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Q1

Please provide the following information

Award Contact Name Anthony Iannone

Company Affiliated Monitoring, Inc.

Email Address anthony.iannone@affiliated.com

Phone Number 201-752-3818

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?:

2005
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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%)
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Affiliated’s dedicated Chief Learning Officer (CLO) owns our company wide training programs which includes our operator new hire 

training and ongoing training.  

We have been able to increase operator training success through a combination of new techniques including our interactive learning 
management system (LMS) that was implemented in 2016.

New hires participate in an eight-week training program that culminates with a certification process. 

The first 2 weeks include a combination of instructor led training (ILT) and individual skills building and testing through our LMS 
system.  Additionally, our dedicated training classroom allows for operator trainees to participate in: 

- Demonstrations and Simulated Alarm Situations with role playing

- Side-by-side instruction on company protocol, phone procedures, keyboarding, etc.

- Interactive, web-based E-Learning tools are used to reinforce classroom topics and to perform knowledge assessments used to track 

a new hires progress through the curriculum

- Recordings of each trainee are reviewed and critiqued by the trainer

- A thorough explanation of the interaction between different departments by an experienced Customer Service employee

- Customer Service is the last stop before on the job training, and offers a great cross training opportunity for all new trainees.  
Trainees listen in as Customer Service staff members interact with customers in order to better understand how the department 

functions.

Weeks 3 and 4 are OJT (On-the-Job Training) for all personnel.  Each trainee is assigned a checklist, ensuring that each facet of the 
position is covered. This includes dispatch procedures, how to use our systems, etc. This training is conducted by special OJT 

instructors who go through structured classes to become skilled at training.  This system is designed to promote uniformity and 
guarantee trainees are receiving the same instruction in accordance with company protocol.  

After one month, the first round of training is completed.  A supervisor then sits with the trainee and reviews their checklist to make 

sure that all necessary skills have been learned.  A job specific exam is then administered, and a passing score must be achieved in 
order to move on to the last phase of training.  If a passing score is not achieved, additional training is provided.

Once our position specific exam has been passed, trainees are given the TMA Level 1 Operator Certification test.  The test is 

administered and each trainee must pass this test to proceed.   Passing the test is a critical milestone since Affiliated prides itself on 
complying with TMA standards for central station dispatch.  

In order to graduate from the training program, the trainee meets with the Training Supervisor to ensure there are no knowledge gaps 

and reviews all subjects covered.  This is a final assessment for all Central Station trainees.  

The moment training ends, quality control begins for all central station employees. Affiliated has a dedicated Quality Assurance team.  
This includes regular scheduled evaluations, a review of any interesting or difficult calls, and a checklist is used to measure the 

progress of the trainee.  A meeting occurs between the Training Supervisor and the employee to go over any difficult cases and close 
any knowledge gaps.  In this sense training never ends for our central station employees.  We are dedicated to making sure each 

dispatcher receives continued education in order to keep current on protocol and maintain the quality of our service.
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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%)

Affiliated operates two interconnected and fully redundant load-sharing monitoring centers.

Affiliated Monitoring established a documented disaster recovery plan for our central station in 2011 in tandem with the construction of 

our New Jersey monitoring center and the planned move from our previous location. The plan is fully reviewed in Q4 of every year but 
was significantly revised and improved with the addition of our Houston, Texas monitoring facility in 2016.  The plan was last reviewed 

in December 2021. Influenced by our previous facility’s successful performance during the September 11 terrorist attacks and the 2003
Northeast Blackout, our disaster recovery planning includes utilization of redundant backup power as well as fully redundant networks 

to receive signals and send communications.  

Our disaster recovery plan was tested when Hurricane Sandy hit in 2012 and our New Jersey facility did not have access to local utility
power for 8 days.  Our central station and personnel were able to operate continuously throughout the storm and it’s after effects, 

proving the success of our disaster-recovery plan. Since this event, we have continued to refine and improve our disaster recovery 
plan, and, with the addition of our second facility in Houston, Texas, our disaster recovery plan has been expanded to cover operations 

in Texas as well as to provide for the shifting of signal traffic and operations between facilities as required.

Affiliated’s Houston location successfully operated through Hurricane Harvey in the fall of 2017, and our New Jersey location 
weathered Hurricane Ida, with unprecedented rains and flooding, in September of 2021. In both cases, signal handling and response 

times were not impacted.

The COVID epidemic has also been a test of our disaster recovery plan. When a public health emergency was declared, we were able 
to leverage the preparations we had made as part of our disaster recovery planning to quickly support a shift from conventional 

monitoring to nearly 100% home-based monitoring specialists. We were able to make this change in just a few days. Our preparations 
around having extra equipment and laptops, combined with our secure, flexible network infrastructure, helped us to pivot to remote 

monitoring in an emergency situation we hadn’t even considered.

All Affiliated Monitoring’s disaster recovery plans start with situations that may arise at our two locations. These include power failure, 
telephone failure, network failure, etc. In no particular order the following responses have been put in place and all procedures have 

been documented both online and in a printed Emergency Procedures Manual:

• Power Failure – Our NJ facility employs two 600kw Caterpillar diesel generators with automatic switchover and 16 days of fuel on 
site. Our TX facility employs two 150kw Cummings generators, one fueled by diesel and one fueled by natural gas.

• Power Failure – Our NJ facility uses twin redundant Twin Liebert 150KVA Uninterruptible Power Supply (UPS) systems with 4 hours 

of battery backup capacity. Our TX facility utilizes dual 150KVA Uninterruptible Power Supply (UPS) system with 4 hours of battery 
backup capacity.

• Telephone Failure – We have established redundancy with two independent telecom providers that supply both copper and fiber 

service over completely diverse paths to Affiliated in NJ. Telephone service to our TX facility originates from our NJ location and is 
also dual path redundant, and can survive a complete failure of our NJ facility.

• Telephone Switch Failure - Dual Primary Rate Interface (PRI) trunk routes combined with channel bank redundancy serve to make in 

house operations redundant without the need for a manual cutover of any type.

• Network Failure – Both our NJ and TX Local Area Networks (LANs) provide for dual redundant independent switches into Affiliated 
with dual Network Interface Cards (NICs) at every workstation and server, so at any given moment the central station can be broken 
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off into two independent LANs, thereby avoiding any single point of failure that exists over our extended WAN.

• ISP Failure – We use dual Internet Service Providers (ISP’s) at both our NJ and TX facilities with Border Gateway Protocol (BGP) in 
place to automatically reroute IP data as needed.

• Server Failure – All critical servers are dual redundant with dual power supplies connected to independent power sources.  The 

Mastermind (MAS) software automation, our most critical application, has six completely redundant servers 

Affiliated’s Disaster Recovery planning also includes information and instructions on our response to perhaps the most important part 
of the monitoring center – the people. We have contingencies in place to make sure that we are not only adequately staffed during 

even the most difficult circumstances, but that our team members are properly cared for, including the provision of meals, extra 
clothing, sleeping accommodations, and dedicated shower facilities.

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 Affiliated has grown, it has become more and more important to properly instrument our performance and report on business 
activities. These reports are what have allowed us to maintain our continued upward growth trajectory even in these trying times. To 

support these reporting needs, Affiliated has assembled an industry leading team of data mining and reporting professionals that make 
up the Affiliated data analytics team. This team is made up of experienced data specialists, including DBAs and experts who are well 

versed in technologies like SQL and SSRS. They help our business by generating informative reports on almost very conceivable 
metric of performance of our teams and our business. Examples are as diverse as on-time attendance percentages for our monitoring 

team, A/R payment aging, support call handling times, and new monitoring specialist performance. Perhaps more important than 
reporting on these items are the deep trend analyses performed by the team. By reviewing these trends, our leadership team can 

quickly determine if things are getting better o heading in the wrong direction, and apply corrective measures before a problem 
manifests.
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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%)

Affiliated monitors alarm systems in all 50 states, Canada and many US territories and is totally committed to minimizing false 

dispatches wherever possible.

Ongoing Comprehensive Efforts to Minimize Unnecessary Dispatches:
Affiliated regularly reaches out to dealers to coordinate a plan of how alarms should be handled during inclement weather or other 

events that may generate large numbers of false alarms.  Since we monitor for a variety of dealers, we make sure to work closely with 
the dealers to ensure our procedures minimize the effects of false dispatches.  

AlertMessage™ 2.0:

In 2016 Affiliated introduced AlertMessage™ our text massage driven customer notification and response system. By texting to call 
list contacts, AlertMessage helps us to radically reduce false alarms.  AlertMessage is in use by a majority of our dealers.  No single 

false dispatch technology or procedure has had as profound an impact in the history of the alarm industry. AlertMessage was 
recognized by TMA as an industry leading solution through its 2020 Marvel Award. In 2022, we released AlertMessage 2.0, which 

improved AlertMessage by allowing users to interact with the system via text message from any mobile device. This change has 
driven increased adoption and even better metrics around false alarm reduction. Please visit www.affiliated.com/amvideo to watch a 

short video on its capabilities.

Video Verification:
Another method used to reduce false dispatches is video verification.  Affiliated strongly promotes the use of video verification 

technology to its dealer customers and has dedicated technical resources on staff to help dealer adopt video technologies.

The High and Excessive Alarm Reduction Team (HEART):
Developed in 2015, Affiliated assigned dedicated employees to work with our dealers as part of a HEART Team to reduce false and 

excessive alarms.  In the last seven years, the HEART Team has eliminated over 25 million signals and over 1,500,000 unnecessary 
alarm events from our monitoring centers.  The HEART Team has been the recipient of the Affiliated Rock Star Department of the Year 

award at our annual company awards gala twice since 2015.
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Q8

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

Affiliated contributes to the communities it serves in a number of ways.

BATTLING FOOD INSECURITY:

Each holiday season Affiliated employees contribute hundreds of pounds of non-perishable food goods to those in need. To help 

encourage support for the St. Michael’s Food Pantry and Elizabeth Branch Food Pantry, Affiliated matches all food donations by 
employees and rewards then with prizes in return for their generous donations to these worthy causes.

SUPPORTING ADULTS WITH DISABILITIES:

Affiliated works closely with JobPath, an organization that supports people with developmental disabilities by helping them find paying 

jobs and play valued roles in their communities.  Affiliated is proud to currently employ three JobPath placed employees.

TRAINING TOMORROW'S LEADERS:

Affiliated is a proud participant in the corporate work/study program of the inner-city based high school Christo Rey. Each year, a 
promising high school student joins us for a year-long work study program, providing valuable work experience and exposure to a 

professional environment. Inevitably, the session ends with Affiliated employees having learned as much or more than the student.  
We are proud to have graduated two students through their entire high school experience and on to college.

ANNUAL COMMITMENT:

Continuing an annual tradition, Affiliated asks employees, dealers and members of the community to help us choose from the three 

worthy local charities in New Jersey and Texas to receive the coveted Affiliated Community Service Award. The organization with the 
most votes receives a significant financial contribution.  

Prior recipients include the WISE Center YMCA Branch Senior Services, Alliance Center for Independence Community, and the Food 

Bank of New Jersey.
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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%)

Affiliated utilizes a clear set of KPIs that the entire management team is focused on.  Affiliated KPIs include:

- Alarm Response Time

- Speed to Answer
- Customer Service QA scores

Average operator response time to a signal is monitored constantly and displayed prominently on supervisor screens as well as on our 

display wall.  Supervisors make changes in staff allocation in response to response time changes.

Affiliated uses an industry leading Workforce Management (WFM) software suite to manage our staffing and ensure optimization for 
our response times.

Our shift supervisors and alarm traffic managers use a real-time adherence dashboard created by our team of twenty software 

developers.  This dashboard gives the management team real-time actionable data and allows for agile decision making.  Operators 
are shifted between queues and priorities throughout the shift in response to changing traffic conditions.

Our internally developed software tools create customized reports measuring operator performance as well as showing any deviation 

from previously set Affiliated standards.  

Examples that have enhanced our services include an advanced CTI (Computer Telephone Interface) which provide screen “pops” on 
incoming traffic, the introduction of IVR (Interactive Voice Response) technology for low priority signal notification and verification, and 

the increasing use of virtual software-based alarm signal receivers that have vastly improved signal throughput time.
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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%)

Affiliated has engaged an external consulting company to help it ensure that its incentive and retention programs were meeting the 

needs of the millennial generation.  We engaged with these experts to craft an environment that cultivates the right working culture and 
expectations for the applicants we are now hiring.  The core of our incentivization and retention relies on the following:

- Internal Growth: We find that employees stay at companies where they see an opportunity for advancement.  We highlight employee 

success stories and highlight internal postings. Employees are encouraged to grow within the company by enhancing their skills 
through cross-departmental training.

- Employee Recognition: At Affiliated offers a suite of recognition programs including our quality assurance department’s quarterly 

awards, our monthly recognition of employee anniversaries, our “Care Bonus” for employees who go outside the scope of their position 
to aid customers along with a traditional set of recognitions one would expect.

- Customer Feedback: We have prominent digital signage located throughout both monitoring centers and we highlight success stories 

we receive from customers.

- Employee Referral Program: Employees have become our best resource for attracting new talent to Affiliated.

- Benefits: A complete benefits package is offered to all employees including full medical, dental, hospitalization, and prescription drug 
coverage.  Based on a survey of national call centers, our benefits were ranked in the top 10% of offerings. 

- Retirement Program: A 401k program with employer match is offered to all of our employees after 90 days of service.

- Shift Premiums: Staff members who work overnight or weekend shifts are incentivized with a supplement to their base salary.

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%)

Data is one of Affiliated’s most valuable commodities. As such, data on calls and alarm response are maintained for as long as 
practicable, and reporting on these metrics, as we have mentioned earlier, is critical to our success. Our leadership team is guided by 

the reports generated and trends exposed from the data collected and created by the monitoring team.
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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%)

Affiliated has undertaken many efforts to improve the relationships between our dealers and their AHJs. We know that the alarm 

industry, as a whole, has a somewhat checkered reputation with many AHJs and response agencies, and as a face of the industry, we 
feel it is our responsibility to do everything we can to show our industry’s commitment to the successful protect of life and property.

Fire Chief Initiative:

Affiliated created a multi-year initiative in coordination with our dealers to promote education among fire chiefs.  We have conducted 
dozens of trainings and tours of our facilities in concert with certain alarm dealers.

ASAP to PSAP:

Affiliated has fully implemented the Automated Secure Alarm Protocol (ASAP) to PSAP.   Affiliated Monitoring was one of the first 
dedicated contract monitoring company in the nation to implement this system. 

We have worked with TMA’s ASAP to PSAP team to lobby PSAPs, AHJs and local political leadership to promote the advantage of 

and the continued adoption of the ASAP to PSAP program in additional jurisdictions.  We are excited about our success in a number 
of areas with significant populations.

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%)

One of Affiliated’s key pillars is partnership. Partnership is behind everything we do at Affiliated, as we see our dealers not just as our 
customs but as partners to which our own success is tied. With this in mind, we are as open and communicative with our dealers as 

possible, including regular email newsletters and direct telephone outreach from our dedicated account management team. We also 
engage in regular surveys of our dealer base to determine our NPS (Net Promoter Score), which helps us understand satisfaction 

levels and identify areas in which we may need to improve.
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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%)

Affiliated takes its commitment to industry associations very seriously.  Affiliated principals and employees have dedicated thousands 

of hours to the industry.

The Monitoring Association (TMA):

Stanley Oppenheim, our President, has served on the board of The Monitoring Association for almost thirty years.  His efforts on 

behalf of the association and the industry have been recognized by TMA multiple times.  In 2008, Mr. Oppenheim was the recipient of 
the President’s Award, and in 2014, he received the President’s Special Recognition Award. 

In 2009, Stanley was honored to receive the Stanley Lott Award, the highest award presented by the association.

In yet another example of following in his father’s footsteps, our CEO Daniel Oppenheim joined the board of The Monitoring 

Association just last year. 

Positive outcomes of the Oppenheim family’s involvement in the association include:
- The re-branding effort of the CSAA to The Monitoring Association.

- The success of the Insurance Liaison Committee
- The existence of the Burglary Protection and Fire Protection Manuals

- Participation in the creation of the ASAP to PSAP program

Medical Alert Monitoring Association (MAMA):

Affiliated has taken a leadership role in PERS / medical alert monitoring and is one of the largest providers of PERS medical alert 
monitoring in the United States.  In 2006, Daniel Oppenheim helped found the Medical Alert Monitoring Association, the industry trade 

association dedicated to the PERS industry.  He has served on the board and in a number of capacities during the past 16 years.  He 
is currently the President of the association, having assumed that role in October of 2017.

New York Fire Alarm Association (NYFAA) / Fire Department of New York City (FDNY):

Affiliated employees have been consistent contributors of time to the NYFAA and its liaison efforts with the Fire Department of New 

York City.  Affiliated executives served on the committee that negotiated the adoption of new fire alarm monitoring center permitting 
procedures.  

Others:

Affiliated supports through financial and time contributions numerous local and state industry trade organizations across the United 

States. We also proudly host local events at no cost to the industry in both our Houston Texas and New Jersey monitoring centers.  
Manufacturers as well as local alarm associations regularly use these facilities for meetings and seminars.



TMA/SDM 2023 Excellence Awards - Monitoring Center of the Year

12 / 12

Q15

ADDITIONAL INFORMATION

Since our founding over 45 years ago, we have dedicated ourselves to our dealers, their customers, our industry and our community.  

We believe that this application for the award reflects not only our current capabilities and efforts but also the sum of our years of 
experience and devotion to the mission. 

We humbly believe we are worthy of this award because of the following combination of efforts and achievements which make us 

unique in the monitoring industry: 

Commitment to Innovation:
From assembling what we believe to be the largest in-house software development team of any monitoring services provider to our 

eagerness to apply new technologies, we feel we have helped to advance the state of the art in our industry.

Commitment to Continuous Improvement:
From our hiring of a Chief Learning Officer (CLO) to the implementation of the AlertMessage™ priority text chat platform, Affiliated has 

made investments in departments and areas which are often overlooked.

Commitment to Facility Design:
We believe our monitoring centers have set a new benchmark for design and the role of the monitoring center as a partner to security 

alarm dealers.  Feedback we have received from those who have visited our facilities confirm our belief; Integrating the functional 
needs of a central station while meeting the broader requirements that the modern dealer needs to attract and retain both customers 

AND employees.

Commitment to Core Values:

Though the alarm industry has evolved over the last 45+ years, Affiliated’s commitment to providing its dealers with the most reliable 
monitoring services delivered by caring well-trained monitoring specialists has not changed.  Our dealers rely on us to protect their 

customers and their own businesses and we believe our application for this award reflects the seriousness with which Affiliated takes 
on that charge.

Q16

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

Respondent skipped this question


