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Q1

Please provide the name and title of the nominee.

Name ERICH ZAJAC

Title MONITORING CENTER LEAD OPERATOR

Company EPS SECURITY

Email EZAJAC@EPSSECURITY.COM

Phone 616-459-1282 EXT 629

Q2

How long has this nominee been employed by your organization?

4.5 YEARS

Q3

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

Erich started at EPS on April 30th, 2018. As a level one operator, he had begun to master level one tasks within a short time. On 

November 4th, 2019, he obtained senior level, including handling alarms coming into the monitoring center and incoming customer 
records requests. On November 11th,2021, Erich received our lead level operator, which includes additional responsibility.

Q4

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

Erich has been a lead operator since November 11th, 2021
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Q5

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

Eric graduated from Western Michigan University with a Bachelor's in Aviation Flight Science and a minor in Geography.  Before 

starting at EPS, he trained other pilots for different airlines.  Erich was looking for a change in his career but still wanted to help others, 
which drew him into being a dispatcher. 

He can take everything he has learned about handling stressful situations and implement that at EPS.  He came up as an operator, 
and it was quickly determined that he was leadership material. He has been a lead operator since November 11th, 2021, and continues 

to excel in everything he does.

Q6

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

Erich has completed the full scope of EPS’ internal training program, serves as a trainer himself, and has assisted in a large portion of 

the Monitoring Center Training Manual and records manual. In addition, he has completed additional leadership development training 
through the Employer’s Association, applicable safety training, and disaster recovery and business continuity training. Erich is TMA 

Level II certified and CPR certified.

Q7

Describe the nominee's current areas of responsibility.

As a lead operator, Erich has adapted to his new responsibilities and can prioritize and organize tasks that need to be completed.

Erich is charged with effectively and efficiently monitoring alarm signals through automation software.
Promptly and professionally answer phone calls and logs information from subscribers.

Process account changes including contact lists, zone changes, individual ID, etc.
Create and schedule service tickets.

Coordinate and delegate monitoring floor activities.
Serve as a trainer during the new employee on-boarding process.

Execute disaster recovery protocols in the event of an incident.
Monitor schedule and solicit coverage as needed.

Complete various additional projects as requested by management.
Participate in discussion and provide feedback for procedures to management.

Research and provide prompt response to customer inquiries and complaints.
Setting up new accounts to be placed online as requested.

Review end of shift reports and monitoring error reports.
Create manuals for lead and senior operators.

Page 3: Job Performance (30%)



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

3 / 4

Q8

Describe the nominee's performance level, generally, on the job.

Erich truly is the backbone of the monitoring center at EPS. As a lead operator, he has one of the most challenging jobs and excels at 

it. Erich thinks outside the box allowing him to develop new ways to improve the department. Suppose he sees something that could 
be streamlined or a flow chart that will help his team. He takes it upon himself to create those. Erich makes himself available to 

answer questions from less experienced operators and is the “go-to” on the floor for customer issues. He is trusted, respected, and 
well-liked.

Q9

Provide three examples of how the nominee demonstrates that he/she is a team player on the job.

• Erich serves in an on-call role. He has volunteered to come in several times, even when he is not on-call, to help the team. Erich 
consistently adjusts his schedule to meet the department's needs.

• Erich creates flow charts and quick reference guides for his operators. He has a team-player mindset that has allowed him to 
contribute to handling not only his workload but also assisting co-workers with their work.

• Erich took on a significant project that requires updating and creating manuals for our senior and lead operators. He has a great 
attitude in taking this on and completing the project while still being responsible for monitoring without sacrificing efficiency or 

accuracy. He is always willing to assist upper management with any tasks that need to be completed.

Q10

Has the nominee ever been promoted? Provide details.

Erich has served as a department Lead Operator since November 2021. He has had increasing responsibilities and new tasks 

assigned throughout his career at EPS. When a supervisor position becomes available, he will be the top candidate.

Q11

Describe an exemplary call during which someone's life and/or property were saved due to the actions of the nominee.
How did the nominee make a difference in that dispatch?

Erich’s training came out on a Saturday afternoon when he received an intrusion alarm for a Kalamazoo business.  He started calling 

on the alarm within 30 seconds of receiving the South Double door alarm.  Erich dispatched the police department within 90 seconds, 
and he could not get ahold of the customer.  The police department notified us they had apprehended one individual from within the 

building.  Had it not been for Erich’s quick handling of the alarm, the intruder may have gotten away with the break-in.  The customer 
was extremely relieved to know that Erich was looking out for their property even when the building owners were away.
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Q12

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

Erich always brings a great attitude, and a friendly smile in the monitoring center! Being available as a resource for less experienced 

operators is great for providing a comfort factor on the floor. He does a great job on breaking down complex situations and explaining 
them in layman’s terms that new operators can easily understand.

Q13

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

Erich's level of dedication to EPS is without parallel. He genuinely loves his work and finds fulfillment in helping people. We are 
privileged to have him on our team. Erich will always put his team's needs above his own and ensure that everything runs smoothly 

when he is on shift.

Q14

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

This past year Erich has had a multitude of additional responsibilities while working through a department that has been short staffed. 

He has thrived in this role. He is highly respected, detail oriented, efficient and accurate, and is a true team player.  All in all, Erich is a 
valued and respected member of the EPS team. Always willing to help, he is intelligent, thoughtful, and has a high level of 

understanding of the industry, its products, the EPS vision, and the needs of his coworkers and customers alike. It is for this and the 
many reasons previously listed that Erich should win the TMA Monitoring Center Operator of the Year Award.

Q15
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