
TMA/SDM 2022 Excellence Awards - Monitoring Center of the Year

1 / 95

Q1

Please provide the following information

Award Contact Name Yvette Cairns

Company Huronia Alarm & Fire Security Inc.

Email Address ycairns@huroniaalarms.com

Phone Number 705-792-9311 Ext 5524

Q2

Which Monitoring Center of the Year category are you
entering?

SMB (0-40,000 subscribers)

Q3

Is your organization Five Diamond certified? (15%)

What is your certification date?:

April 30, 2021

Q4

TRAINING AND EDUCATION - Please provide detailed information on your new hire and on-going training programs.
Please specifically address content, testing, evaluation/analysis, and methodology. Share the qualifications and training
for your trainers. Define additional training modules and target skill sets. Explain how you determine and address training
and knowledge gaps over time. Describe how training programs are allocated and include any incentive programs that
you have implemented around training. (10%)

New hires are provided with 3 months of hands on training, accompanied with Huronia Alarms Procedure Manual and Best Practice 
documentation, followed by TMA I & TMA II
Certification.  Continued training occurs through online and zoom training courses
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Q5

DISASTER RECOVERY - Please explain your center’s disaster recovery solution. Provide details relevant to its scope,
how you train to the plan and how/when you test the plan. (Note: It is acceptable to submit a copy of the outline page of
your plan.) (10%)

Adopted in 2005, reviewed annually.  Data sent to software provider daily.  Back up receiver and voice lines leased at software 
providers location.  Emergency contact list for the Monitoring Station is posted and shared, updated every 6 months per ULC.

Q6

USE OF TECHNOLOGY - Explain how technology is used to support business intelligence for monitoring operations;
customer support; training; sales and marketing; HR; accounting; and, end users/subscribers. (10%)

We utilize ECV, ANSI/CSAA CS-V-01  and offer video verification.  Our installers only install panels according to ANSI/SIA CP-01

Q7

FALSE DISPATCH PROCEDURES/REDUCING FALSE ALARMS - Explain standard alarm procedures and how your
monitoring center uses technology to reduce false dispatches.  Outline your approach for identifying offenders and
corresponding remediation. If applicable, identify any training programs that you have developed for key stakeholders,
inclusive of employees, end users, or others. (10%)

Daily reviews and follow up on all false alarms.  Track all causes of false alarms & dispatches.  Track user error, contractor error, 
environmental , cooking.  Our clients have an average false dispatch once every 9 years.

Q8

COMMUNITY ACTIVITIES - Detail how you help employees engage in community activities and causes. (10%)

Local community theatre group, policing committee, service groups, local charities, womens shelter, builders association, donations to 
local colleges and hospital, support local business by purchasing staff gift cards supporting our local restaurants and retail, Canasa 
Monitoring Committee, Fire Prevention Officers Association, staff volunteer Fire Fighters,  Answering Service for community groups

Q9

METRICS - Identify KPIs and frequency of reporting. Explain how these reports are used to manage day-to-day
operations. (10%)

Statistics reporting weekly, monthly and annually.  Measuring average hold times, call recording for quality and training purposes, 
Activity Reports are reviewed daily and data entry is verified for accuracy.

Q10

EMPLOYEE RECOGNITION - Explain your center’s approach for recognizing employee excellence in areas of
productivity, Q/A scores, attendance, etc. Provide information on any employee referral programs and retention bonus
programs. (5%)

Pay rate increase, shift premiums, staff recognition Huronia Incentive Plan - going above and beyond, Years of Service recognition, 
scheduling flexibility
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Q11

QUALITY OF RECORDS (Alarm history, recordings, etc.) - Detail your center’s records retention process, including its
approach for alarm history and phone calls. Explain how you use history to evaluate current challenges, productivity, and
effectiveness. Lastly, how is history used to understand current business, customers, and employees? (5%)

Alarm history is readily available in our software, call recording for accuracy, quality and training purposes, scanning all documentation.
Weekly, monthly and yearly statistics are analyzed to determine staffing levels in order to meet our current and future business plan.

Q12

RELATIONS WITH AHJs - Explain how your monitoring
center works with public safety to increase effectiveness,
reduce false alarms, and increase awareness of industry
trends, technology, and contributions. (5%)

Respondent skipped this question

Q13

BUSINESS STRATEGY/CUSTOMER RELATIONS - How do you approach and manage communications with your
customers? Share how your center solicits voice of customer?  How do you keep them apprised of business
developments, advancements, and new products or services? (5%)

Monthly eNewsletter, perform outgoing calls on signals/alarms that many of the larger monitoring stations have automated, keeping 
that communication flow with our customers.  Centralized emails for Customer Service, Monitoring Station, Fire Safety, Video etc to 
ensure customer emails are reviewed and responded to in a timely fashion, live receptionist during regular business hours with 3 open 
locations to service our communities.

Q14

ENGAGEMENT WITH INDUSTRY GROUPS - Identify relevant industry association memberships that you center
maintains.  How does your company participate in or contribute to these associations? (5%)

CSAA, CANASA Monitoring Committee, CASC.  The CSAA 5 diamond program has improved the training level within our staff. The 
CANASA Monitoring Committee provides an opportunity for us to compare our procedures and processes with our peers and improve 
standardization, improving the industry as a whole.

Q15

ADDITIONAL INFORMATION

Respondent skipped this question

Q16

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

Respondent skipped this question


