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Q1

Please provide the name and title of the nominee.

Name John Turner

Title Senior Unit Manager of Monitoring

Company ADT

Email jwturner@adt.com

Phone 865-310-0780

Q2

How long has this nominee been employed by your organization?

17 years

Q3

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

Monitoring Team Manager (December 2005-November 2006)

Monitoring Unit Manager (November 2006-January 2010) 
Health/Safe & Monitoring Unit Manager (January 2010-December 2022)

Senior Unit Manager of Monitoring (December 2022-current)

Q4

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

John has been a Unit Manager of Monitoring for 16 years and was recently promoted to Senior Unit Manager of Monitoring for the last 

3 months.
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Q5

What is the nominee's experience and current areas of responsibility?

John boasts a wealth of experience in the call center industry, honed through a diverse range of positions and responsibilities. He has 

a proven track record of nurturing talent and successfully managing business operations. John currently oversees a group of seven 
Monitoring Teams that are comprised of 132 Monitoring Team Members. He is accountable for ensuring that the teams are able to 

provide 24/7 coverage to respond to customer monitoring needs. John makes sure that the Team Managers and Team Members are 
familiar with current policies and procedures and have received the necessary training required to deliver a seamless monitoring 

experience to customers. To ensure that the Team Managers are on track with company goals and are prepared for any upcoming 
changes, John provides feedback and coaching on a weekly or monthly basis.

Q6

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

John has been in the Call Center industry developing Team Members since 1990. He has held various management positions at ADT 
since 2005. John has a BA in Business Administration from the University of Kentucky and served for 10 years as a member of the 

United States Military. John has completed multiple job-specific training sessions provided internally by ADT. He has also participated 
in Performance Management Training at Aubrey Daniels in Atlanta, GA. John has received several certifications and licenses. He 

holds a Six Sigma Blue Belt, an Executive Licensing Manager for the State of Oregon, Texas State Fire Marshall, Fire Alarm 
Monitoring License for ADT's Knoxville, TN site and a Tennessee Monitoring License.

Q7

What attributes does the nominee seek in new employees during the hiring process?

When selecting new employees, John gives priority to those who exhibit strong communication skills, a positive attitude, a growth 
mindset, a compassionate and empathetic personality, and a consistent employment record.

Q8

What is the nominee's role in the training process of operators?

John plays a crucial role in the training and development of new team members. He sets clear goals and objectives for trainees to 
achieve during their training period and evaluates their performance to determine their readiness for graduation. After graduation, John 

continues to provide support and guidance during the onboarding process, helping new team members make a smooth transition from 
the training environment to the floor. He is dedicated to building their confidence and knowledge, and shaping them into exceptional 

team members who can provide excellent customer service.
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Q9

Explain how the manager oversees employee development and retention of the monitoring center workforce, and how
he/she identifies and acknowledges top operators (for example, employee reviews, promotion opportunities, special
recognition, etc.).

John has a comprehensive approach to leading his team. He holds weekly one-on-one meetings with each of his direct reports, offering

guidance on behaviors being observed and working with them to develop strategies to address any areas of concern. His focus is on 
building communication and developing stronger leaders to drive the business forward, with a primary emphasis on fostering the growth 

and development of team members to better serve our customers. In addition, John attends two individual sessions with each of his 
direct reports to assess their performance and get a sense of how his team members are progressing. He also attends one team 

meeting per direct report, providing the opportunity to meet all department members, gather feedback, and provide insights on current 
and future decisions. 

John has a proactive approach to communication and consistently engages with his direct reports on a daily basis. He maintains an 
open line of communication via direct conversations and team chats to keep everyone aligned and on the same page. He also 

participates in team members' staff meetings and one-on-one sessions with their coaches to provide support and observe their 
performance. Furthermore, John is always ready to assist team members with any schedule adjustments they may need in case of an 

emergency situation.
John is dedicated to recognizing and acknowledging top performers daily. He does this by celebrating team members who provide 

excellent service to customers and receive high Medallia survey scores. To boost support and confidence, he implements the three-
penny method by sending three compliments daily. Additionally, John conducts monthly performance reviews for each of his direct 

reports, highlighting their strengths and providing guidance for areas of improvement. Every month, the team celebrates an "Everyday 
Hero" by presenting them with a certificate, a superhero cape, and Blue Bravo Points that can be redeemed for gift cards or Amazon 

prizes.
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Q10

Explain how the monitoring center manager directs and influences the operation of the monitoring center as it relates to
the following:- Scheduling, emergency staffing and peak signal activity. - Establishing and achieving budget.- Attaining
and measuring customer satisfaction levels.- Complaint and conflict resolution. - Identifying and follow up on missed
signals. - Employee discipline and remedial training.- Establishing quality standards.

As a crucial member of the Workforce Desk, John plays a vital role in ensuring adequate staffing levels to handle high alarm and call 

volumes, particularly during emergencies like tornadoes, hurricanes, thunderstorms, and equipment outages. He is always on standby, 
available 24/7 to recruit team leaders and staff to manage the increased workload. Thanks to his tireless efforts, John has 

successfully achieved the Alarm Acknowledgement Goals for the organization, guaranteeing that customers remain protected and 
secure even during periods of high demand. His dedication to his job, including working long hours, has earned him a reputation as a 

dependable and responsible leader.
John is meticulous in ensuring that his budget is utilized effectively while also meeting budgetary goals. He carefully manages the 

monitoring center's staffing, utilizing overtime when needed and voluntary time off (VTO) during times of good staffing and low 
alarm/call volume. John pays close attention to holding effective yet timely meetings and one-on-one sessions with team members.

John gauges the monitoring center's success through customer satisfaction scores measured via the Medallia Platform. To measure 
and achieve customer satisfaction, he reviews customer comments and listens to recorded calls. John acknowledges team members 

and leaders for successful alarm feedback, offering coaching if necessary to ensure all customers have a positive experience during 
each alarm event. He meets with AM Shift Leaders and PM Shift Leaders twice daily to review the previous day's customer survey 

results, discussing successes and failures. In 2022, John's team achieved a Net Agent Satisfaction Score of 67% and an Agent 
Resolution percentage of 85.1%, with 33,398 customer surveys providing feedback.

John resolves customer and team member concerns as part of his daily operations. Based on direct customer or supporting group 
feedback, he researches scenarios and offers solutions. He then makes recommendations for process changes and conducts a 

weekly meeting with department VPs to review customer issues from the prior week.
John reviews reports daily to identify any missed alarms and has final approval of all corrective actions to address issues. During 

weekly staff meetings, a specific area of focus is developed for continued education.
As a leader, John is involved in establishing quality standards and policies to ensure the monitoring center adheres to best practices. 

He closely measures quality standards and continuously meets with his team to drive improvements and set expectations. John works 
directly with HR Partners to review potential corrective action scenarios, offering guidance to team managers during coaching 

sessions. He also attends the administration of any written or final corrective action to participate, share knowledge, and gain a deeper 
understanding of the behaviors in question.

Q11

Provide a specific example of how the nominee has led the monitoring center and maintained quality service levels in the
midst of a difficult situation.

During the recent Halloween weekend, John assumed the role of manager in charge and encountered a significant surge in alarm 
volumes overnight. He maintained constant communication with the Director and Workforce Management to track the patterns and 

ensure sufficient staffing to cope with the anticipated increase in volume. With the assistance of the on-duty team members, John 
arranged for additional overtime and reached out to off-duty or later-scheduled leaders to provide extra support, guaranteeing that the 

alarm acknowledgment standards were met throughout the holiday weekend. Despite dealing with an above-average total alarm volume 
over the two-day period, John succeeded in keeping the overall Average Speed to Answer below the 30-second target.
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Q12

What are some ways in which the nominee demonstrates his/her leadership with customers, including end users and
dealers?

As part of his regular duties, John works on alarms to ensure that there is adequate staffing and to maintain his skill set while also 

staying in touch with our customers. He also takes the time to follow up with customers who have ongoing issues or concerns. This 
involves reaching out to customers who express concerns while speaking with our team members or submitting feedback through the 

Medallia Surveys regarding policy/procedure or the handling of their alarm scenario.
Furthermore, John collaborates with dealers during times when we require assistance with a specific issue and a local technician is 

needed to visit the customer's home to resolve the problem.

Q13

What are some ways in which the nominee demonstrates his/her leadership with responding authorities?

John has been instrumental in training and developing team members on our NG911 Process. This process allows for the electronic 

dissemination of dispatch information to our AHJs (Authority Having Jurisdiction), resulting in quicker response times for our 
customers. By eliminating the need for AHJs to receive information over the phone, which can take an average of 2 minutes, the 

electronic dispatch provides information in seconds, freeing up AHJ partners to attend to other urgent matters. This ensures that our 
customers receive the quickest possible response times.

Q14

What is the nominee's role in increasing the company's exposure to the public?

John's role as a manager involved overseeing our Health Team and playing a key part in developing our SAFE Team, which provides 
top-notch services for several of our partners, including Uber and Safe. As a result, John has played a significant role in promoting the 

company's reputation and increasing its visibility to the public.

Q15

List some ways in which the nominee explores new technology within the monitoring center, and how he/she
communicates technological developments within the company to operators.

John has actively participated in multiple acquisitions throughout 2022, giving him the opportunity to evaluate new alarm types and 

services offered to customers. He has collaborated with team members to ensure they receive proper training in order to provide 
excellent service to our expanding customer base. John has taken advantage of his position to introduce innovative initiatives by 

conducting training sessions during the Directors Weekly staff meetings. He creates visually engaging PowerPoint presentations to 
showcase new technologies and processes, and trains Unit Managers so they can in turn train their Team Managers and Team 

Members. This ensures that everyone is informed and updated on the latest technological developments in the company.
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Q16

What "best practices" has this person introduced to the monitoring center?

John has introduced several best practices to the monitoring center, one of which is the feedback loop process of the Reliability 

Metric. John reviews all absences daily and shares a spreadsheet with his Team Manager Direct Reports, instructing them to reach out
to the team member to understand the reason for the absence and whether they can make up missed time during a time of staffing 

need later in the week or weekend. This immediate follow-up enhances communication with our team members and positively impacts 
our attrition rates. Our monthly objective is 97% and John's team exceeded this goal with an average of 98.21% for the year 2022, 

achieving over 97% in all twelve months.

Q17

To which alarm industry associations, listing agencies, or response agency associations does the nominee belong, and
what is his/her level of involvement within these groups?

John has been a member of the TMA since 2022 and even presented at the 2022 conference in Charlotte, NC.

Q18

In which community outreach programs is the nominee involved?

John has been a member of the TMA since 2022 and even presented at the 2022 conference in Charlotte, NC. He is an active member 
of ADT Always Cares and regularly volunteers for various causes in the Knoxville Area, including food and coat drives and 

participating in the Knoxville Marathon. In addition, John is a member of the Veteran's BERG at ADT, where he helps create awareness
and opportunities for veterans.

Q19

In what ways has the nominee improved the company's monitoring center offerings to subscribers?

In 2022, John initiated a project aimed at creating a dedicated team for handling customers facing a high volume of alarms over an 
extended period. He brought together monitoring leaders and team members from various departments within the Monitoring Functional 

Area to address and assist with these persistent issues affecting our customers. The team was named the ART Team or Activity 
Reduction Team. The ART Team enables team members to use their specialized skills to work with customers at a convenient time, 

troubleshoot problems, and connect with outside experts as required, to find a solution. This frees up the monitoring team to handle 
their regular alarms and ensures that the customer is satisfied, and the alarm does not trigger repeatedly, consuming more time from 

unprepared team members. The ART Team was launched in March 2022, and it has resolved issues for over 2,000 customer 
accounts, resulting in the resolution of 133,929 alarm signals.
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Q20

Why does this person deserve to win the TMA Monitoring Center Manager of the Year award? Provide specific
examples of when this individual went beyond normal expectations to provide exceptional leadership within the
monitoring center.

John is a deserving recipient of the 2022 TMA Monitoring Center Manager of the Year award for his outstanding leadership and 

exceptional performance. His team consistently surpasses performance metrics, and he has taken on additional initiatives to improve 
the operations of ADT and enhance the customer experience.

One of John's major accomplishments was the development and launch of the ART Team (Activity Reduction Team). This team was 
established to address excessive signals and improve the speed of service for alarm signals. John helped identify potential team 

members and provided onboarding and training to form a cohesive team. The ART Team had a significant impact on over 2000 
accounts, reducing 123,000 alarm signals in 2022.

John also formed a partnership with the COPA Development Team to improve performance management. He updated metric ranges on 
COPA Scorecards and resolved errors related to the Hybrid update, ensuring smooth operations for Monitoring Workgroups. John also 

focused on developing a first action reporting capability and a new disposition code for calls to contacts. He was involved in projects to
streamline processes, freeing up staff to handle higher priority alarm signals and improving the overall efficiency. 

John was a valuable contributor in 2022, bringing his expertise and dedication to improve processes and going above and beyond to 
maintain the high standards within the ADT Monitoring organization.

Q21

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