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Phone Number 800-937-8268 X2130

Q2

Which Monitoring Center of the Year category are you
entering?

Enterprise (40,001 subscribers or more)
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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%)

Our new hire Central Station Dispatch Operator training is 90 days in length.  

The first four weeks is intensive training with our Training and Development Specialist.  During the initial four weeks, the newly hired 
Dispatch Operator is required to successfully pass the Central Station AA Operator Level 1 and our in-house training program.  The in-
house training includes company history, industry history, company policies and procedures, automation software, Standard Operating 
Guidelines (SOG), and customer care training, just to name a few.

Our entire training manual for both Central Station Operators and Data Entry Operators is housed completely on-line.  The manuals are 
accessible at every workstation.  The hyperlink feature makes it easy to locate information quickly and it is at the fingertips of every 
Operator.  It ensures that every Operator has the most up-to-date training.  We no longer need to hand out training updates in paper 
form and hope that the Operator replaces the update in their printed training manual.  

Once the new hire has successfully completed the required four weeks of training with the Training and Development Specialist, they 
are released to their home shift and are assigned a Mentor.  The balance of the 90-day training is spent under the guidance and 
support of their Mentor.  During this time, the Mentor provides a DOR (Daily Observational Report) to the Supervisor.  In turn, the 
Supervisor completes a WOR (Weekly Observational Report) and provides it to the Training & Development Specialist so we can 
insure the new Dispatch Operator is progressing successfully through this stage of the training. 

Our on-going training is always in motion and provided for all Dispatch Operators and Supervisors on a regular basis as well as on an 
as-needed basis.

All on-going training is developed and implemented by our Training and Development Specialist.  This can be new training as we add 
new products, customers and software to our Central Station.  It can also be refresher training for the entire Central Station staff or 
even remedial training for an individual.  We also have Communication Days each quarter to educate our team on other departments 
within Vector Security.  We find that this training is extremely helpful for our team and allows them to have a more well-rounded 
understanding of our company and in turn are better able to serve the customer.  All employees are required to successfully complete 
assigned CornerStone on line training on a monthly basis.  Topics include, but are not limited to, PII Protection, Customer Service, and
ethics.

We would also like to share our Supervisor development training.  We believe that it is an absolute necessity that Supervisors are 
given the skills, tools and concepts to successfully lead a team.  We are partnered with CornerStone and all Supervisors and 
Managers attend Leadership training, Team Development & Motivation as well as Microsoft Office Suite.  Supervisors attend bi-weekly 
meetings with Management to cover new or changing information.  In addition, each Supervisor has a monthly shift meeting to review 
changes and quarterly refresher training on a new topic each month.

There is no question that this training has been a great investment for not only Supervisors but for the teams they lead.  Vector 
Security has embraced this training throughout our organization and thus we ensure that the skills, tools and concept are used on a 
daily basis.  In addition to these benefits, our team members feel valued because Vector is investing in them.
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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%)

Our company has had a formal documented disaster-recovery plan since 2000.  The entire plan is reviewed on a quarterly basis and its
various aspects are tested on a weekly basis.  

We have five redundant operating systems all located in different branches.  We test the movement between systems weekly.  

Vector Security's design is as unique as our heritage, while we are ONE Central Station, we have 3 different locations, Warrendale PA, 
Plymouth Meeting PA and Richmond VA, which provides for complete redundancy to ensure our systems and processes are 100% 
available to allow us to fulfill our commitment to our customer's safety.  All receivers have back up receivers in another Central 
Station.  In the event that one Central Station is uninhabitable, all receiver lines and phone lines can be moved to one of the other 
Central Stations; we test this on a monthly basis.

We have redundant telephone servers and we test their functionality on a bi-weekly basis. 

Weekly, we test our 4 – 250 KW generators underload.    

All three Central Stations have a dedicated Technical Support Person.  The Tech support person gives a monthly disaster drill to the 
Central Station Supervisors and Managers. 

We perform the testing and the drills for four main reasons: 1.  To ensure our Disaster Plan is functional. 2.  To ensure our disaster 
plan documentation is complete and concise. 3.  To ensure that all equipment is functional and, 4.  To keep staff familiar with all 
processes of the disaster plan.

To ensure technical depth, we have a “tech team” and its members attend two hours of tech training per month as well as participate in 
the testing and disaster drills.   This ensures that we have multiple fully-trained tech people on the floor at all times.

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%)

Our Standard Operating Guidelines (SOG) encompass all the following industry standards, ANSI/TMA CS-CO-1-2008: Carbon 
Monoxide Standard, ANSI/TMA CS-V-1-2004: Alarm Verification Standard and, ANSI/TMA CS-V-2-2012: Video Verification Procedures 
for Burglar alarms standard.
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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%)

Our company has had a formal false dispatch program since 2004.  Since that time we have steadily decreased false dispatches.  
Over the years it has evolved into a very effective program.  

Below is a brief description of the False Dispatch Program’s components:

Enhanced Call or Second Call Verification

Electronic Verification

Video Verification
 
7-Day Soak – New customers are given a 7-day training period on burglar alarms.  This means that in the first 7 days the system is on 
line, we do not dispatch on burglar alarms.  This gives the customer time to become familiar with the alarm system.  If the customer 
triggers the burglary alarm during this time, we advise the branch to reach out to the customer to provide additional training.

2-hour/No Dispatch on Same Zone – We do not re-dispatch on “same zone/point” activation if received within two hours of the original 
dispatch.  We make call list notification only.

False Alarm Administrator – Our company employs two False Alarm Administrators (FAA) that track and address customers with false 
alarm issues.  Anytime a customer has more than two dispatches in a month, the FAA reaches out to the customer to offer training, 
service or both.  They also work closely with our compliance department to ensure we are aware of any and all jurisdictional 
requirements.

False Alarm Review – This is a method for Operators to identify excessive dispatches on an account.  Any time a customer either 
reports a faulty zone or a Dispatcher recognizes a zone(s) that are repetitive, they are encouraged to log the event “FALSE ALARM 
REVIEW. “ Our False Alarm Administrators as well as our Service Department run reports on this daily and then reach out to the 
customer to schedule repairs and or training.

Customer Education – If a false dispatch problem is identified and additional training and or system refinement does not resolve the 
problem, we then may require the customer to take the TMA False Alarm on line training.  We not only Monitor our customers' homes 
and facilities but we actually go out and visit them.  CS Managers visiting our customers to learn about their business and security 
needs. We seek their feedback as to the services that we are providing as well collaborate as a consultant with regards to their needs.  
Our goal is to have a full partnership with our customers and communication is the key.

2017 annual False Dispatch Reports prove another successful year of reducing false alarms.  We ended the year with an overall 
dispatch rate of 0.71 in all dispatch types; our police dispatch rate is 0.59.  Removing National Accounts, the dispatch rate for all 
types 0.50 and police only is 0.42.  National Accounts ended the year with a dispatch rate of 2.60, police dispatch rate is 2.28. - 
AFORNIA
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Q8

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

Salvation Army – TREASURES FOR CHILIDREN – Purchasing Christmas gifts for local area children.  2017 was our 23rd year of 
participation. 

Salvation Army – CHRISTMAS KETTLE DRIVE – Ringing the Salvation Army’s bell outside local retail businesses and soliciting 
monetary  donation for local families in need.

Salvation Army – BUNDLE UP PROJECT – A yearly drive to provide winter coats, gloves, hats and boots to area children.  This not 
only includes a monetary donation, but also going to the participating stores with the children to help them pick out their new winter 
ware.

Food Bank Drives – Collecting non-perishable food items for local food bank, which feed families in need.

Casual Day Charity Collection - Team members are able to dress casually for an entire month  if they make a $20 one of the following 
charities.  Animal Friends, The Center for Missing and Exploited Children, Salvation Army and Wounded Warrior Project.  We collected 
a total of $1,440.

Wounded Warriors - Walk for the wounded - participant since 2014.

Stockings for Soldiers - Since 2015, our team has collected items for Soldier's stockings to be sent deployed troops during the holiday 
season.

Adopt a Military Family - Since 2015 each year, our CS team members adopt two needy military families.  Gifts are purchased and 
sent to these families during the holiday season.
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Q9

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

Response Time Service Levels – We use service levels metrics to measure our response times to alarm events: 

SL = "85% of alarms events responded to in <45 seconds.
This formula is used every hour to evaluate the previous hour. This ensures we have real time data and are meeting our response time 
goals.  It allows us to adjust staffing and priorities to better meet the alarm traffic needs.

Telephone Service Levels – We also use service levels metrics to measure our incoming  call answer times:

SL = 85% of the call answered in <30 seconds
This formula is used every hour to evaluate the previous hour. This ensures we have real time data and are meeting our telephone 
response time goals.  It allows us to adjust staffing and priorities to better meet the alarm traffic needs.
 

Quality Assurance – Our Central Station has a dedicated Quality Assurance Person.  This person uses many tools to assure that our 
quality of work is at the highest level possible.  Below are just a few of the ways we ensure that customers are receiving the highest 
level of service.  In addition, all Supervisors participate in the quality assurance checks for their teams.
 
     a. Call Monitoring – 10% of calls are reviewed per team-member. Calls are rated in multiple areas (i.e.  
     professionalism,shows concern and empathy, recognizing the needs of the customer, proper greeting, no industry 
     lingo, proper tone and inflection, ability to meet the customer’s needs);

     b. Procedural Monitoring – 10% of processed accounts are reviewed per team-member.  The account is checked to 
     ensure all account instructions and/or SOGs were followed.  While checking the procedural integrity of the 
     Dispatcher logging efficiencies is also measured (did the Operator log all actions taken, did they receive a valid 
     passcode, did they log the Agencies dispatcher ID, did they log all pertinent information into the account history?);

     c. Training Needs Tracking – All errors are tracked.  This tracking process not only keeps us informed of individual  
     Dispatcher training/retraining needs, but also tracks the Central Station as a whole.  If we see a sudden increase in one type of 
error, we know that we need to address training to the entire team.
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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%)

Teamwork is the key to a successful Central Station.  We have many incentive programs that add a level of friendly competition and 
encourages teams to work together to meet and exceed our response time goals.  Each hour response times are evaluated and for 
every hour the team meet it's goals, the team is rewarded with Casual Day cards (a day they may dress casually), Extra 15 Minute 
Break Cards, and even Team Parties.   Awareness is really the key!  If the team receives frequent feedback on how they are doing, 
they learn what works and can keep focused on the goals.

We also offer yearly Service Level Bonuses for Supervisors for meeting or exceeding response time SL goals.

Career Path Program – Although monetary incentives work for obvious reasons, we have also found that many employees are 
motivated by having a career path within our organization.  We offer career development training in many ways.  Interested employees 
may apply to train as a Senior Operator, a Mentor, an Elite Team Operator or even a Tech Team Member.  

Senior Operators are trained to assist the Supervisor in the running of the shift.  They are taught how to manage alarm and phone 
traffic, breaks, take escalated calls and even trouble shoot receiver and automation issues.  Once they have successfully completed 
the Senior Operator training, they can step in and lead the team when the Supervisor is not present.  The Senior Operators not only 
receive an hourly monetary increase when performing in the Supervisor’s absence, but they also become a viable candidate for a 
Supervisor position if and when they are available.

Those wishing to become a Central Station Mentor may apply to be trained to support Dispatch Operators once they have completed 
training and are released to their shift.  Mentors are invaluable and have a direct impact on the retention of new hires.  They provide 
support, training refinement, and guidance to the new hire helping them to assimilate to their new job and environment.  The Mentor 
prepares and presents a Daily Observational report to the new hire and the Supervisor.  In addition, the Mentors have the opportunity to
help the Central Station Training & Development Specialist to train veteran staff on new processes and procedures.

Our Elite Team Operators who, through their exceptional performance as a Dispatch Operator, have been hand selected to join the E-
Team.  This team handles alarms and phone calls from our high priority customers.  Once selected, they receive extensive training on 
these customers including their security needs and their intricate procedures.

Our Tech Team is also available to those who thrive on knowing the technical side of our operation.  The folks on this team want to 
know how receivers, automation, phone lines, call allocator and other equipment and software work.  They go through the training 
program with our Central Station Tech Support person.  Once the training is completed, the tech team person is required to attend tech 
training with the Central Station Tech Support person twice a month.   This keeps their training fresh and also covers any new 
technical equipment or software that is added to the department.  Once the tech team person has completed the training, they may 
perform the duties of the technical support person when they are not available.  This also has a monetary bonus associated with it.
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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%)

We have our finger on the pulse at all times.  Knowledge is power!  Measuring alarm response  time service levels, incoming telephone
service levels and tracking training needs via identified errors allows us to keep abreast of not only our team performance, but 
individual performance as well.  We believe that what you DON’T know CAN hurt you.  As a Central Station we are charged with 
protecting not only our customers' property, but also their very lives!  We use our newly developed CS Statics Dashboards to collect 
data to ensure that we have the correct staffing levels to meet our goal times.  When we fail to meet our service level goals, we take 
the time to investigate and find the cause of the failure.  Sometimes this may mean adding staff, sometimes it may mean that we 
need to provide coaching to teams and/or individuals, but once the cause is identified we can then take action to ensure we rectify the 
problem.

Our Quality Assurance team works diligently to pro-actively look for ways to improve our commitment to our customers. We don’t want 
to wait for a customer to complain to find a problem.  We review10% of each Operator’s work every day to ensure that Operators are 
processing alarms correctly, that the Operator is logging all information correctly and that they are providing our customers with quality 
customer service.  All information is tracked and the data is used to identify individual and team coaching needs.  We take the time to 
allow Operators to listen to their own calls.  We feel that self-evaluation combined with coaching is a very successful training tool.  We 
want our team to be completely customer focused and to always be looking for the opportunity to exceed a customer’s expectation. 

Several updates have helped our Central Station Operation to become more successful.  

We instituted a “go green policy” where we implemented electronic forms for all data change requests. All data entry requests are 
processed through DocuClass as scanned records regardless of how they are received; fax, e-mail, or electronic from. We use 
SharePoint for shared information so that all the data is in one place and we don’t have to print or share paper copies. Assisting in our 
effort are our National Accounts retailers who directly enter all their changes into a customer portal that authenticates and immediately 
updates changes to call lists, codes, etc.   Customer open/close reports also went “green” as customers now have a choice of 
receiving this information via e-mail or they can retrieve them from our customer portal.   Additionally, we have streamlined information 
to our customer portals and external applications, we have developed a series of APIs that read and extract data from external 
systems, as well as write from our automation system to external applications.  

Our fully functioning Central Station SharePoint, which has home page where operators can access all the tools needed to 
successfully perform their job tasks.  This includes, SOG procedure manual, panel operating instruction, policy manuals, as well as a 
whiteboard where the Operators can view company, departmental and team announcements as well as specialized temporary 
procedures during catastrophic events, severe weather or even civil unrest.   Also included on our  SharePoint are the CS Statics 
Dashboards.  We utilize a series of dashboards to see active alarms in multiple ways, by priority, region, time, location, state, and 
customer type. This reporting mechanism allows for real time statistics for operators, teams and shifts.  This information is invaluable 
to the shift Supervisors and their teams.

Our Central Station offers multiple technologies for communicating with customers and alarm panels. We use e-mail notification and 
texting and two-way texting (SMS) to notify customers of alarm events. Also, low priority events are reported to customers via IVR 
text to speech solutions.   We utilize hyperlinks to outside services to provide our Mobile Per GPS tracking and agency look ups. This 
mobilizes our customers and allows us to provide PERS services even when they are not at their residence or business.  This is 
especially helpful to our National Accounts customers who may be maybe making bank deposits after hours.
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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%)

Vector Security has a long history of commitment to preserving and improving our relationship with the responding authorities.  As a 
testament to this commitment, Vector Security has been honored twice with the prestigious Police Dispatch Quality (PDQ) award as 
well as been recognized with several FARA awards.  Most recently, Vector Security Inc. was named runner up for the 2018 award.

Vector Security not only has a False Alarm Administrator, but we also have an entire compliance department that works closely with 
responding agencies to ensure that we are compliant with all local, state and county requirements.  Because of this partnership, we are
able to act as a liaison for the customer so that they are able to meet requirements within their jurisdiction.

In addition, Anita Ostrowski, VP of Central Stations, continues to partner with ASAP to PSAP program.  Anita has spends a great deal 
of time to bring up new PSAP to use ASAP.  At any one time there are 4-6 new PSAP’s in different stages of development to go live 
with ASAP to PSAP.   She also serves on the Outreach Committee to promote the ASAP to PSAP service among alarm companies 
and PSAPS.  This not only builds a strong relationship between Vector Security and the Responding Authorities who use CAD 
dispatching, but also preserves and improves the entire industry’s relationship with the Responding Authorities.  There is clear value in 
the PSAP’s to use ASAP to reduce the number of phone calls into their 911 centers.  The 911 center dispatchers don’t have to take 
phone calls from alarm companies and are available to take 911 calls.

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%)

Vector Security believes that the Central Station is instrumental to our success as a company.  Central Station monitoring is the heart 
and soul of Vector Security.  Although our Central Station is primarily proprietary, we also serve as a contract monitoring center for a 
few of our larger dealers.  The sales departments use the Central Station as the key differentiator when competing against our 
competitors.  All alarm companies pretty much sell all the same products, but it is the service they receive from Central Station that 
makes Vector Security the best choice.  This includes having sister Central Stations with complete redundancy in a disaster.  The 
Central Station provides after hours technical support to our customers.  When customer calls the Central Station with alarm system 
issues, the Central Station is able to resolve 85% of the issues without having to involve a service technician.  This is a benefit to 
both the customer and the technicians who have to take after hour’s calls.  We believe customer service is our strength.  

No matter what time a customer calls, they are speaking with an operator or data entry person who is willing to do everything within 
their power to provide one-call resolutions to the customer.  

We enjoy a partnership with our customers and together we can accomplish anything.  Our company tag-line, “Intelligent Security 
Tailored for You” is a commitment to each and every customer.  Whether assisting a PERS customer at their residence or helping a 
manager of a large retail chain, Our Central Station has the technology, training, tools and team to rise to any challenge and exceed 
expectations.

Communication is key in every partnership.  CS Managers make themselves available to visit customer sites and work together with 
the Sales and Install teams to ensure that the security solution we offer them is all encompassing so that we are aligned with the 
Customer's expectation.
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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%)

ASAP – PSAP – Anita Ostrowski, VP of Central Stations, has been an integral part in the development and testing as new cities are 
moved to the ASAP-PSAP platform.  In addition Anita is serving on the Outreach Committee to promote the service among alarm 
companies and PSAPS.
 Positive outcomes:
1. Improve accuracy when dispatching.
2. Improved dispatch response times when using computer aided dispatching.

TMA Standards – Anita Ostrowski, VP of Central Stations has been on the standards committee for multiple TMA Standards (Carbon 
Monoxide, Audio Verification, and the draft of Priority Dispatch for Video Alarms). 
Positive Outcomes:
1. This helps the alarm industry develop strong guide lines for responding appropriately to alarm signals.
2. The opportunity to help guide in the changing areas of our industry.  

UL Standards – Anita Ostrowski, VP of Central Stations has been on the standards committee for UL update. 
Positive Outcomes:
1. The standard will now be more agile in addressing technology changes.
2. This provides an opportunity to discuss the future with other alarm companies.  

TMA Past President - Pam J. Petrow, President & CEO Vector Security Inc.
1. Continued growth of the ASAP to PSAP initiative.
2. Continued growth in the Educational arm of TMA.

Q15

ADDITIONAL INFORMATION

We believe our Central Station deserves to win the TMA Central Station of the Year award because we are ONE Central Station, 
comprised of two different physical facilities with complete redundancy to ensure our systems and processes are 100% available to 
insure our customer's safety and piece of mind. 

Our dedicated team of highly trained and professional Operators operate as a cohesive unit to protect our customers and their assets.  
They strive for responding accurately and timely to alarm signals.  They are constantly working at and delivering exceptional customer 
experience.  Above all, is the team's dedication to our customers and willing to forgo their own comforts during inclement weather.  
They are willing to report to work with overnight bags to sleep on air mattresses in our facilities so they are sure to be able to be here 
for our customers.  Most stay at the faculty 24 hours during storm events. 

We are one Central Station in two separate  facilities with redundant practices, policies and systems.  Our disaster plan and practice of
that plan ensures that we are able to provide our customers with uninterrupted service especially when emergency situations arise.  

Our team works tirelessly to improve our own Central Station and its services to our customers.  They are proud of what they do and 
are equally proud to be part of the electronic security industry.  As detailed above, multiple members of our Central Station team 
donate their time and talents to TMA and other industry organizations.  We love working with the TMA and its many members to 
increase our industries’ professionalism and positive growth.
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Q16

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

Respondent skipped this question


