%)
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Q7

What attributes does the nominee seek in new employees during the hiring process?

Julia has crafted a well-rounded plan, as it pertains to hiring. Even when forced to move to 100% remote, Julia was able to 
successfully maintain recruitment. Julia carefully reviews applications and resumes to find individuals that may be well suited for 
Central Station. While Central Station or life safety experience is welcomed, Julia values discussion with any applicant who is 
interested in this line of work. She maintains an open mind in terms of recruitment. Customer service skills, communication skills, 
availability, maturity, and initiative are all attributes that lend positively to an applicant. Julia first will typically communicate via email 
with the applicant to better gauge their interest and written communication skills. She then proceeds with a phone screen, reviewing 
high level goals for both the company and applicant. This also provides the opportunity to assess verbal communication skills. From 
there, if both parties are interested, an in-person (or remote) interview is offered. During this time, Julia’s goal is to finalize an opinion 
on hiring. She will provide an SOP related assessment during the interview to help guide in the decision making, in part by reviewing 
how an applicant reacts to processing information. This also provides the applicant a view into how American Alarm’s Central Station 
works. It is very important to Julia that all company and job relevant information is provided to the applicant during the interview, so 
they can make a choice that is also best for themselves. This also starts their path with clear expectations and understanding of 
American Alarm’s processes and culture. Following hire, Julia remains a constant resource during the new hire’s initial probationary 
period, and transition into independent processing.

Q8

What is the nominee's role in the training process of operators?

Julia develops and oversees all remote training. Remote training began during the early days of COVID. Julia initially connected with 
American Alarm technicians that could no longer work in the field, and trained them in basic alarm handling. This provided a critical 
resource to the Central Station, providing additional support to staffing if someone became ill. Remote training has now developed into 
a fully realized idea. It is something we can easily offer at this time, and even use while all members are “in house”. This has helped 
maintain social distancing, and the embracement of different critical applications, such as Microsoft Teams. Julia continues to 
supplement initial and ongoing training for all operators. This includes the implementation of topic-based training classes, which she 
developed. Julia has mentored and supervised a team of supplemental trainers covering key topical aspects of our training program. 
This has helped keep training dynamic for the trainee as well as providing a fresh path for experienced operators to expand their 
experience and skill-set. She works closely with them to keep information and ideas current. They have developed various methods to 
meet different learning styles. All training expectations and results are carefully documented in SmartSheet, which Julia also provides 
training for.  Many training sessions are recorded using Loom, to allow for re-visits of the information as needed. Julia is also leading 
the creation of a Central Station services resource library, which is currently in development.
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Q9

Explain how the manager oversees employee development and retention of the monitoring center workforce, and how
he/she identifies and acknowledges top operators (for example, employee reviews, promotion opportunities, special
recognition, etc.).

It is very import to Julia to have open communication and to harness available talent. All Central Station developmental milestones are 
recorded using SmartSheet. Julia supports the Central Station supervisors to make sure monthly one-on-one meetings are conducted 
with each operator, and shift team meetings occur every 45 days (with a manager present). Julia tries to purposefully make a 
connection with each person on shift, each day. It is important that our team mentality, and availability for communication, starts at the 
top and is consistent. This has opened the conversation to sharing goals, both from the company and operator’s perspective. We have 
developed roles (such as training, 3rd Party) based on information learned through these communication efforts. Feedback is 
consistently asked of from Central Station staff. Our SOP has a real time feedback link, which Julia created. Operators purposefully 
meet with Julia twice per year during review periods. Again, their feedback is requested, in the form of a self-evaluation. Valuing the 
safety and well-being of our team, we have adopted flexible scheduling (in house vs. work from home). In some ways have exceeded 
prior-covid abilities due to flexibility extended to individuals. It has also helped our operator retention efforts. Consistent assessment of 
COVID protocols, respecting our workspace and each other, adaptability, recognition of new developments, and training availabilities 
are all examples of what has strengthened our team, and lead to increased employee satisfaction. American Alarm provides 
recognition for examples of exceeded expectations, via our “Go Be Great” and “Voice of the Customer” programs.

Page 4: Day-to-Day Management of the Monitoring Center (25%)
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Q10

Explain how the monitoring center manager directs and influences the operation of the monitoring center as it relates to
the following:- Scheduling, emergency staffing and peak signal activity. - Establishing and achieving budget.- Attaining
and measuring customer satisfaction levels.- Complaint and conflict resolution. - Identifying and follow up on missed
signals. - Employee discipline and remedial training.- Establishing quality standards.

Julia is in constant contact with shift supervisors to help them maintain needs. All members of Central Station, particularly leaders, are 
well trained on communication and record keeping. Microsoft Teams has been an excellent tool for storing and sharing information, and 
communication. Being well organized is a skill that has been very helpful to Julia, and she is enthusiastic about sharing her methods. 
To maintain scheduling, clear expectations are provided to shift supervisors. This has been of particular importance with the 
introduction of work from home. We carefully measure and review our metrics and weather, to plan for peak signal activity time. Effort 
is always made, as soon as possible, to increase staffing during these times. We will provide monetary incentives, dependent on 
situation. We also cross train all members of Data Entry to be able to support Central Station if needed. We will utilize the Bold 
automation software to control activity, if needed, during a storm or disaster situation. Dates for infrastructure updates are provided 
well in advance, and time off approval will be more closely monitored during those periods. 
In terms of budget, the creation of the Third Party Billing and Reconciliation division of our Data Entry team has helped seal loose 
ends that over time had previously lost the company thousands of dollars. Auditing and improved record keeping has been conducted 
on over 10,000 accounts. Maximizing available staffing resources, and attention to detail during acquisitions has also keep the budget 
healthy.
Attaining and measuring customer satisfaction has always been of the most importance. We have developed metric measuring for 
signal handling, response times, and phone queues. This has helped us set and maintain standards, and meet customer expectations. 
Dashboards are displayed in key locations throughout our building, and are also available at employee terminals. In Central Station, the
utilization of Bold automation has allowed us to program specialized response patterns to meet customer needs - without hindering 
operators with notes (delaying response times). Starting with her time in Data Entry, Julia has become adamant in making the shift 
from traditional operating methods to those that are automation supported. We have also found customer satisfaction by offering them 
the advantages of automation directly, for example, through SMS notifications, and mobile apps designed to keep them informed about 
their system(s). Additionally, going back to the core value of communication, Julia is always available to connect with a customer 
(internal or external) to improve the relationship. Julia has visited or hosted numerous customers, to extend a sincere attempt at 
connection and goal-meeting. Integrity is very important to Julia. She will try in earnest to value the needs of all parties. She will 
frequently meet with other department members to discuss and improve process, and promote an understanding of how Central Station
works and can complement the offerings of other departments.
Julia’s complaint and conflict resolution tactic is simple: honest communication, and utilization of resources. Whether it be identifying 
and following up on missed signal, or employee discipline, both will start with an open conversation. To begin, Julia will attempt to 
determine the full scope of the issue. From there, she will work to trace down the origin of what cause the misstep. She will put in 
place the steps to correct the issue, and support the team until it is completed. A complaint is an opportunity to improve, and Julia 
values that opportunity. Leading by example is important, Julia will not shy away from owning up to mistakes (her own, or on behalf of 
Central Station), or missed expectations. 
From time to time, remedial training is needed with operators. As with all training interactions, we will record and track what has been 
covered with an operator. If there was a particular event that prompted a training session, we will start with a Quality Review. This is 
conversation between the operator and supervisor/manager in which the event will be reviewed, steps to take in the future will be 
discussed and re-trained, and expectations are re-set. Julia and other Central Station leadership will then decide if a topic-specific 
Training Class should be conducted with all operators. If so, in small groups, the information will be re-trained, and then followed by a 
period of discussion. Post discussion, there is an assessment provided to the operator confirm understanding. All training classes are 
stored in SOP, and become available as needed. 
Establishing quality standards is an ongoing effort Julia is included in. American Alarm has a team that works on providing Key 
Performance Indicators (KPI). Julia will take the information they provide to follow up with staff or customers as needed. Within Central 
Station, from the very start, our operators are trained to understand and follow the standards we have imposed. These standards have 
been carefully crafted by industry guidelines and best practices, real experiences, and hypothetical scenarios we frequently review. 
Constant revisiting of these standards occurs between Julia and the Director of Monitoring Operations, and other management 
members.
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Q11

Provide a specific example of how the nominee has led the monitoring center and maintained quality service levels in the
midst of a difficult situation.

Julia’s response to the COVID pandemic provides many examples of her leadership during a difficult situation. To start, her dedication 
to following the science of the pandemic, while simultaneously creating goals to further Central Station’s agenda and abilities, proves 
her determination. Updating cleaning and maintenance protocols in Central Station, adjusting the physical layout of in-house setting, 
offering remote training, and extending work from home abilities have allowed us to maintain the service our customers expect. 
Keeping the health and well-being of the team is of the most importance. Julia is trained and prepared to think critically and make 
important decisions. As a specific example, just recently, Julia was able to navigate our IT and Central Station teams through a broker 
issue with the automation software. Within minutes, Julia was able to coordinate with key members of IT (who were at a construction 
site for one of our satellite buildings), operators (both at the Arlington headquarters and WFH), and the support team at Bold. Julia was 
prepared with all necessary information to access servers and other equipment needed to resolve the issue. She was able to answer 
key questions to help determine the source of the issue, and if it had been resolved. Following the interaction, she was able to provide 
detailed notes (which included timekeeping of the steps taken), and a provide debriefing to all need-to-know members of the team. This
effort resulted in minimal interruption to operations, and no missed signals.

Q12

What are some ways in which the nominee demonstrates his/her leadership with customers, including end users and
dealers?

Julia has many examples of relationships improved by her involvement and leadership. As previously mentioned, Julia’s commitment 
to honesty, communication, understanding needs and expectations, and utilization of resources have all contributed to positive 
outcomes. Julia has the ability to step into someone else’s shoes. She understands that it is not about who is right or wrong, but 
rather, managing abilities to find a solution that works for all. Julia maintains a calm and composed demeanor; reflecting a genuine 
concern and natural empathy for the customer’s concerns. She understands that, in most cases, it’s not so much about right or wrong 
- the customer simply wants to be heard.

Q13

What are some ways in which the nominee demonstrates his/her leadership with responding authorities?

One of Julia’s strengths in training is her focus on the importance language and providing complete information to authorities in an 
efficient way. Day one in training, we begin building the understanding of why it is so important to respect the time of authority 
dispatchers, and responding officers. Being succinctly prepared with the necessary (and accurate) information is hugely important. 
Additionally, Julia’s development of Field Test Infractions has helped hold our technicians responsible for placing accounts on test. At 
this time, representation from all key management review a weekly report curated by Julia. This report is used to understand how 
infractions occur, and how we can prevent them. Julia is very committed to reduce false alarm dispatches. Our Central Station is also 
planning to update our accounts in big cities with neighborhood specific indicators to help assist responders.

Page 5: Leadership (25%)
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Q14

What is the nominee's role in increasing the company's exposure to the public?

Julia’s relationships with the customers had lead to an organic exposure of what Central Station offers. She was also recently 
interviewed by American Alarm’s Marketing Coordinator for a blog that will help provide insight to the public of what being part of the 
Central Station is like. Julia also recently helped prepare, and participate in the photographing of Central Station for an issue of 
Monitoring Today.

Q15

List some ways in which the nominee explores new technology within the monitoring center, and how he/she
communicates technological developments within the company to operators.

Julia enjoys taking advantage of new technology tools in Central Station. Most updates are centrally location in Microsoft Teams, 
supplemental notification also goes out via Outlook, and one-on-one and 45-day team meetings. Teams has become an application all 
members in Central Station are trained to utilize. Julia has built out much of the Central Station channel to include all SOP matters, 
including the feedback link. Teams also offers shared calendars and files, as well as instant messaging. This has helped keep Central 
Station connected, regardless of physical location. One of Julia’s earlier management projects was developing a better way of 
processing email Data Entry requests. We have come to utilize OTRS (Open Source Ticket Request System) as a result. Customers 
now receive notification their request has been submitted and an estimate on completion timeframe. Data Entry now utilizes OTRS 
statistics to measure incoming and completed requests; this used to be a manual process. Using this information, we are able to 
provide a service level dashboard to management leaders. This helps limit follow-up interruptions. The success of the rollout has lead 
us to develop a managed relationship with the team at OTRS. Another tool Julia was an early embracer of is SmartSheet. SmartSheet 
works similarly to Excel, however, it provides additional programming and sharing opportunities. Many company wide projects, 
including acquisitions, are now being processed through SmartSheet. Julia has attended in person trainings, and taken advantage of 
online learning materials to enhance SmartSheet usage. She is comfortable creating display dashboards built from various 
SmartSheets. Julia will also provide SmartSheet training to other employees.  Loom is another resource that has become relied on in 
Central Station. This is a video recording tool. It has been helpful in sharing training sessions, or important meetings with those unable 
to attend.

Q16

What "best practices" has this person introduced to the monitoring center?

In Central Station, Julia developed a method of maintaining pending activity in the alarm queue, called Queue Management. This 
processed developed over years of firsthand experience, and Bold exploration.  Queue Management helps us process signal 
efficiently, and fairly. It places priority on emergency signals, and develops a shared responsibility among operators for the next tier of 
signals. For Data Entry, Julia introduced OTRS for processing requests. She was one of the first team members to embrace Action 
Patterns in Bold. A highlight of this is the creation of “High Priority Supervisory” which transforms a customer specific signal into a 
priority signal. She has created a system of record keeping customer requests, without hindering operator processing. In 3rd party, 
Julia curated and shared process outlines and documents to help find gaps in past 3rd party processing.

Page 6: Industry and Community Outreach (10%)
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Q17

To which alarm industry associations, listing agencies, or response agency associations does the nominee belong, and
what is his/her level of involvement within these groups?

Julia belongs to both TMA and NetOne, and participates via online interactions/discussion threads, and conferences. She is always 
willing to assist a fellow member. She has enjoyed getting to know other industry professionals at the TMA conferences, a few of 
which she keeps in contact with. One of those collaborations invoked the idea to include an assessment during the hiring process.

Q18

In which community outreach programs is the nominee involved?

Julia has begun developing an outreach program with the American Alarm Sales team. The idea is to leverage the connections the 
Sales Team has with existing programs, and lend our support. Whether it be providing a creative solution, a physical space to meet, or 
even a set of helpful hands, we want to help our customers and who they support reach their goals.

Q19

In what ways has the nominee improved the company's monitoring center offerings to subscribers?

Refinement of process has been a highlight of Julia’s success via customer offering. Providing consistency throughout training, 
process development and implantation, and communication has helped set definable expectations and understanding. Operators are 
able to process more efficiently, thus, they are able to spend more quality time handling customer concerns. Additionally, the focus on 
Bold programming has been very influential. Being able to program exactly what a customer needs, without taxing an operator with 
decision making, has lead to better queue management and response times.

Q20

Why does this person deserve to win the TMA Monitoring Center Manager of the Year award? Provide specific
examples of when this individual went beyond normal expectations to provide exceptional leadership within the
monitoring center.

Beyond the other mentioned reasons, Julia deserves to win the Monitoring Center Manager of the Year award because of how much 
she cares about the Central Station, and all the members of our team. Julia is professional, respectful, insightful, and dedicated. Julia 
is determined to be fair, open, and honest. Julia values every member of Central Station and strives to make a connection with them. 
Julia recognizes that our team is our greatest strength. She maintains a flexible schedule so she can make a personal connection with 
each operator, and help them develop their interests. She values their opinions, and makes part of process eliciting their feedback. 
Julia understands the importance of engagement and team play. The ability to influence outcomes over time and to empower her team 
to find their solutions, not merely follow hers. Julia follows the 4-Way test (Is it the truth? Is it fair to all concerned? Will it build goodwill
and better friendships? Will it be beneficial to all concerned?) American Alarm leaders have set as our core principles. Julia has 
confidence that helps guide her decision making. Julia recognizes and appreciates the value of her role, but also the development of 
others, especially new talent.

Page 7: Additional Information (10%)
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Q21

You may upload a PDF or image to accompany your application. (File size limit is 16MB)

AACI Julia Aliferis.jpg (214.4KB)


