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Please provide the following information

Award Contact Name Carol McMasters

Company ADT

Email Address carolynnmcmasters@adt.com

Phone Number 443-207-2920

Q2

Which Monitoring Center of the Year category are you
entering?

Enterprise (40,001 subscribers or more)

Q3

Is your organization Five Diamond certified? (15%)

Yes,

What is your certification date?:

October 2014
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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%)

ADT's commitment to employee development and training is reflected in the average tenure of its monitoring leadership team, which 

stands at a remarkable 19 years! This is a testament to the effectiveness of our robust training and agent-to-leader development 
program, which is designed to cultivate and nurture talent within the organization.

To ensure that we hire the most skilled and competent individuals who embody the qualities of our top performers, our talent 
acquisition team often hires former military, police or fire operators. Our new hire training program caters to both entry-level and 

experienced employees, providing them with the necessary tools to succeed. Our training modules are interactive and engaging, 
featuring elements such as role-playing, quizzes, and skills training. After completing each module, employees are evaluated to 

determine the next steps in their progression, ensuring that they receive the appropriate support and guidance throughout their 
development journey.

Our investment in our employees starts from their first day, with a warm welcome and a mixture of virtual and facilitator-led training 
sessions. Our training equips agents with the necessary skills to manage emergency situations and deliver exceptional customer 

service while adhering to the principles and criteria of the TMA Five Diamond curriculum. In 2022, we updated our training curriculum to
comply with UL-827 compliance. Our agents undergo routine inspections to ensure adherence to those guidelines. Our investment in 

our employees doesn't end there; we offer ongoing training, coaching, and development opportunities throughout their careers.
ADT offers unique training opportunities, such as comprehensive sensitivity and resiliency training. Our sensitivity training covers a 

range of impairments, including vision, dexterity, depth perception, memory loss, confusion, hearing, and depression. This training 
helps employees better understand and meet customer needs with empathy and patience. As our agents frequently interact with 

customers dealing with traumatic events while using our mobile safety technology platform, Safe by ADT, we recognize the impact 
these interactions can have on employees. To support their physical, mental, and emotional well-being, we developed Resiliency 

training. This training covers topics such as compassion fatigue and burnout, secondary versus vicarious trauma, coping skills, and 
self-care, empowering employees and leaders on the front line with the tools they need to take care of themselves and continue 

providing excellent service to our customers.
Our trainers, who are promoted from within the organization and have extensive operational and coaching expertise, are the backbone 

of our business. All ADT trainers must have a minimum of 2-3 years of training or call center experience, with at least 12 months' 
experience in an inbound/outbound call center environment. They receive professional development through programs such as Aubrey 

Daniels Leadership Training, as well as certification through ADT's Trainer Certification Program. 
At ADT, we are dedicated to identifying learning gaps and providing tailored training solutions. Our Customer Experience & Quality 

Managers listen to calls to provide individual coaching plans, while our Enablement leaders work with our Workforce Management team
to provide ongoing education that drives these improvements. To incentivize employees, we offer the Blue Bravo program, which 

rewards employees for their thoughtful participation and achievement with real spendable dollars. In 2022, we allocate over $500,000 in 
training expenses and incentives for the customer care and monitoring organization alone! At ADT, we believe in investing in our 

employees to ensure their success and growth throughout their career journey.
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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%)

At ADT, we are prepared for the unexpected. Each ADT site is required to have a current incident response plan that is reviewed and 

updated annually. Our Business Continuity document provides an overview of the processes and structures consistently followed by all
sites.

Site Supervisors or Area Administrative Managers review the emergency response plan at least annually, which includes evacuation 
plans and procedures, evacuation management, alarm systems, reporting procedures, and types of potential emergencies.

ADT conducts several disaster recovery exercises per year, with each focusing on different applications that support all areas of 
ADT’s diverse business. ADT’s most critical set of applications (Life Safety) that support underlying alarms and signals are excluded 

from these exercises as these applications are synchronized across multiple data centers and are regularly switched to run from one 
location to another. Because the data centers are geographically dispersed, it is unlikely a single disaster incident impacting both 

locations. Backup of the data is performed regularly, which is secured and stored in two different geographic locations. Our dedication 
to implementing and upholding UL-827 compliance has allowed us to effectively mitigate risks and bolster our ability to sustain our 

systems and employee workforce in the event of a disaster. As of 2022, we had roughly 600 UL-827-compliant remote monitoring 
employees. This remote setup provides our business and customers with an extra layer of redundancy and security since these 

employees are not clustered in one local area.
We prioritize business continuity through comprehensive training and backup support for our teams. Our testing and validation process 

includes orientation, tabletop exercises, walk-throughs, functional tests, and full-scale drills to ensure readiness. After each test, we 
debrief to reflect and make necessary changes to our plan, documenting and reporting everything to the Business Continuity 

Management Office.

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%)

As a prior Monitoring Technology Marvel Award winner, ADT understands the value of innovative technology usage. Each program, 

system, or platform we use is designed to support our mission of saving lives.
Our Alarm Messenger platform has helped ADT prevent over 2 million false alarms since January 2021. More importantly, this 

technology has reduced the number of 911 responses to false alarms for ADT customers by more than 50%. Transmission time to the 
911 call center is also eight times faster than traditional voice handling speeds since ADT is the only company with access to the 

largest network for electronic transmission of verified alarms to 911 centers. Internally, we use various products to support business 
intelligence in a multitude of ways. Monitoring operations use programs to forecast and schedule agents, visualize data and 

correlations, and store all inbound, alarm, and outbound transactions.  Customer Support and training use collected data to analyze 
interactions, provide coaching, and use exemplars to support new hires and professional development.  Sales and marketing use 

analytics to understand and personalize customer communication, while HR and accounting use platforms to ensure transparency and 
compliance. The rich analysis from our data collection has led to improved internal administrative processes, reduced alarm activity, 

enhanced customer education, and an overall improvement in the customer experience. 
Our customers also recognize our innovation, most recently highlighted by our new ADT+ app, driven by thousands of hours of 

research and insights from ADT’s residential and small business customers.  ADT+ unifies security, life safety, smart home, and 
analytics in one application. We also partner with industry leaders such as Uber/Lyft, Ford, and Invisawear.
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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%)

Any alarm could be an emergency affecting real families, so one of our monitoring centers primary goals is to identify false alarms 

through technology and processes as quickly as possible. Our agents use their expertise to process alarms starting with a 
comprehensive review of the account's event history. Agents verify the premise by calling the customer and additional listed contacts 

before AHJ dispatch. For actual emergencies, the agent notifies the appropriate agency, communicates with any other noted contacts 
after dispatch deployment, and clears the alarm.

To identify high-volume offenders, we generate two weekly reports. Our team will contact these customers to schedule a service 
appointment or check their equipment. We provide a white-glove service to resolve issues, and, if needed, schedule a job or offer 

Virtual Assistance. Virtual Assistance allows customers to replace or add security devices and troubleshoot issues with remote video 
guidance from ADT specialists. 

As part of our false alarm reduction initiatives, ADT utilizes Alarm Messenger, part of our Smart Monitoring Platform. If an event 
occurs, ADT receives an alarm from the customer's system and automatically sends a message through a secure text link to the 

customer and designated contacts. Through this link, customers can quickly and easily verify alarms or cancel false alarms, request 
emergency response, add extra time, or message directly with emergency contacts. These false alarm reduction initiatives and 

technologies have prevented over 4 million false dispatches.
Training on handling alarms and false alarms is critical and represented in several of our curricula. In addition to our previously 

described comprehensive programs, we also provide "Take 5 Training: Reducing False Alarm Dispatches", which offers just-in-time 
instruction and resources on ADT's best practices for reducing false alarms.
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Q8

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

ADT firmly believes that everyone should feel safe and secure, which has been our guiding principle in our work with community 

activities and causes.                                                                                                                                                                    
We partner with local communities and encourage employees to join one or more of our Business Employee Resource Groups 

(BERGs), special interest volunteer groups that actively contribute to making our workplace more inclusive for all employees.  ADT 
provides each of our nine BERGs with $9,000 to donate to nonprofit 501(c) organizations that align with the mission of the BERG. For 

example, members of our Veterans BERG organized a flag-raising ceremony at our Dallas ADT facility. This BERG made contributions 
to the Fisher House Foundation (helping military families stay together during medical crises) and the Wounded Warrior Project (helping

to honor and empower wounded veterans and active-duty service members). Another example is our Black BERG, who donated to 
Links, Incorporated, a service organization dedicated to the economic survival of African Americans. Other BERGs focus on 

destigmatizing mental health for all and increasing awareness and resources for populations such as Women, LGBTQ+, Asian, 
Hispanic, Disabilities and Young Professionals.     

We are proud of our partnership with Habitat for Humanity, where we built five homes in underserved communities. We collected more 
than $150,000 in cash and product donations, with ADT providing smart security and rooftop solar systems for the homes.  An exciting 

new project is our work with the Requity Foundation, a Baltimore-based nonprofit that provides vocational education and workforce 
development. We recently contributed a $100,000 cash contribution as well as in-kind donations of a smart security system and 

rooftop solar worth more than $30,000 for its Carver House project. Requity aims to transform vocational education through work-based 
learning initiatives such as the Carver House project, a rehabilitation project of a vacant row house situated across from the historic 

Carver Vocational Technical High School. The affordable net-zero home enables Requity to align learnings with vocation curriculums. 
By emphasizing hands-on experience and applying classroom lessons to authentic work, students in carpentry, construction design, 

electrical, masonry and business will be better trained, equipped and experienced for construction jobs and career pathways.                
We celebrate our employees' commitment to their communities and causes by sharing their hard work and stories through ADT's 

weekly newsletter and monthly video magazine. Emphasizing our employees' contributions underscores to our entire ADT team that 
each of us truly can make a difference. We know this works because our employee volunteer population grows each year.

Q9

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

At ADT, our primary objective is to provide an exceptional customer experience during every interaction, and we use key performance 
indicators (KPIs) to measure our success. To monitor our progress, our Monitoring team tracks several metrics, including alarm 

response time, agent satisfaction, call-handling time, abandonment rate, first-call resolution, and reliability.
One impressive aspect of ADT is our ability to meet and exceed these KPIs at a massive scale. Our monitoring center handles about 

325,000 operator signals every week, with an average response time of just 18 seconds. We take pride in the data and planning 
required to meet these operational metrics and provide excellent customer experiences. Our command center continuously makes 

real-time adjustments and allocates resources effectively to manage high volumes without any negative impact on customers during 
an alarm response.

To achieve our goals and stay ahead of the curve, we use innovative reporting tools like Salesforce, IQ, Copanet, and NICE. Our 
reports provide a comprehensive historical perspective with real-time updates, enabling us to make proactive decisions like 

maintaining optimal staffing levels.
Our agents and leaders can quickly identify the longest hold time using the IQ reporting tool, and Copanet serves as the platform for 

performance management and agent scorecards. We provide an executive summary of our KPIs daily, weekly, and monthly, 
highlighting our service level, call and alarm volume, abandonment rate, and longest alarm waiting time by workgroup. NICE serves as 

our database for call recording, allowing us to quickly assess call handling and ensure customer satisfaction. At ADT, we remain 
committed to utilizing innovative tools and continuously improving our processes to provide exceptional customer experiences and 

meet our KPIs.
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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%)

Saving lives is at the heart of what we do, and our LifeSaver Award highlights the stellar work of our employees. Our empathic agents 

act swiftly to provide critical assurance when our customers need it most. Our customers’ sent a clear message about the importance 
of our agents; many wanted to personally thank the people who had positively impacted their lives. The LifeSaver Award emerged as a 

direct result of this feedback. Through this program, ADT arranges an on-site visit between the customer, their agent, the installation 
technician, and all emergency responders. We could spend a lifetime sharing stories about the rewarding experience for customers and

employees; instead, we encourage you to hear our customer's stories firsthand by visiting our Lifesaver page 
(https://www.adt.com/stories).

In addition to our Lifesaver Award, the ADT Circle of Excellence award honors 290 individuals in the company who consistently 
demonstrate the company's values of urgency, accountability, collaboration, discretionary effort, and voice of the customer. This year's 

award winners from various departments across ADT will receive an all-inclusive trip to the Dominican Republic.
We also believe that smaller celebrations are in order, so we implemented the ADT Blue Bravo platform, which recognizes and rewards 

team members across the organization for performance and high quality work, discretionary efforts, attendance, length of service, and 
making a difference in the lives of our customers. In this program, employees redeem points and can choose from an extensive 

collection of items, from household supplies to Apple AirPods, through a partnership with Amazon.
It’s no surprise that ADT is a great place to work, resulting in our employees regularly referring great candidates. ADT offers referral 

bonuses ranging from $100 to $2000, disbursed after a new hire has been with the company anywhere from thirty to ninety days. Our 
employee retention is also high, with many employees' tenure being well over a decade. Our employees are proud to share their 

collection of service awards and enjoy spending Blue Bravo points on the items of their choosing, including concert tickets and travel.
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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%)

Maintaining accurate and complete records that abide by legal and regulatory requirements is one of ADT’s top priorities. We keep 

personal information for as long as necessary to fulfill our services in accordance with the law and our information retention policy. 
When it comes to employee access to alarm history and phone calls, the standard is a minimum of 365 days, with older records 

available upon request.
The ADT Workforce Management Team uses its data history of nearly a decade to analyze arrival and seasonal patterns, create 

precise forecasts with daily totals, and match staffing levels to customer demands. By analyzing customer interactions, alarm activity, 
and other relevant data, the team can identify trends and opportunities for improvement, such as reducing false alarms and providing 

better customer education.
Individual teams may use this history to recognize or coach agents, and exceptional agents may be highlighted in promotional 

materials or recreated in training environments. ADT also recognizes these exemplary agents through newsletters or incentive 
programs.

ADT uses several technologies to analyze and improve the customer experience. For example, we leverage Aspect Workforce 
Management to forecast activity and schedule agents, ensuring that we have adequate resources to meet demand. We also use 

Tableau for data visualization and to identify correlations between data points, which helps us gain a better understanding of customer 
behavior and preferences.

To analyze customer interactions, we utilize NICE Analytics, which allows us to collect and analyze data from various sources. This 
helps us identify areas where we can improve and enhance the customer experience.

To support these efforts, we have a comprehensive data warehouse that stores all inbound, alarm, and outbound transactions for 
analysis. This allows us to create in-depth analyses that can lead to reduced alarm activity, better customer education, and an overall 

improvement in the customer experience. By using these technologies, we can better understand our customers and tailor our services
to meet their needs, leading to higher satisfaction and loyalty.

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%)

Our monitoring center works in conjunction with public safety to prioritize alarm calls and enhance their effectiveness, while also 
reducing the number of false alarms. ADT's SMART program is revolutionizing the way emergency situations are handled by first 

responders. The proprietary technology used by SMART delivers alarm signals electronically to 911 centers, resulting in faster 
notifications, increased accuracy, and reduced delay for both ADT and 911 dispatchers. SMART also allows for additional information 

to be provided which makes it easier for first responders to determine the type of assistance required with Alarm Validation Scoring 
AVS-01. The SMART program has achieved tremendous success, with over 3.4 million customers enrolled and a reduction in false 

alarms by 53%. This innovative technology has been recognized by the 2022 Police Dispatch Quality Award. 
ADT also maintains close relationships with Public Safety organizations and maintains active memberships with NFPA, NENA, and 

APCO as well as sponsoring security industry associations such as TMA, PPVAR, SIA, and SIAC that coordinate with First 
Responders, government agencies, and various programs. ADT team members are actively representing the security industry in the 

development of standards and policies within NENA and APCO.
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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%)

ADT utilizes a multi-channel strategy for customer communication, utilizing email and social media platforms to deliver tailored content 

and promote product and service offerings. The goal is to reach customers through multiple touchpoints and effectively communicate 
the unique value of the company's offerings. Professional monitoring is at the forefront of ADT's marketing strategy, as evidenced by 

its inclusion in national TV advertising campaigns and use in marketing and sales materials. The company proudly showcases photos 
and captions of its monitoring center employees on its website and social media channels. ADT frequently honors the "Everyday 

Heroes of ADT" through its LifeSaver Award campaign, recognizing those who go above and beyond to save customers from 
emergency situations in their homes. These heroic acts are publicized through integrated marketing and PR campaigns, further 

highlighting the importance of professional monitoring in keeping customers safe.
ADT takes pride in hearing from customers using Medallia, a platform that solicits and generates customer feedback. Medallia alerts 

are processed daily by the front-line leaders. Based on call reviews, leaders celebrate wins, coach on opportunities, and follow up with 
customers as needed to ensure timely resolutions.

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%)

At ADT, we believe in leading by example and partnering with industry experts. That's why we're proud to maintain membership with 
top organizations like The Monitoring Association (TMA), Electronic Security Association (ESA), Security Industry Association (SIA), 

Partnership for Priority Verified Alarm (PPVAR), and the Security Industry Alarm Coalition (SIAC).
Our leaders take their roles in these organizations seriously, and are dedicated to serving the industry. For instance, Don Young, our 

Executive Vice President and Chief Operating Officer, is a former president of TMA. Our Vice President of Government Affairs, Holly 
Borgmann, is a board member of SIAC and active in state associations and government committees. And Tom Nakatani (Vice 

President of Information Technology) and Larry Folsom (Senior Vice President and Chief Monitoring Officer) are board members of 
SIA, with Tom serving as the Immediate Past-President of PPVAR. Bob Tucker, our Director of Corporate Affairs, serves on the TMA 

Marketing Committee and actively promoting the benefits of professional monitoring. 
This spirit of participation extends throughout our company. Many ADT managers at our over 300 branches are affiliated with state 

alarm associations, staying up-to-date on industry trends. Team members nationwide also participate in organizations like Underwriters 
Laboratories (UL), the National Fire Protection Association (NFPA), the National Emergency Number Association (NENA), and the 

Association of Public Safety Communications (APCO). We even have team members with high-level National Institute for Certification 
in Engineering Technologies (NICET) certifications.

We believe in being a leading voice in the security industry, and our active participation in industry organizations reflects that 
commitment.
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Q15

ADDITIONAL INFORMATION

At ADT, our top priority is to help our customers protect what matters most through our leading professional monitoring services. As a 

proud supporter of the TMA and actively involved in various committees, we are committed to driving meaningful changes throughout 
the industry. In 2022, we continued our unrelenting efforts to reduce false alarms and maintain high standards for monitoring center 

performance, demonstrated by initiatives such as UL-827 and AVS-01 alarm scoring. Additionally, we successfully addressed the 3G 
shutdown by proactively reaching out to customers through multiple dialer campaigns, ensuring no service interruptions for any of our 

customers.
Winning the TMA's Monitoring Center of the Year Award for 2022 would be an immense honor for ADT, and we would be humbled to 

have the opportunity to share our story with the community. Thank you for your valuable time and consideration.

Q16

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

Disaster%20Recovery%20Document.docx (39.6KB)


