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Q1

Please provide the following information

Award Contact Name Josh Studeny

Company Central Monitoring & Dispatch, Inc.

Email Address Joshuas@cmdispatch.com

Phone Number 800-328-1166

Q2

Which Monitoring Center of the Year category are you
entering?

SMB (0-40,000 subscribers)

Q3

Is your organization Five Diamond certified? (15%)

Yes,

What is your certification date?:

4/30/2022 - submitted renewal on 2/09/2023

#5#5
COMPLETECOMPLETE

Collector:Collector:   Web Link 1 Web Link 1 (Web Link)(Web Link)
Started:Started:   Tuesday, February 14, 2023 1:28:07 PMTuesday, February 14, 2023 1:28:07 PM
Last Modified:Last Modified:   Tuesday, February 14, 2023 1:51:07 PMTuesday, February 14, 2023 1:51:07 PM
Time Spent:Time Spent:   00:23:0000:23:00
IP Address:IP Address:   50.226.136.17450.226.136.174
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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%)

Central Monitoring & Dispatch, Inc. (CMD) believes that the most important aspect of our center’s success are the employees. CMD 

invests in its employees through new hire training, on-going training, and incentive programs. 
New Hire Training 

CMD’s new hire training starts with the onboarding process. This helps new hires acclimate to their role and team, better understand 
the expectations of the job, and sets them up for success. They are greeted with an employee packet which details the HR process, 

training schedule, training materials, and login information. They are taken on a tour of the building where they meet their team 
members, other department members, and the president. Immediately after, they are introduced and set up with their shift lead, who is 

also their trainer. CMD’s trainers have all passed the level two TMA Five Diamond Training, have perfect attendance, possess a 95% 
average quality assurance or better, and uphold our company’s guidelines and policies (no gossip policy, anti-bullying policies, 

attendance policy & workplace professionalism policies). Our trainers have a combined 30 years of experience in the alarm industry. 
The training process for a new employee is a two-week program, but if the new employee needs longer, it is extended. The trainer 

starts out by going over the training schedule, followed by reviewing customer service etiquette and company policies. Each time the 
employee is introduced to a new policy, they sign their name, acknowledging their comprehension. Next, the trainer reads over the 

CMD’s Standard Operating Procedures. Once that is finished, the trainer introduces the database platform, Manitou. Afterward, both 
trainer and trainee sit down with a splitter, enabling them to listen to the customers. Once the trainer deems that the new employee has

learned the procedures and the employee feels comfortable, the employee takes a 30-question quiz to show what they know and what 
they need explained to them again. The employee is then set up with a mentor, including the shift-lead, to ask any questions while 

they are working separately. 
Ongoing Training 

1. Every week, two calls per operator are evaluated through a quality assurance assessment. These calls are pulled at random and 
scored based on the evaluation requirements that the call must include. This ensures the operators are professional and adhering to 

our SOP guidelines. Our departmental goal is 90% or higher. After reviewing two calls per operator, they are notified via email of their 
results and provided with coaching opportunities. 

2. Once a quarter, the employees are handed a quiz. The questions include company policies, SOP guidelines, and industry 
knowledge. This allows management to see where the operator’s strengths and weaknesses are. Once the quizzes are completed, the 

team leads grade them and go over them with each employee.
3. Managers conduct three employee reviews a year (every 4 months). This helps share knowledge and assess each operator’s 

strengths and weaknesses. The operators also provide feedback on their experience working at CMD. 
4. Each employee who has been employed at CMD for six months must take the level one TMA Five Diamond Training courses. In 

addition, employees who are team leads and supervisors will also take level two courses.  
5. Managers attend TMA trainings and seminars, have quarterly HR training, and research best industry practices. 

Incentive Programs
1. CMD has a monthly challenge. These monthly challenges vary by month and are either shift or company based. For example, a 

shift-based incentive is the shift with the best attendance or shift with the best action times. A company-based incentive, however, 
includes attaining the departmental goals. (15 seconds < action times, 9 seconds < ring time, etc.) The prizes consist of food days, 

gift cards, and company-wide recognition. 
2. The employee from each shift who is the top performer of the month based on the KPI performance chart receives company-wide 

recognition.  
3. CMD promotes within, so employees have the opportunity to advance in the company as a team lead or supervisor. They need to 

show dedication, knowledge, and integrity.
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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%)

Scope

CMD’s disaster recovery is explained thoroughly in a booklet which can be found on our company’s SharePoint, and hard copies are 
displayed in the Central Station (a copy has been submitted). The scope of the disaster plan is to create a disaster recovery team, 

identify and assess disaster risks, determine critical applications, documents, and resources, specify backup and office procedures, 
and test and maintain the disaster recovery plan. 

CMD has two Central Stations that are strategically placed in Pennsylvania, both with minimal natural disasters. The main Central 
Station is in Pittsburgh, PA and is Underwriters Laboratory and TMA Five Diamond Certified. Our secondary Central Station is in 

Johnstown, PA which is a fully redundant center and is operational 24/7. 
Training

Training starts with the disaster recovery team. We have identified each team member based on their expertise and experience. Each 
member’s responsibilities are communicated with them in detail. Each type of disaster that may occur is explained, who to call, and 

what to do is documented in detail. A list and details are provided with all the vendors (plumber, electrician, water company, IT, 
authorities etc.)  We also, include layouts of the building and shutoff valves (propane and natural gas). Employees and team leads are 

trained on where the documents are and what to and who to call in each scenario. 
Testing

Testing for natural disasters and fires are conducted once a year through drills. Employees understand where to go and what to do for 
each situation. The emergency lighting is tested once a month, the UPS battery is tested once a month, and both generators (propane 

& natural gas) are tested once a week for 30 minutes each.

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%)

CMD’s receivers and customer information is stored in the cloud through BOLD. This allows CMD to have reliability, easy accessibility, 

data control, and efficient data backup and recover. This is monitored by experts at Bold 24/7. 
For monitoring operations, CMD uses technology such as Bold Manitou workstations, CheKt video verification, Aeonix phone systems,

SMS text messaging, and SecurVoice for recording. 
CMD has a dynamic team of experts pertaining to data entry and dealer support. They have a combined 45 years of experience in data 

entry to ensure accounts are accurate and programmed correctly. 
CMD is partnered up with several 3rd party vendors to support business intelligence such as DMP, DSC, Alarmnet, Alarm.com, M2M 

Services, Onetel Security, Touchtone Communications and Teleguard.
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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%)

CMD is committed to reducing false dispatches. The first way CMD reduces false dispatches is by utilizing enhanced call verification 

(ECV). This allows monitoring to use the two-call verification on burglar alarms to make at least two calls prior to notifying the AHJ. 
Secondly, CMD utilizes video verification using CheKt Video. This provides a live view and playback feed for when a burglar alarm 

goes off. The operators are able to access and view the suspected areas and use corresponding remediation. The corresponding threat
levels are as followed:

1. Threat Level 0 – No Human activity seen on camera.
2. Threat Level 1 – Unable to view video.

3. Threat Level 2 – Video alarm with human activity.  
4. Threat Level 3 – Video alarm with suspicious activity. 

Each of these threat levels have a corresponding contact list. For example, threat level 0, the customer’s entire contact list is called 
without notifying AHJ. Threat Level 3, the AHJ is notified first then the customer is notified. Employees are trained through practice 

videos of real-life situations in where they learn which threat level is best to use in each scenario. 
 Thirdly, CMD’s Dealer Support team actively engages with stakeholders such as dealers, sales reps, and customers to train 

them on how to navigate the interactive services and Chekt Video Verification. The interactive services allow customers to disengage 
their alarm system quickly and efficiently thus preventing false dispatches.

Q8

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

CMD has a philanthropist team who seeks out various charities, causes to support, and community activities. CMD has engaged in 
the following:

• The local Girl & Boy Scouts by engaging in their fundraisers. 
• Toys for Tots 

• Grace Community Church 
• Red Cross to supply canned goods and clothes. 

• Pittsburgh Prostate Cancer awareness
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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%)

CMD KPI’s include:

• Fire alarms – Average Response time 10 seconds
• Burglar alarms- Average Response time 13 seconds

• Panic alarms - Average Response time 9 seconds
• Medical alarms - Average Response time 9 seconds. 

• Inbound service level – Average answer within 10 seconds 97%
• Average time it takes to answer an inbound call (ring time) – 3 seconds. 

The frequency of reporting is daily, monthly, & yearly. CMD’s goal for repose time is 15 seconds, service level goal is 95%, and ring 
time goal is 9 seconds. These reports are used to manage day to day operations by understanding how many operators are needed 

each day and for each shift. Also, understanding these reports help predict which times are our highest volume so we can manage 
effectively and keep customer’s safe.

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%)

CMD recognizes employees in a variety of ways. 
1. Individual performances are assessed each month by placing the operator’s productivity into a KPI chart. We take their inbound 

volume and add their outbound volume then divide it by the number of hours worked which gives us a productivity score. Then we 
have 10% bonuses if the employee meets CMD’s goal for service level (above 95%), ring time (9 seconds or below), and attendance. 

After calculating these metrics, it produces an individual rating. The top performer on each shift receives recognition throughout the 
company. 

2. CMD’s Hero Award. When an employee handles an actual event, they get recognized throughout the company for helping the 
customer with a difficult situation.

3. CMD’s Excellence Award. This is whenever a customer gives praise and gratitude about the customer service they received. It is
our responsibility and duty to exceed customer’s expectations and it is awarded by recognition throughout the company.

4. CMD recognizes the employees by awarding them with bonuses and raises based on performances.

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%)

Alarm history is retained in each customer’s log for seven years while they are an existing customer. Those customers who leave 

CMD due to moving or finical reasons, their account is set to “deactivated” and their account will stay in the data base for five years 
before being deleted. Phone call audio is recorded and stored in our database (SecurVoice) for one year. By storing this information for 

long periods of time, we are able to go back at any time to listen to the calls and view the history to see what we could have done 
better for the customer. CMD is always actively searching in history’s and listening to old recordings to better suit the customers and 

see where our weaknesses are so we can train employees. Our goal is to exceed customer’s expectations and make them a customer 
for life, which these logs help achieve that.
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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%)

CMD has an excellent relationship with AHJ in our community and surrounding jurisdictions. CMD is constantly in communication with 

them to ensure that we have correct phone numbers, permits, and additional information on file. CMD continually strives to meet the 
standards of the alarm industry and the NFPA72 to increase safety. CMD helps the AHJ’s, by entering customer’s directions, cross 

streets, and lockbox/gate codes which allows AHJ’s to effectively check the area. To reduce false alarms CMD uses an enhanced call 
verification and implements technology such as video verification for accuracy.

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%)

CMD manages communication with customers by sending out a quarterly newsletter via email with KPI’s, new technology, and 
frequent asked questions. This newsletter also keeps customers acquainted of our business developments, advancements, and new 

products or services. CMD solicits voice of the customer by reviewing and listening to calls, monitor customer reviews, invite 
customers to our center to check out our central station, and talk to customers frequently.

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%)

Relevant industry association memberships that CMD maintains are The Monitoring Association, Five Diamond, and Underwriters 
Laboratory.  CMD participates in various events and seminars that TMA offers such as the mid and yearly meetings, TMA Signature 

Webinar Series: 
Impact on the Security Industry and Public Safety of AVS-01, OPSTECH meetings, etc.

 CMD actively participates and contributes to the Five Diamond Association by adhering to the five commitments; commitment to 
random inspections and quality criteria standards by a nationally recognized testing laboratory such as FM Approvals, Intertek/ETL 

and UL, commitment to the highest levels of customer service, commitment to ongoing job-related education and testing by having 
100% of its central station operators certified using the TMA Online training series, commitment to raising the industry standards 

through TMA membership and participation in its activities, and commitment to reducing false dispatches. 
CMD contributes to the UL Association by passing yearly inspections that includes periodically testing our generators, emergency 

lighting, and UPS batteries, formulating a disaster recovery plan and implementing/testing it, ensure staffing 24/7 and upholding the 
MEW factor, and ensuring that our center is in compliance with regulations.

Q15

ADDITIONAL INFORMATION

CMD is a well-established monitoring company within the industry protecting and serving customers & dealers since 1984. We take 
pride and responsibility to ensure that our customers are safe, employees are recognized and trained, and contribute and participate 

throughout our community and the alarm industry. CMD utilizes state of the art technology and is continually to evolve to become the 
top alarm monitoring center in the industry.
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Q16

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

CMD%20-Disaster%20Preparedness%20Action%20Plan.pdf (502.3KB)


