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Q1

Please provide the name and title of the nominee.

Name Margaret (Maggie) Cluff

Title Team Mentor

Company AvantGuard Monitoring Centers

Email mcluff@agmonitoring.com

Q2

How long has this nominee been employed by your organization?

Maggie’s hire date was 11/4/2019 (2 years, 3 months) at AvantGuard Monitoring Centers in Rexburg, Idaho.

Q3

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

Maggie quickly mastered the skills needed to become a valuable leader in our central station. She started as an operator and became 
a team mentor on 1/17/2021 (14 months after her hire date). As a team mentor, she has been an invaluable resource for new hires. Her 
willingness to answer questions and her upbeat attitude towards teaching embodies our We Care F.I.R.S.T culture. Maggie has been a 
great resource for new operators, as well as a pleasure for the training and leadership teams to see Maggie blossom into an amazing 
leader herself.

Q4

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

Maggie has been a team mentor for one year.
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Q5

What is the nominee's experience, both within your organization and in the security industry?

Maggie has been trained and is proficient in Medical, Fire, Burglar, and Specialty alarms. Maggie shows great empathy and care in 
every call she takes. Her proficiency and attention to detail sets an example for exemplary customer service in our central station. 

Maggie utilizes those exemplary characteristics and applies them to her training and mentoring of new hires. We see that trainees 
under Maggie’s supervision regularly excel in our QA audits and take to her upbeat passion for serving our customers.  Maggie is also 
one of our specially trained operators that we rely on to take more sophisticated or particularly stressful situation calls. Her reliability 
and overall positive attitude helps create a solid foundation of trust in our central station by our customers, and sets a great example 
for all new and current operators.

Q6

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

Maggie is currently attending school with the goal of becoming a surgical technologist. In her time at AvantGuard, she has received 
training on Burglar, Fire, and Medical alarms, as well as inbound calls and additional training on specialty signal types. Maggie was 
elected to be a part of our leadership training on communication and feedback skills, as she has naturally become a leader in our 
central station. We’ve seen this training add to her already natural ability to become a great mentor.

Q7

Describe the nominee's current areas of responsibility.

Maggie is currently a team mentor in our Rexburg, Idaho central station. A team mentor is one who shows great knowledge and 
reliability. Being a team mentor, she serves as a hands-on guide for new hires and continues to oversee their on-job education all while 
continuing to answer calls as an operator. One of her main responsibilities is to answer new hire questions and assist in providing help 
to our subscribers. This includes preparing and delivering valuable feedback for new hires to help them grow in their positions. Beyond 
training, Maggie has been a valuable asset in planning and assisting in the execution of our internal team activities to build morale in 
our central station.

Q8

Describe the nominee's performance level, generally, on the job.

Maggie’s job performance metrics are exceptional. She has had outstanding scores in all the categories that we consistently monitor 
including perfect attendance spanning back several months, amazing call handle times, and quality assurance scores that are 
consistently excellent. Maggie shows outstanding empathy to both the subscribers she interacts with on a daily basis and her co-
workers.
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Q9

Provide three examples of how the nominee demonstrates that he/she is a team player on the job.

1) In emergency situations where additional operators are needed, a text message is sent to all off-duty operators requesting 
additional coverage. On a recent emergency, Maggie responded instantly to the text outreach, and immediately started taking calls. 
Once the situation was resolved, Maggie checked with the team before leaving to ensure there was no additional assistance needed. 
She also had the foresight to checked-in with new team members in that scenario to see if there was anything should could do to help 
them out and make sure they were settled after the swell of signals.
 
2) On a daily basis Maggie looks for new team members to sit by and introduces herself, letting them know that she is an 
experienced operator who can help answer any questions they may have and put them at ease. This helps build relationships and trust 
with new employees from their first day.

3) Maggie has a drive to be the best she can be. While meeting with her supervisor, Maggie is constantly asking for new ways to 
help the team. She has proven capable to fill in for her supervisor when they are in meetings or away from the office, further 
demonstrating her leadership and selflessness. She helps in reviewing key metrics and statistics with operators in weekly huddles and 
in one-on-ones, and she helps set goals with new hires as she performs on the job training.

Q10

Has the nominee ever been promoted? Provide details.

Maggie was promoted from operator and is currently a team mentor, which is an operator that takes signals, but provides on the job 
training and helps answer questions that the new hires may have. Our team mentors are key in providing on-site training to operators 
to ensure the success of everyone in the central station. Our team mentors are a major resource for new hires providing a great 
example on how to provide superior customer service to customers.

Q11

Describe an exemplary call during which someone's life and/or property were saved due to the actions of the nominee.
How did the nominee make a difference in that dispatch?

Maggie recently processed an alarm that involved a violent situation. The subscriber had pressed their medical alert button as they 
were being attacked by another person. In that situation, Maggie was able to stay on the line and help comfort the subscriber while 
quickly having another team member dispatch help to the subscriber’s location. Maggie’s calm demeanor, empathetic attitude, and 
acute reaction not only made the customer feel safe, but got them the help they needed as quickly as possible. She displayed 
complete composure and awareness during the highly stressful situation and may have saved the customer’s life.
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Q12

In what ways does the nominee help to boost morale within the Monitoring Center?

Maggie is the ultimate team player with the desire to always help others. She positions herself in locations where she can meet new 
team members and support them — literally. She introduces herself to every new operator on shift and lets them know not to hesitate 
if they have any questions. She is personable, incredibly easy to get along with, and is a rock of reliability and leadership that other 
team members can rely on. Maggie helps build and maintain our company culture by supporting all activities. In everything from “pie 
day” to “make a new friend day,” she always participates and has a way of getting others to participate as well.

Q13

Please describe any other information the judges should know about this nominee.

Further promoting her incredible attendance record, she regularly logs into work early and ready to serve. Since becoming comfortable 
as a team mentor, Maggie has never had over a two-second time to first action, showing that she is quick and attentive to alarm 
signals that she is receiving.
 
Maggie has also held a near perfect QA score for over a year now. You can truly tell she genuinely cares about everyone she interacts 
with – subscribers and co-workers. Her kindness and authenticity make her a true pleasure to work with.

Q14

Why does this nominee deserve to win the TMA Monitoring Center Operator of the Year award?Provide examples of
when this person went beyond normal expectations to provide exceptional customer service.

Maggie has truly embraced our “We Care F.I.R.S.T.” culture. From staying on the line with subscribers to make sure they feel 
comfortable while waiting for help to arrive, to de-escalating difficult situations, she always knows just what to say and takes the 
correct actions in a caring, yet efficient manner. 

In multiple instances she has been able to handle difficult calls with great poise such as the call described above about a violent 
incident and signals where someone is threatening suicide. Regardless of the situation, she empathizes with the subscriber and 
provides a calming presence that deescalates the situations she handles. She always knows how to react and constantly makes the 
correct decision even during the most stressful of circumstances.

Why she should receive the award:
We can’t think of anyone who represents the ideal AvantGuard operator more than Maggie. She cares so deeply for those that she 
speaks with and serves on a daily basis and is always looking for ways she can further contribute. She is reliable, personable, caring, 
and decisive, acting quickly on alarms to save lives. Even the hard data, like her response time, shows that she is always paying 
attention and acting quickly in every situation.

Maggie truly cares for our subscribers and wants to provide them the best service in every situation that she can. She not only looks 
to serve our subscribers but is a huge help in growing the AvantGuard culture by participating and encouraging participation in the 
activities that we have in our central station. She helps with new hires and experienced operators a-like by providing specific and 
valuable feedback to facilitate growth. Maggie is always looking to help while continually expanding upon her own education and 
skillset.

We are proud to have Maggie as an operator and team mentor at AG and highly recommend her for TMA Operator of the Year Award.
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Q15

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

TMA_Operator of the Year_TMA_PDF.pdf (420.6KB)


