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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%)

The importance of the training journey and overall employee engagement are paramount to our success in safeguarding that not only 

the high standards of Guardian are maintained but to ensure that our team members are confident in their ability to execute their 
mission.

This training journey begins with selecting the right candidate for the position, arguably the most critical decision in the flow. We have a

highly effective process for candidate selection, which can be witnessed in our employee attrition rates, that in 2022 yielded an 
impressive 19%, against an industry average of 45%+. This is coupled with an average tenure in our Monitoring Center of 7.7 years. 

We firmly believe that the experience we yield in this crucial function provides the foundation of our reputation within the industry.

After we’ve identified the right candidate, their immersion into our new hire training begins. Our high-quality program starts with a 
champion, Larry Kittelson, who has an amazing 22 years of experience in Guardian’s monitoring operations. Larry and his training team

are individually committed to learning and are constantly working to improve their own skills and competencies, which fuels their desire 
to develop trainees’ skills and help them reach their full potential. For example, Larry has not only completed all of TMAs online 

training classes but has also attended several certified programs that have helped hone his training delivery to suit a wide variety of 
learning styles, such as ‘Servant Leadership’ class in 2022 that consisted of a Learning and Development (L&D) driven, two-day 

immersive workshop.

The aforementioned employee retention rates allow our training environment to be void of large factory like programs; instead, trainees 
will find themselves being individually tutored. This personalized training consists of an initial four-week program, which is tailored to 

the trainee’s individual learning style, but never compromises content.  It is designed to deliver  foundational elements that furnish the 
trainee with skills that will provide them with a platform to deliver accurate and consistent essential services.

Initial Education - 

This four-week plan focuses not on only ‘how’ to do the job, but adding the ‘why’ and the ‘what for’, incorporating modules such as, but 

not limited to:

The history of the security industry • Products past, present and future • How monitored devices work • Communication paths • 
Monitoring automation • Alarm types and response • False alarm reduction • Interacting with AHJs • ASAP • Dealing with an actual 

emergency • Protecting customers and first responders • Creating customer experiences • Performance metrics • Industry 
associations and purpose.

The modules offer variation in mediums, with content including hands-on application and product, observation, online training utilizing 

the Centrical™ platform which aids learning progression with personalized goals, performance-driven microlearning, and continuous, 
gamification powered feedback.

As each of these modules are completed, a knowledge check is performed to ensure that the trainee is comprehending the training 

material. This checkpoint must be passed prior to continuing.

Once our in-house training modules are completed, we turn to The Monitoring Association’s (TMA) online training courses, which also 
provides the fuel to maintain Guardian’s commitment to our TMA Five Diamond status. However, we require each trainee to pass with 

a minimum of 90%; 5% higher than the TMA requirement. This is coupled with a variety of informational videos, pulled directly from 
Underwriters Laboratories (UL) website that explain the importance of standards and the role that UL plays in creating these standards. 

W l t h th TMA bli ti A t t d S Al P t l (ASAP) i i i i ht i t P bli S f t A i
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We also watch the TMA publications on Automated Secure Alarm Protocol (ASAP), gaining insight into Public Safety Answering 
Points (PSAPs) and the powerful functionality that ASAP delivers.

To complement the Agents’ immersion into the products and services we provide, we have created an interactive product room 

containing various devices from the life protection and smart home automation segments. Next to each device is a QR code that the 
learner can scan into an electronic handheld device to gain more information about the item and complete a brief knowledge quiz, the 

results of which are automatically relayed back to our training department.

Once all training is completed and passing grades are successfully obtained, the graduated Monitoring Specialist is assigned a 
dedicated mentor to provide support and advice as they enter the live environment. This is complementary to the leadership 

infrastructure that will be in place for them providing structured, weekly one-on-one touchpoints and on-demand support.

Continuing Education -

Recurring training for all team members is vital, as we firmly believe an educated workforce is a powerful differentiator in the 
marketplace. Guardian's corporate campus is comprised of a wide range of training spaces, including a 40-seat dedicated classroom 

with multi-media capabilities and video conference connectivity to our second Monitoring center based in Butler, Pennsylvania.

This ongoing training offers a plethora of variation to keep our team members updated with improved communication methods, coupled 
with the latest technology and product adoptions. This training is provided monthly, with a leadership team collaborating on content, 

picking a minimum of three new learnings each month. These modules are typically delivered in a live team-based environment with 
supporting electronic content.

For example, December 2022’s training content included Alarm.Com Smart Arming, new service codes, and an overview of a new 

quality control program.

In addition, continuing education is also presented via our Centrical™ platform, that delivers personalized learning at scale. The 
feedback from users of this platform is amazing.

Identifying Training Needs - 

Monitoring an agent’s performance is key, as is identifying any individual knowledge shortfalls quickly and effectively. This is why we 

have made significant investment in our contact center solutions and software, with applications that have automated our Quality 
Assurance (QA) by utilizing Voice Analytics and screen capture, which constantly evaluates 100% of interactions across all 

communication channels - driving employee engagement, performance improvement, compliance, and an exceptional customer 
experience.

Motivation - 

When a team member has a personal desire to succeed, they win, as do the company and the customer. We aim to fuel that desire. 

One such program is ‘King of the Hill’, where at the beginning of the competition every team member is on the ‘hill’, and while more 
than one team member remains on the ‘hill’ every week the cash prize increases. However, to remain on the ‘hill’ each contestant is 

required to score 100% on their QA reviews. When one person remains, that person wins the cash prize and is officially crowned our 
new king/queen of monitoring.
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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%)

Our initial Disaster Recovery Plan (DRP) was born out of purpose back in 1985 when we, Guardian, opened our very first ‘Central 

Station’. Much has evolved since that initial draft, leaving behind much of what was written to keep in lockstep with the continuous 
evolution of technological advancements that the industry has witnessed, and not forgetting the evolution of ULs 1981 and 827 codes. 

Regardless, we are proud to leverage the DNA of our heritage and expertise in this area.

That heritage also enlists the power of the Armstrong Group, our parent company, a cable telecommunications company that began in 
1963 and is currently the 11th largest provider in the US within its segment today. The IT development, support, and infrastructure that 

this provides has resulted in Guardian being able to provide its customers with unrivaled stability. In fact, to further leverage this 
incredible resource access we relocated our second monitoring center into the heart of Armstrong’s Network Operations Center in 

Butler, Pennsylvania in March 2020, successfully securing approval and listing from UL.

Review, Practice, Review - 

We review more frequently than required by UL’s 1981 code, as we discovered too much changed within a six-month period to have 
confidence in the plan’s finer details.

Therefore, the plan is reviewed every 90 days as well as anytime that a new item of connecting architecture is introduced into the 

monitoring ecosystem such as hardware, software, or network changes. These reviews ensure that relevant details and changes are 
added to the plan accordingly.

Each review is conducted by members of our Monitoring, Network, and IT Application teams, each responsible for their relevant areas. 

We are fortunate that being part of the Armstrong Group, we have access to experts in the fields of Network Operations (NOC 
Engineers) and telecommunication specialists who are certified on our phone switch hardware.

If they deem the plan is current and executable as written, they will provide the ‘green light’ for the physical testing of the plan.

After this quarterly (90-day) review, the physical practice is conducted by the same team, recording results as they progress through 

the step-by-step details of the plan. 

Upon the conclusion of the physical practice, the review team gathers immediately afterwards and discusses any opportunities for 
improvement discovered during the test. These changes are then solidified and added to the plan with approval from our Director of 

Monitoring Operations.

All of this is designed to mitigate our risk, maintain continuity of service, and ensure the safest working environments for all our 
employees in a multi-center environment. We are extremely confident that in the event of a major impact, we can process our alarm 

traffic seamlessly.

Here’s a brief outline of the plan; the finer details of the plan for security purposes remain confidential:

• Plan revision history.
• About the plan.

• Plan objectives.
• Recovery teams and objectives.

• What to do in the event of a disaster.
• Recovery scenarios.
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• Recovery activities.
• Recovery command center.

• Secondary site details.
• Directories.

• Center security.
• Severe weather.

• Building security and checks.
• Outage and emergency notifications.

• Building alarm activations.
• Medical emergencies.

• Practice and review records.
• Appendixes.

In addition to a comprehensive DR plan, we have made significant investment into our supporting infrastructure that far surpasses UL 

requirements, for example, Power:  we have extra capacity modular UPS systems and multiple generators offering both natural gas 
and diesel fuel sources at both of our monitoring locations. From a server standpoint, our MAS Monitoring platform can operate on any 

one of eight active servers, when only four would be required by UL.

Add to this our parent company which owns and operates an ISP, cable, and telecommunications platform, that provides us with a 
significant advantage and DR infrastructure.
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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%)

Every company has data available, piles of it! The challenge is how to use it. Utilizing Business Intelligence (BI) to collect, sort, and 

analyze this data and turning what would be a pile of unusable data into something that is understandable and interpretable, has 
provided valuable insight into our business, repeatedly.

This insight has helped us make informed decisions in a multitude of areas; decisions based upon facts, assisting to dispel or prove, 

business ideologies as we venture forward. Simply put, BI is the fuel that drives us forward.

So, if BI is the fuel, we need a refinery, and that refinery is our BI team; a team that consists of eight dedicated team members who 
are tasked with managing the data and presenting it in a digestible, sliceable and visually appealing format for the end user. To do this 

we utilize Microsoft Power BI, an application that has moved us beyond the limitations of spreadsheets and SQL reports.

As you can imagine, the range of reporting is vast, aiding us across our business spectrum. Here are a few examples:

• Customer Retention – With access to real-time attrition data, we’ve identified and continue to optimize the skillsets of individual 
Agents that excel at certain functions. For example, customers that indicate they are moving present a sales opportunity for us at the 

new home.  BI reporting clearly identifies those specific Agents within a team who convert new customers at a higher conversion ratio 
to which we use skill-based call routing within our phone system to route these specific calls, resulting in greater success rates with 

these prospects.

• Agent Performance – Team members throughout our Care and Monitoring operations have a significant number of data points they 
generate daily; to name a a few: call volume, hold times, resolution rates and After Call Work (ACW). Utilizing BI to simplify this data 

into an easily digestible Agent ‘score card’ has been invaluable to aiding individual coaching and development, but also and just as 
imperative, celebrating and recognizing those Agents leading their respective fields.

• Customer Experience – Asking our customers for feedback via IVR and electronic surveys is highly valuable, allowing us to ‘know’ 

how we are doing as opposed to ‘thinking’ how we are doing. Again, BI comes to the forefront to help present this data on-demand to 
the user. To add detail to this, part of the actual Microsoft Power BI report is captured below, easily presenting over 200,000 data 

points in a visually appealing and digestible format. As you can see just with our Guardian Net Promotor Score (GNPS) we received 
over 50,000 responses from our customer asking them to rate the interaction with our contact centers that yielded an amazing 80.4 

GNPS score. To place some context behind that score, it betters brands such as Apple (47), Amazon (25) and Verizon (7), something 
quite frankly we are proud of!

The use of BI data in the examples provided above for Customer Retention, Agent Performance, and Customer Experience represent 

“the tip of the iceberg”, in other words just a fraction of our utilization of BI across our Care and Monitoring centers.  Below “the 
waterline” is a vast array of organized data helping us make informed decisions across every department, including Sales, Accounting, 

Product, Accounts Receivable, Marketing and Field Operations. We literally have an organized library’s worth of data at our disposal.
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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%)
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Guardian Protection has consistently demonstrated dedication to false alarm reduction over the years; this is something that is not 

new to us and remains important to us. Tangible evidence of this dates back to 2007 when Guardian was one of the first recipients of 
the False Alarm Reduction Achievement Award from the False Alarm Reduction Association (FARA), an award that we proudly 

received again in 2019 with the rebranded Police Dispatch Quality (PDQ) award.

The strategies that have been in place over the years constantly evolve to flow with the ever-changing dynamics of the industry and 
here’s the outline of our successful approach:

Pre-Installation:

• Inhouse product testing, which must be successfully Passed, prior to approval for market.
• Ensuring that all monitored equipment is CP01 and UL compliant.

• Sales training to ensure system design complements our false alarm reduction efforts.
• Installers hold a minimum of ESA NTS Level I or II training certification. 

• Two-way voice is offered as a form of audio verification.

Installation:
• Installers are required to perform end user training, to IQ standards.

• A hardcopy user guide called ‘Smart Start’ is left behind on every installation.
• We electronically send video training guides to the customer, explaining automated features like Alarm.com’s Smart Arming and 

GEO fencing.
• All new customers are subject to a seven (7) day orientation period.

Post Installation

• Enhanced Call Verification (ECV) is a company standard.
• We provide easily accessible online tools to customize emergency call lists.

• We strongly promote adding vacation instructions; this is even an option on our IVR menu.
• We utilize ‘cancel’ signal notifications.

• We’ve deployed Alarm.com’s Verified Alarm functionality, allowing one-touch cancelling.
• We use Automated Secure Alarm Protocol (ASAP); our connection to every participating PSAP allows for the accelerated forwarding 

and receipt of accurate information, including cancellations.
• We will attempt to cancel every dispatch with a PSAP where it has been confirmed false.

• We proactively mine our alarm data, constantly looking for trends at the individual account level and then work directly with those 
customers. *See example below.

• We make a proactive call to the customer upon their first alarm activation to ensure they are confident with system usage.
• Commercial customers receive an alarm email and/or SMS messaging notifications directly from MAS.

• Customers with service-related issues on devices are recommended to place the device on disregard until service is performed.

While these 20 best practices above are not exclusive, they do provide excellent insight into the journey of false alarm reduction that 
Guardian undertakes, something we are passionate about.

*A good example of alarm reduction collaboration is with one of our national account customers, who operates a restaurant chain. It 

was identified during the customer onboarding of over 300 accounts that they had encountered numerous issues relating to 
unnecessary dispatches with a previous provider. So, we worked internally with our BI team to create custom on demand Microsoft BI 

reporting. The report identifies the types of alarm activations and trending analysis by individual restaurants, arming their loss 
prevention team with information to effectively address, which resulted in a 27% dispatch decrease over a 12-month period.
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Q8

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

Our team reflects the reputation of the Pittsburgh community, a community that has a reputation for being loyal and passionate, (ask 

any black and gold fan)! But that passion extends beyond the city’s boundaries and sports teams. This past year it extended 
internationally for the first time. Fernando Joseph, a native of Guatemala, and a member of our Commercial Care team came forth with 

an idea to help the victims of the Ukrainian war, an idea that was warmly welcomed and supported by our team, that resulted in 
sending an amazing amount of much needed supplies to those in need.

Another such individual that inspired others to action is Ryan Rozanski, our Data Entry Supervisor who put together a charity 

committee with the goal in mind to raise funds for the UPMC Children’s hospital of Pittsburgh, gathering impressive donations from 
raffle and bake sale fundraisers. Now in its third year, we have raised almost $15,000 for the free care fund.

It is individual actions like Fernando’s and Ryan’s that drive a portion of our community activities and we are grateful and fortunate to 

be surrounded with  many generous team members that support these and other causes, turning goals into realities. The passion 
demonstrated time and time again to help those less fortunate is emotionally inspiring; they are incredible!

Community events are embedded in our culture, history, and connection within our local communities. Last year witnessed the 

continuation of a 25-year association with Merakey Allegheny Valley School (AVS) in Coraopolis, Pennsylvania. Merakey AVS is a 
non-profit organization which provides homes and a full range of services to individuals with all levels of intellectual and developmental 

disabilities, coupled with multiple physical disabilities. Every year, for the past 25-plus years, Guardian team members have ensured 
that these wonderful people have the chance to celebrate Christmas, by donating hundreds of wrapped presents so that each of the 

163 residents have a gift or two or three from ‘Santa’ to open on Christmas Day.

Another act of kindness was witnessed in September of 2022, when we celebrated our fifth annual “Great Guardian Bike Giveaway!” in 
partnership with the Pittsburgh chapter of Variety, the Children’s Charity, an organization dedicated to the empowerment of local 

children who are disabled and disadvantaged. Since our partnership began, we have raised nearly $20,000 to provide kids with 
disabilities adaptive bikes and strollers and this will be repeated in 2023, so more kids can experience the joy and freedom of riding 

alongside friends and family!  

As you have read, we have a team that is empowered to care for others, to support those with disabilities, to help children from 
disadvantaged families receive lifesaving medical treatment, and to comfort families impacted by war. But the truth is that our team 

needs little encouragement; they are driven to care, and we are proud of them each and every day.
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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%)

Several years ago, we undertook a cultural shift of transparency in relation to our performance results that has strengthened trust and 

respect within the organization for our shared goals and values. We have long since abandoned reporting that was destined to be 
viewed by only a few and have embraced an environment that aims to share performance metrics with all team members. To support 

this cultural shift, we began not only sharing but educating about the various data points with the goal of building an informed 
workforce. Why? Statistical analysis is vital to any operation to gauge its level of performance. Equally vital is the shared 

understanding of that analysis among the team to improve execution and performance success.

The shared reporting is released to the team in many formats, ranging from live performance data displayed on large wall mounted 
electronic monitors, to emailed daily shift and department reporting, to larger more comprehensive reporting presentations that cover 

weekly, monthly, and annual reports, each giving the reader interconnected data in a scalable format.

Here’s an overview on what’s available to our Monitoring team:

Live Performance - 

• Overview: Displayed live on large electronic screens, visible to all.

• Utilization: While all are trained to understand this factor and the importance of each of its metrics, the data is extensively used by 
our Monitoring Command team to allocate staffing resources to manage alarm and call queues (skill-based call routing) accordingly, via

advanced Workforce Management techniques. These live micro adjustments aid in delivering extraordinary performance results.

• Contains: Call Queue ꟾ Call Wait Time ꟾ Average Speed to Answer (ASA) ꟾ Service Level ꟾ Call Handle Time ꟾ Alarm Queue Data ꟾ 
Max Delay.

Shift Based Performance - 

• Overview: Sent by our Command team electronically twice per shift (three shifts per 24-hour period), the mid and endpoints. These 

contain four, easily digestible snapshot metrics presented in an electronic infographic style (not boring spreadsheets), typically 
designed by shift members, that often incorporate the team’s shift name to promote team identity; for example, ‘Rumble Ponies’ is the 

proud name of our third shift!

• Utilization: This data allows all to see the halftime and final ‘score’ for the day, allowing us to celebrate success or reposition our 
team mindset to finish the shift stronger. We encourage team members to respond with messages of positivity to these releases.

• Contains: Average Alarm Response Time (ART) ꟾ ACD Service Level ꟾ Average Speed to Answer (ASA) ꟾ Attendance status. 

Daily Department Performance - 

• Overview: Transmitted each day by our Director of Monitoring Operations, this report provides a summary of the prior day’s combined

performance. These results are highlighted within a visual image which is simple to digest; a ‘green thumbs up’ for goal achieved, ‘red 
thumbs down’ for goals missed, but if an extraordinary result is achieved, an image of the leadership team providing the thumbs up is 

displayed!

• Utilization: This reporting allows all to see yesterday’s unified performance, so shift-based team members can see how they 
contribute to the department’s overall KPI objectives.
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• Contains: Average Alarm Response Time (ART) ꟾ ACD Service Level ꟾ Average Speed to Answer (ASA) ꟾ Attendance status ꟾ 

Maximum Call Delay.

Weekly Department Performance - 

• Overview: As we expand the metrics data, visualization is used for this weekly electronic mailing of the prior week’s results.

• Utilization: While the data is shared with everyone, this report is extensively used to drive conversations between the shift 
supervisors and the department manager during their weekly operations meetings.

• Contains: Average Alarm Response Time (ART) ꟾ ACD Service Level ꟾ Average Speed to Answer (ASA) ꟾ Attendance status ꟾ 

Maximum Call Delay ꟾ Quality Assurance scores ꟾ Call volume against forecast ꟾ Alarm Volumes separated by priorities and event 
types.

Monthly Department Performance - 

• Overview: This report attracts accountants like a moth to a light! This is our deep dive compiled by our Workforce Management 

department utilizing BI tools, containing 299 lines of data each providing 13 trailing months of performance data.

• Utilization: The data is shared with everyone; you are seeing our transparency by now! This fuels numerous conversations that 
transform into service delivery enhancements.

• Contains: With 299 lines of data there are too many to list here as the report contains information relating to a complete data analysis 

of our activity, costs, and performance, allowing us to aggregate trends and forecast extremely accurately.

One statistic you will not see in any of the reports, except within the ‘Monthly’, is Average Handle Time (AHT) which is a KPI mainstay 
in most call centers. We don’t place a lot of emphasis on this metric. Our mission is to protect people and connect with them. 

Therefore, we reject the notion of placing a timer on calls. Instead, we encourage team members to connect by spending as much time
on the call with the customer as the customer needs.

Finally, as an organization we take a holistic approach to performance improvement, illustrated by how we unite to adopt a business 

methodology called ‘The Four Disciplines of Execution’ (4DX), a business strategy developed by the Franklin Covey organization and 
now a bestselling business book. The purpose of 4DX is to establish a clear line of sight to our Wildly Important Goals (WIG). These 

are goals that require a unified effort across the company on multiple fronts to achieve success. 

Part of 4DX is to keep a ‘compelling scoreboard’, designed by individual departments working on the project. Together they update 
their results weekly, and as the program outlines, “when teams keep score, it motivates them to win!”
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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%)
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Recognizing employees is key to promoting outstanding behaviors, boosting performance across our team; but it also defines the tone 

of our company culture. This we have found vitally important in attracting new talent to the company, especially during the hiring 
challenges every company has faced throughout the impact of COVID.

Maintaining and constantly looking to improve our culture has been central to our mission, we want our team members to enjoy their 

work and feel they are working within an organization that cares for them, promoting our employee retention, which is an amazing 17% 
within the Monitoring Center, compared to a call center industry average of 45%.

To celebrate individual and team-based accomplishments we have a series of events, some  performance-based and some simply 

promoting workplace culture. Here are a few examples:

King of the Hill – As the competition begins, every team member is on the ‘hill’. To remain on the hill, you must receive a weekly 
Quality Assurance (QA) score of 100% (we have a dedicated QA team reviewing calls). If a team member scores less than 100%, 

they are removed from the hill. If we have two or more team members remaining on the hill, the cash prize is increased weekly, with no 
limit! When we have one remaining contestant, they receive the cash prize during the royal crowning ceremony where they will be 

named the Queen/King of the hill. The game is then reset, placing everyone back on the hill.
Survivor – This game is simple, if the team member maintains perfect attendance for the entire year, they are invited to a celebration 

dinner hosted by our executive leader, Jason Bradley. This year we are taking 23 team members who each demonstrated perfect 
attendance in 2022!

Food events – Every month we provide a food day, offering a rotating variety of food options such as pizza, sandwiches, and pasta 

with salad options.

Super Performer – Each month based upon specific KPIs; we identify the top performer on each of our three shifts. The winners are 
celebrated within a company wide release, and each receives a gift certificate for the company apparel store.

Holiday food – We offer eight recognized company holidays each year;  on every one of these holidays we provide to those working 

the holiday catered food throughout the day, consisting of a multi-course meal.

Competitions – We also hold department-based competitions that focus on a specific metric, driving the results of that area forward for 
the betterment of the business. These competitions vary each month to keep them fresh and appealing, with the winner receiving a 

pair of tickets to various attractions, like Kennywood, a local theme park.

Exceeding Customer Expectations – This program celebrates any Agent who received a positive review from a customer, on social 
media or from any communication channel. The customers’ comments, coupled with the employee’s name and photo, are shared 

electronically throughout our entire Care and Monitoring team, celebrating their contribution to the customer experience.
 

Employee Referral Program:
Fortunately we are not in a constant hiring cycle given our amazing employee retention rates, but when we do hire, we love to get 

referrals from our team members, in other words, we encourage the idea of “Refer who you want to work with!” To promote this, we 
offer $1,000 to the referrer upon their candidate being hired, no other strings attached!

Retention program:

Our retention program is our culture. When we hire you, we want you to be successful and enjoy your time with us, so we nurture a 
continuous approach to employee engagement. If a team member is staying with us just for a cash payout after completing X period, 

they are probably not the right person for us. Instead, we hire the people for the job, compensate very well, and provide a positive 
environment for you to thrive.  Just ask Jim Salisbury or Tony Pelkey who have worked in our Monitoring center for 37 and 26 years 

respectively.
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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%)

Our Monitoring Center operates MAS, utilizing the full MASterMind suite, one of the world’s preeminent security automation software 

applications. The MASterMind suite provides a fully integrated, enterprise solution, which includes the full utilization of MAS IVR for 
cross-channel communication.

The alarm history generated within MAS, containing all employee comments and actions, is maintained locally within two of our data 

centers on multiple active servers. This is complemented by secure professional offsite storage. All records are maintained for a 
minimum of eight years.

In relation to call recording, we capture 100% of calls via Verint® compliance call recording. The platform is designed for today’s 

modern enterprise environments. Verint® interaction recording is a single recording system that captures, indexes, retrieves, stores 
and archives 100% of voice, video, and text interactions across a variety of media. All calls are maintained for a minimum of five 

years.

Within the Verint® platform we have also invested in bolt-on functionality such as Quality Management, which has helped us transition 
to omnichannel customer engagement. With this proven solution, we can efficiently select and evaluate large numbers of interactions 

across communication channels based on business relevance, employee performance, and customer input. It’s a practical way to gain 
insight that would be difficult, if not impossible, to achieve by randomly sampling small numbers of interactions and evaluating them in 

a traditional QA approach.

In addition, we have also deployed video screen capture within our Care contact centers, identifying appropriate applications and 
navigation utilization. A digestible example of this would be verifying that agents are utilizing the provided troubleshooting tools to 

ensure excellent resolutions rates and avoiding unnecessary service appointments and cost to our customers.

The data derived from these applications allows us to essentially build insightful and actionable reporting, for example:

Quality Assurance (both traditional and automated) maintains the branded customer experience and identifies when an Agent requires 
coaching or additional training, or both.

Voice analytics   helps us capture the voice of the customer, by analyzing key words providing insight into trending issues, such as 

product issues prior to individual human realization.
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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%)

Saying thank you to those who protect us - firefighters, police officers, emergency medical technicians - isn’t new to Guardian.  These 

are the very people on whom we rely on to respond to our customers in times of need.  We value our connection with first responders 
and strive to have a community presence through them.  That is why we leveraged our partnership as the official smart security 

provider to the Pittsburgh Pirates to sponsor three "First Responder" nights at PNC Park. This was a homerun with over 3,000 first 
responders and their guests enjoying Pirates games courtesy of Guardian!

To add to the evenings above, Guardian hosted a booth at PNC Park welcoming all first responders and their guests to game nights on 

July 27, 28, and 29, 2022, with everyone getting the opportunity to spin the prize wheel for Guardian swag! 

Then at each game we celebrated an individual act of heroism, each receiving a special prize, one being Captain Matt Prentice with 
the Charleroi Fire Department, who had recently been released from the hospital after recovering from injuries sustained in a July 4 fire 

his engine company responded to in Monessen, Pa.  Matt was searching the burning home for children alleged to be trapped inside 
when a floor joint broke, sending him careening to the first floor.  He had to be life-flighted to UPMC Mercy. We were delighted to 

recognize Captain Prentice’s bravery in front of a packed crowd as a small token of our appreciation.

Being in contact with 3,000 first responders allowed us to create many new relationships as you can imagine. Via these new 
relationships, we invited them to attend seminars held at our corporate office, sharing with multiple Fire Departments the latest 

hardware technology and communication methods that also incorporated a tour of our monitoring operations, demonstrating, and 
discussing the benefits of TMA’s ASAP program, which generated a great deal of positive interest.

In relationship to ASAP, we take any opportunity to promote TMA’s ASAP program to Public Safety Answering Points (PSAP) 

whenever the opportunity presents itself, as we firmly believe that the ASAP program not only benefits the alarm industry, but also 
exponentially helps PSAPs control labor costs and enjoy other important benefits.

We also have a strong track record of building credible relationships with agencies, with Prince Georges County being a fine example, 

where we recently partnered with them to help develop an improved alarm permitting process that benefits the entire industry.

On a related note, we fund a program called ‘Guardian Kids ID’. We have made this service free and available to many local agencies, 
including law enforcement, EMS and fire departments. The program has been widely recognized by the media and has been a 

tremendous success since its inception in 1997. Over the years the technology has evolved, but the concept of the program is to 
provide parents with the opportunity to have their child’s fingerprints and photo taken and then stored on a wallet-sized badge that the 

parent retains in case of emergency.

Here are also a couple of specific examples of projects that we have worked in partnership with AHJs:

In 2021 Montgomery County, MD launched their online alarm permit registration platform.  Our Permits team worked closely with 
Alberto Hook, the Director of False Alarm Reduction Section, with beta testing and feedback throughout the implementation process.

In 2022 Prince Georges County, MD changed their alarm permit renewal policy and began charging customers a fee for renewals.  Our 

Permits team worked closely with County officials on implementation and provided helpful feedback to improve the experience for all 
residents requiring an alarm permit.
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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%)

This is a great question, especially given the advancements around customer communication. We’ve separated our response into 

three digestible categories, Customer Communications Management, Voice of the Customer, and Customer Communication.

Customer Communications Management (CMM) -

We’ve taken the time to create a strategy around the creation, delivery, and storage of all types of communication with our customers, 
a strategy that is central to coordinating customer correspondence especially given how highly customers value a seamless 

conversational experience. Our design efforts consider the countless ways and channels through which communication can be 
conducted from both sides. Omnichannel communication had to be a foundational understanding in our planning, taking into 

consideration Lila our chatbot, email, live chats, SMS, phone call, printed documents, social media, and web pages (including links to 
interactive documents and information) among others.

Given the magnitude of communication channels, it takes more than a specific person or team. So, we have involved our Information 

Technology, Telecommunications, Marketing, and Customer Experience teams to tackle this mammoth and ever evolving challenge. 

One good example of this collaboration is the ‘Purple Messager’ a platform developed internally by our Development team, that stores 
preapproved customer facing email templates that Agents within our Contact Centers can send to a customer, adding informational 

depth to a verbal conversation, for instance an embedded branded video that provides instructions to the end user on how to change a 
battery. The same video can be found on our website embedded within our FAQs. This consistency allows a branded, repeatable 

customer experience. The ‘Purple Messenger’ also amalgamates at the customer account level all the communication that we have 
transmitted to the customer, leading to an effortless experience for both customer and Agent during conversation. Imagine this 

scenario: the customers contacts an Agent via chat or phone and indicates they received an offer from us; the Agent can quickly see 
the offer and assist the customer effortlessly, one of the reasons our Customer Effort Score (CES) is an amazing 6.63 on a 1-7 scale!

Voice of the Customer (VoC) –

Our customers have a myriad of ways to be heard. Platforms such as social media and review sites are constantly monitored by 

dedicated team members within our Marketing team, sending thanks for those good reviews and quickly responding to negative 
reviews with the resolution assistance of our Customer Loyalty team.

These responses must be real-time and mindful of the situation, avoiding the minefield of less than positive viral situations and 

ensuring that readers of our responses see clear and thoughtful resolution. 

In addition to customer-driven feedback, we crave to gather more, employing two survey strategies: IVR automated and email. Our 
IVR asks customers four rotating questions and provides us great insight into touchpoints with our Contact Center:

1. Did we make it easy today to do business with us? (CES)

2. Would you recommend our services to a friend? (GNPS)
3. Would you hire the person that you just spoke with?

4. Do you value our products and services?

We have over 200,000 responses, all that can be tracked to the individual Agent. High scoring Agents are celebrated, and those calls 
that received lower scores are subject to reviews by our Quality Assurance team to identify any coaching opportunities.

Also, we send email surveys to new customers about their sales and installation experience. Once again, we can drill this data down 
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to the employee level to gauge customer feedback ratings. 

Customer Communication -

As far as keeping in contact with our customers to keep them apprised of new products and services, our Marketing team creates a 
wonderful electronic newsletter that is also mobile friendly. The newsletter contains a variety of information that is relevant to the time 

of year and incorporates information about new available services and promotes specifically targeted hardware upselling. These 
newsletters also include real stories like this one: https://guardianprotection.com/support/customer-true-story/

In February 2023, the edition included the following: An overview on smart home automation; Instructions on how to use voice control 

via the Siri and Alexa platforms; How to save money with a smart thermostat; and Links to our customer care portal and social media 
sites.

We also leverage a chat bot with the name of Lila, the German word for ‘purple’, the color that represents our brand. Lila sends a 

multitude of information which is growing constantly as we build additional intents into the intelligence and she does an awesome job 
related to billing messaging and processing payments to name a few. One area that has been highly successful for us is automated 

email appointment reminders coupled with the ability to cancel and reschedule with a quick and easy to navigate interface; this has 
significantly lowered customer no-show jobs, exponentially improving efficiency within our Field Operations team.

We hear many personal stories from customers, tales of sorrow and joy. It is deeply touching to hear these stories. One 

communication program that has been wildly successful is the ‘We Care’ program of handwritten, USPS-mailed Guardian branded 
cards. Since we started the program, we’ve sent 18,382 We Care cards to be exact. How are we so precise? Every time one of our 

Agents hears such a story, they are encouraged to create an ‘Action’ within MAS, detailing the interaction. These MAS Actions are 
routed to our Administration team who in turn drafts a handwritten Guardian branded card, that contains a personalized message of 

support, sympathy, or congratulations, showing that ‘We Care’ in the most personal of ways.

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%)

Guardian has been involved with several industry groups over our long history. As long-standing members of The Monitoring 

Association (TMA), we are also affiliated with the False Alarm Reduction Association (FARA), the Electronic Security Association 
(ESA) and Pennsylvania Burglar & Fire Alarm Association (PBFAA) and an Emerald financial sponsor of the Security Industry Alarm 

Coalition (SIAC), National Fire Protection Association (NFPA) and the False Alarm Reduction Unit (FARU).

Guardian was one of the first financial supporters of the TMA’s Automated Secure Alarm Protocol (ASAP) program, helping to 
establish the funding to develop and bring to fruition this tremendous platform to PSAPs (Public Safety Answering Points) and industry 

partners alike. When we activated the ASAP service within our own Monitoring Center, our marketing team heavily promoted the 
benefits of the service to media and local outlets, bringing further awareness of the program.

When The Monitoring Association took over the Installation Quality (IQ) program, we were the very first to jump onboard as a founding 

member and support the transition of this program. This can also be said for FirstNet, where we were so early to support The 
Monitoring Association regarding this new initiative, our initial payment had to be refunded as the program was not ready! 

We have partnered with the TMA to write educational content for the Operator Level 2 online certification program, delivering the 

content for 'Advanced Call Handling in the Monitoring Center', as one such example of collaboration and support for the industry.

Guardian’s longstanding tenure within the industry has been intertwined with both local and national groups and associations within the 
areas we operate. This is our long-standing reputation. We value and take pride in it.
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ADDITIONAL INFORMATION

Contained within these responses to your questions is the story of our continuing evolution, creating new synapses within our business 

methodologies, demonstrating the strides we’ve so clearly made in leveraging BI and technology and the confidence, respect, and 
value we have for our team. An amazing team that drove us forward despite the COVID-19 pandemic headwinds, delivering countless 

new improvements to our overall business and customer relationships.

Innermost to this storm of operational activity firmly sits our Monitoring team, who remains central to our mission. They remained in 
place throughout the pandemic, not in disregard of UL’s flexibility to allow home based alarm monitoring, but instead choosing to 

continue operations from within our monitoring centers, leveraging infrastructure designed on the industry’s best practices, ensuring 
that we delivered the best levels of alarm response and protection to our customers.

Our Monitoring team demonstrates the best of us, a true reflection of professionalism and our Guardian culture. We are proud to call 

them our team. This award is for them, recognizing their commitment not just to Guardian but to this industry; they are our heroes, 
they are:

Mary Beth Andrasko, Johnathan Ashley, Steve Apsey, Andrew Barnett, Noah Bernard, Tamara Brunetti, Alexis Carrion, Rick 

D'Alessandris, Valerie Demase, Benjamin Dennis, Andrew Dickinson, Kevin Dinh, Phillip Eck, Jodie Gillespie, Tiana Gillespie, 
Demitrius Goblick, Michelle Green, Haley Hannan, Danielle Henry, Steve Hetrick, Rose Jameson, Mike Jones, Larry Kittelson, John 

Lagnese, Bradley Lotis, Cory Love, Ariana Mclean, Nicholas Minda, Robert Orms, Tony Pelkey, Jill Piekarski, Richard Reese, 
Samantha Rodgers, James Salisbury, Tiffany Smith, Joe Sutton, Michelle Wilson, and Matt Majocka.

***Please see attached document***

Q16
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