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Q1

Please provide the name and title of the nominee.

Name Brian DeCarlo

Title Director of Dealer Support Services

Company Rapid Response Monitoring Services, Inc.

Email Brian.decarlo@rrms.com

Phone 800-711-5215

Q2

How long has this nominee been employed by your organization?

Brian has been with Rapid Response for 25 years.

Q3

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

Brian has served in his current position for 20 Years.

Q4

What is the nominee's experience, both within your organization and in the security industry?

Brian has a total of 25 years of experience within our organization and the security industry. He first began his career as a Control 
Center Specialist in the Operations department, then was promoted to a Data Entry Processor in the Data Entry and Dealer Support 

Department. He continued to work hard and received various promotions throughout the years, from Account Executive to Supervisor 
to Manager ultimately leading to his current position of Director of Dealer Support.
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Q5

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

Brian holds Rapid Response Monitoring licenses for monitoring in several states, as well as for FDNY. He graduated from Niagara 

University with a Bachelor’s Degree in Business Administration with a concentration in Accounting.

Q6

What are the nominee's main job responsibilities?

Brian leads a team of 80 dedicated representatives that support Rapid Response Dealers and the Monitoring Center in four core areas: 

Dealer Support, Data Entry, Transfer Services and Signal Management. Through this leadership and direct interactions with Dealers, 
Brian is responsible for building and maintaining high quality relationships with Dealer partners, ensuring their customer accounts are 

set up and monitored properly, and supporting the overall Monitoring Center.

Q7

How does this person support the Monitoring Center, and how has this person contributed to improvements in
operations, morale and to the day-to-day functionality of the monitoring center?

As mentioned above, Brian leads a support team of 80 dedicated representatives that serve Rapid Response Dealers and support the 

Monitoring Center. 

Brian has had many notable contributions during his tenure which include but are not limited to the following:  

His instrumentality in streamlining the Monitoring Center’s data setups by implementing an automation system for account data entry. 
This resulted in Monitoring Specialists receiving the necessary data to process alarms more quickly and efficiently. 

Another major project during his tenure as Director was assisting the Company in going paperless, which involved his team in digitizing 

3.5 million documents working 24/7 over the course of an entire year. 

When Rapid Response transitioned monitoring automation platforms several years ago, Brian oversaw the transfer of Dealer and 
customer data into the new platform. This required a high attention to detail and a huge manipulation of data that involved eliminating 

unnecessary duplicate instructions in the system, improving overall processing and efficiency. Those improvements to ensure data is 
updated and accurate are continued today. 

Additionally, he established the Signal Management and Transfer Services teams to address unusual or trending signal activity and to 

white-glove the account transfer process, respectively.

Brian’s teams helped with the set up and build of rapidSMS, the first interactive service designed for customer engagement by allowing
immediate response, chat and other features all from your mobile device without requiring an app download. His department led the 

charge in working with our Dealers to custom craft rapidSMS with modifications and changes that would most benefit the customers. 
Since its launch, rapidSMS has proven to prevent over 45% of false alarms for our Dealers.

Brian also oversaw the implementation of geocoding in Data Processing, and he created a dedicated team for the ASAP-to-PSAP 

implementation and support; Rapid now supports all currently active PSAPs.
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Q8

Describe this person's performance level, generally, on the job.

Brian is dedicated, hard-working, caring, and relentless in providing the very best service possible to our Dealers, as well as supporting 

his team members and those of all other departments throughout the Company. He is very focused on meeting and exceeding the 
Company’s goals.

Q9

Provide three examples of how this person demonstrates that hi/she is a team player on the job.

1. During Hurricane Sandy, Brian and his team jumped in to process alarms and worked over 20 plus hours straight to help the 
Monitoring Center. This helped to ensure that every alarm received was responded to. During this critical event, while he was 

processing alarms and helping the Monitoring Center, he responded to a carbon monoxide alarm. He advised the owner what to do and 
dispatched the Fire Department who later informed him that he’d likely saved their lives, as they had a generator running and the 

exhaust was facing an open window in the home.

2. Many Rapid Response employees currently in positions of high responsibility once worked on Brian’s team and benefited from 
his mentorship and guidance which helped propel them forward in their careers. His teams are exposed constantly to what our Dealers 

want and need, and he encourages people to take their experiences and continue to grow into other roles within the Company. 

3. Brian builds lasting relationships because, quite simply, that’s the kind of person he is. In his role as Director, he goes out of his 
way to maintain those relationships not only by reaching out to team members but also to those only met through internal interviews or 

those who have moved to a new department. He enjoys congratulating them on their special days but especially on their 
achievements, and he takes pride in thanking team members for their service since they’re the most important parts of our business. 

In his words, “Without them, I am nothing.”

Q10

Why does this nominee deserve to win the TMA Monitoring Center Support Person of the Year award?Provide
examples of when this person went beyond normal expectations to provide exceptional support to the Monitoring Center.

Brian, despite his extensive experience in serving our Dealer network, focuses on the individual whether he is interacting with a Rapid 

employee who has just begun their career in Dealer Support or a former team member who has drawn from Brian’s experience and, 
with his encouragement, moved on to other roles within the Company. As a result of his leadership/management, his department, and 

the Company as a whole are staffed with more highly skilled and effective employees. 

His technical and procedural knowledge and experience is a cornerstone of Rapid Response’s development. His innovations in 
providing services have greatly assisted Rapid in fulfilling its mission of protecting homes and businesses in a more efficient and 

effective manner.

In his own words, “my willingness to evolve, my willingness to allow change, and my willingness to accept change have allowed me to 
grow and more importantly support our team in their growth.”
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Q11

In what ways does the nominee help to boost morale within the Monitoring Center?

Brian goes out of his way to make sure people know that he’s always available to provide support. He shares both his work and 

personal mobile phone numbers, and he is always connected via Microsoft Teams and e-mail. He is upbeat and personable and makes 
it a point to greet everyone. When someone is out due to illness or a personal matter, Brian takes the time to check in with them to 

ensure everything is ok. He prioritizes relationships and always makes time to stay in touch and continue relationships, support team 
members, and maintain an open level of communication.

It is important to note that Brian’s commitment to being involved and providing support is not unique to his workplace; it is a part of his 

character, and it is highly visible in his personal life as evidenced by the extensive work he has done in the development of sports 
programs for young people in his community (please see our response in #12). His work is well known among our employees and they 

will readily admit that his example, both at work and at home, is an inspiration for them to rise above themselves professionally and 
personally.

Q12

Please describe any other information the judges should know about this nominee.

Brian is an industry expert with 25+ years of experience who constantly looks after the best interest of the customers, the employees, 
and the Company. He has earned a strong reputation as someone with an incredible ability to accomplish goals by meeting challenging 

timelines and creating an environment with an admirable sense of urgency and care. Brian strongly believes in respect, work ethic, and 
empowerment. 

Underlying his extensive accomplishments is a selfless character that is strongly evident both professionally and in his community. 

Among other activities, and in spite of the long hours he devotes to our Company, Brian has been tremendously active in Code 
Enforcement in his town and in developing baseball and basketball sports programs for young people in his community, not only 

coaching teams, but in administering league affairs as President (during his tenure the league grew from 60 to over 200 kids). Most 
notably, working with local business people, he was instrumental in acquiring a 9,000 sq. ft. facility for indoor sports and training, which 

in our four-season climate was tremendously important.

Q13
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