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Q1

Please provide the name and title of the nominee.

Name Sydney Johnston

Title Monitoring Center Lead operator

Company EPS Security

Email sjohnston@epssecurity.com

Phone 616-459-1282 Ext: 633

Q2

How long has this nominee been employed by your organization?

3.5 years

Q3

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

Sydney started at EPS on July 30th, 2018. As a level one operator, she had begun to master level one tasks within a short time. On 
Sept 17th, 2019, she obtained senior level, which includes handling alarms coming into the monitoring center and handling incoming 
customer records requests. On May 3rd, 2021, Sydney obtained our lead level operator, which includes additional responsibility.

Q4

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

Sydney has been a lead operator since May 3rd, 2021
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Q5

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

Sydney graduated from Grand Valley State University with honors with a Bachelor's degree in Criminal Justice and a minor in Spanish.  
Before starting at EPS, she worked as a police cadet, which drew her into being a dispatcher. Sydney wanted to continue to use her 
criminal justice degree, and dispatching is where she found her passion. She came up as an operator, and it was quickly determined 
that she was leadership material.  She has been in her role as a lead operator since May 3rd and continues to excel in everything she 
does.

Q6

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

Sydney has completed the full scope of EPS’ internal training program, serves as a trainer herself, and has assisted in a large portion 
of the Monitoring Center Training Manual content. In addition, she has completed additional leadership development training through 
the Employer’s Association, applicable safety training, and disaster recovery and business continuity training. Sydney is CSAA Level 
II certified.

Q7

Describe the nominee's current areas of responsibility.

As a lead operator, Sydney has adapted to her new responsibilities and can prioritize and organize tasks that need to be completed.
Sydney is charged with effectively and efficiently monitoring alarm signals through automation software.
Promptly and professionally answer phone calls and log information from subscribers.
Process account changes including contact lists, zone changes, individual ID, etc.
Create and schedule service tickets.
Coordinate and delegate monitoring floor activities.
Serve as a trainer during the new employee on-boarding process.
Execute disaster recovery protocols in the event of an incident.
Monitor schedule and solicit coverage as needed.
Complete various additional projects as requested by management.
Participate in discussion and provide feedback for procedures to management.
Research and provide prompt response to customer inquiries and complaints.
Setting up new accounts to be place online as requested.
Review end of shift reports and monitoring error reports.

Q8

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

Sydney truly is the backbone of the monitoring center at EPS. As a lead operator, she has one of the most challenging jobs, and she 
excels at it. Sydney is a high-level performer. She routinely is awarded the “Toperator” award, issued monthly to the top-performing 
operator across measurable metrics. These metrics measure responsiveness, workload contribution, accuracy, and efficiency. Sydney 
makes herself available to answer the questions from less experienced operators and is the “go-to” on the floor for customer issues. 
She is trusted, respected, and well-liked.
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Q9

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

• Sydney serves in an on-call role.  She has volunteered to come in several times even in situations where she is not on-call to 
help the team.  Sydney consistently adjusts her schedule to meet the department needs. 
• Sydney monitors our Slack channel for questions from operators and will respond to them even when she is not at work.  She 
has a team-player mindset that has allowed her to contribute to handling not only her own workload but also in assisting co-workers 
with their work. 
• Sydney took on a major project that requires ongoing account information updates for all of our new installations.  She has a 
great attitude in taking this on and completing the project while still being responsible for monitoring and without sacrificing any 
efficiency or accuracy.  She is someone who is always willing to assist upper management with any projects that need to be 
completed.

Q10

Has the nominee ever been promoted? Provide details.

Sydney has served as a department Lead Operator since May 2021. She has had increasing responsibilities and new tasks assigned 
throughout her career at EPS. When a supervisor position becomes available, she will be the top candidate.

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?

Sydney’s training came out on a frigid wintery morning when she received two separate CO detector alarms from a customer’s site. 
She offered to send the fire department to the house to check for levels of CO, and the homeowner declined. Sydney gave the 
homeowner a summary of what CO poisoning looks like (dizziness, confusion, headache) and advised them to call the fire department 
asap and remove themselves from the home if they experienced any symptoms. 
The customer called in the next day to report to EPS that they did have the fire department come on-site, and they did find the furnace 
malfunctioning with levels of CO in their home. 
The customer was extremely grateful for Sydney’s responsiveness, as well as the level of care and concern she expressed.  Sydney’s 
diligence in making sure they understood the potential severity of the situation ultimately saved their lives.

Q12

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

Sydney always brings a great attitude, a friendly smile, and often treats into the monitoring center! Being available as a resource for 
less experienced operators is great for providing a comfort factor on the floor. She has helped organize fun days in the monitoring 
center liked themed clothing or “get to know you” activities.
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Q13

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

Sydney’s level of dedication to EPS is without parallel. She genuinely loves her work and finds fulfillment in helping people. We are 
privileged to have her on our team.

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.

This past year Sydney has had a multitude of additional responsibilities while working through a global pandemic. She has thrived in 
this role. She is highly respected, detail oriented, efficient and accurate, and is a true team player.  All in all, Sydney is a valued and 
respected member of the EPS team. Always willing to help, she is intelligent, thoughtful, and has a high level of understanding of the 
industry, its products, the EPS vision, and the needs of her coworkers and customers alike. It is for this and the many reasons 
previously listed that Sydney should win the TMA Monitoring Center Operator of the Year Award.

Q15

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

Respondent skipped this question


