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Q1

Please provide the name and title of the nominee.

Name Julie Moran

Title Central Station Supervisor/Manager

Company iWatch Communications

Email iw.supervisor@iwatchcomm.com

Phone 503-207-5300

Q2

How long has this nominee been employed by your organization?

9 years

Q3

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

Worked her way up to taking over the managing of the department, using skills and experience.

Q4

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

3 years
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Q5

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

Manage center employees and staffing on a 24/7 basis, ensuring that all UL and 5 Diamond standards are met or exceeded. Provide 
remedial training along with 1v1 coaching to ensure consistent growth for all employees. Ensure all operators are qualified, competent, 
and licensed to minimum industry requirements. Perform quality assurance (recorded audio review, etc.) and immediate positive 
reaction to client calls and concerns. Maintain accurate client information in all databases, including data entry and programming. 
Prospect both local and non-local alarm dealers with set goals to grow the account base. Perform all UL required tests, keeping 
appropriate logs and documentation, being prepared to present information to UL inspector upon demand.  Ensure all equipment used 
in Central Station is UL rated. Provide monthly billing reports based on services provided for each dealer. Review Alarmnet charges, 
determining where overages are coming from and ensuring that they are billed appropriately. Act as primary contact for alarm company 
owners and dealers for any problems that arise, keeping relationships strong with all alarm dealers. On call 24/7 for emergencies and 
to cover any shifts not covered by employees. Review, update, and refine all documents and policies/procedures on an ongoing basis 
to ensure maximum efficiency and effectiveness. Track all new/deleted account trends, along with all alarm permit information. 
Perform job interviews for interested candidates, and perform all annual performance reviews for legacy employees. Provide 
disciplinary action when needed, up to and including termination.

Q6

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

Bachelor of Science in Criminal Justice Administration. DPSST certified as Supervisory Manager for the Central Station.

Q7

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

Honesty and integrity, confidence, commitment and passion, decision-making capabilities, accountability, creativity and innovation.

Q8

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

She works closely with all the trainers, not only to review and improve training manuals and materials, but encourage the initiative of 
others to provide feedback and insight.

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.).

She performs a yearly review of all operators, in which their annual work performance is evaluated and discussed. In addition, she has 
promoted initiatives like "Employee of the Quarter Award", which encourages and motivates operators to perform to their best abilities 
and skills. She has also re-structured the premise of the Central Station by implementing "shift supervisors" and "lead people", who 
are compensated based on their level of duties and responsibilities.
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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.

Provide remedial training along with 1v1 coaching to ensure consistent growth for all employees. Ensure all operators are qualified, 
competent, and licensed to minimum industry requirements. Perform quality assurance (recorded audio review, etc.) and immediate 
positive reaction to client calls and concerns. Maintain accurate client information in all databases, including data entry and 
programming. Prospect both local and non-local alarm dealers with set goals to grow the account base. Perform all UL required tests, 
keeping appropriate logs and documentation, being prepared to present information to UL inspector upon demand.  Ensure all 
equipment used in Central Station is UL rated. Provide monthly billing reports based on services provided for each dealer. Review 
Alarmnet charges, determining where overages are coming from and ensuring that they are billed appropriately. Act as primary contact 
for alarm company owners and dealers for any problems that arise, keeping relationships strong with all alarm dealers. On call 24/7 for 
emergencies and to cover any shifts not covered by employees. Review, update, and refine all documents and policies/procedures on 
an ongoing basis to ensure maximum efficiency and effectiveness. Track all new/deleted account trends, along with all alarm permit 
information. Perform job interviews for interested candidates, and perform all annual performance reviews for legacy employees. 
Provide disciplinary action when needed, up to and including termination. 
In addition, runs daily tests of all receivers, assuring proper functioning of automation, according to UL compliance.

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.

In any case of extreme emergency, such as: equipment failure, natural disaster such as strong winds, snow storms, etc, she has 
always shown a strong level of leadership and guidance for her department. Not only she has been able to guide employees through 
how to navigate those types of situations, but she has inspired their confidence skills by showing them how to prioritize and handle 
extreme instances. During one of the snow storms, she had to spend three consecutive nights in the Central Station, by taking small 
sleeping breaks in the conference room, using a modest cot.

Q12

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

She has developed an excellent relationship with not only all dealers of the Central Station, but also clients, anytime they have called 
with any sort of comment or concern. She has continued assuring she is extremely involved into day-to-day operations of the Central 
Station and continuously reviews phone calls for training and development purposes.
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Q13

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

In many occasions, Julie has had to take charge and responsibility of some extra duties provided for our clients, such as permits for 
the businesses, extra coverage patrols and responses, etc. In those instances, she has had to work closely with different county 
agencies and police departments and has been capable of developing great relationships with them, which have served, in the long 
run, as a great way to speed the process of certifications or renewals.

Q14

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

Julie has always been part of promotional campaigns for the company, including being the face of different advertisements and 
commercials used to promote the Central Station.

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.

Julie has always made it a point to always follow through with continues training, not only for herself, but her staff, as well. She makes 
sure to always have operations go through different webinars, in order to expand their level of knowledge about the receivers or 
different types of applications used in their Central Station. She has implemented a system of promoting different types of incentives, 
for all of the staff who succeeds and takes the extra steps into their continued education.

Q16

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

One of the first initiatives Julie implemented, once she took over the department, was re-structuring the way the day-to-day operations 
were run and organized, in the Central Station. She made sure every shift had a lead and a supervisor. In addition, she started a 
newsletter, for the Central Station, in order to keep all dealers and clients informed and updated with the latest offers and services we 
provide.

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?

She is part of the Criminal Justice Honor Society program, and has a lifetime membership with them, due to her area of education and 
affiliation with certain public agencies, providing volunteer work for them.
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Q18

In which community outreach programs is the nominee involved?

She has always been part of the Humane Society in Oregon, by donating hours of her time to this cause. In addition, she has 
participated in several community programs that our organization has invested and volunteered time.

Q19

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

She has gone above and beyond to not only perform her work duties but bring the entire Central Station in a different level of providing 
exceptional costumer service. She has made sure new receivers have been incorporated and the monitoring center has expanded its 
ways of hosting different signal formats. In one of the occasions, due to weather conditions and heavy snow, we experienced a 
temporary staff shortage. Julie spent three entire nights in the Central Station, by taking short nap-breaks in the conference room, to 
ensure a smooth operation of our services.

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.

Throughout the 9 years of working here, Julie has showed exceptional commitment and dedication to the job. She has gone above and 
beyond to be able to create a wonderful environment for the employees, and provide a wider range of services for our clients. Apart 
from always having a futuristic vision, she has been able to make the right decisions at the right time. Her level of leadership has been 
empowering, not only to her employees and staff, but to the co-workers and people who work closely with her.

Q21

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

iWatch Newsletter Intro.png (476.4KB)
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