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Q1

Please provide the name and title of the nominee.

Name Larry Esposito

Title Senior Monitoring Center Manager

Company Affiliated Monitoring, Inc.

Email larry.esposito@affiliated.com

Phone 8004344000

Q2

How long has this nominee been employed by your organization?

Over 18 Years

Q3

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

Larry began his journey with Affiliated in 2004 as a Monitoring Shift Supervisor. After 4 successful years, he was promoted to Junior 

Operations Manager, taking on increasing levels of responsibility in the monitoring center. In 2012, after having been an instrumental 
piece of our successful moved from Brooklyn, NY to Union, NJ, Larry was again promoted to Senior Monitoring Center Manager, where 

is directly responsible for the day to day monitoring activities of our Union, NJ facility.

Q4

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

Over 10 years
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Q5

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

Larry is responsible for both the day-to-day leadership as well as the development and evolution of our Monitoring Centers. Based out 

of our New Jersey facility, Larry is responsible for not only the daily miniate of running a monitoring center, but is regularly tasked with 
developing new procedures, SOPs, and employee policies. He also works very closely with our Workforce management team to 

ensure maximum performance and value from our monitoring specialists.

Q6

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

Larry is a 2004 graduate of NYU, with a Bachelor of Physics. He is a graduate of the Affiliated training program, and participates in a 

variety of our continuing education programs. Larry is TMA Level II certified and is also a Six Sigma Yellow Belt.

Q7

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

Larry actively participates in the interview process of our monitoring specialists. He is always looking for empathy, a willingness to 

learn, and an understating of what great customer service looks and feels like.

Q8

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

Larry works closely with our dedicated Senior Learning & Development manager and her team. He works to ensure that our training and

documentation continues to be in line with the needs and realities of the monitoring center and our dealer partners.
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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.).

Larry employs a metrics-driven management process tied with regular and detailed feedback from his shift leaders. He applies this 

approach to the development and retention of all members of the monitoring operations team.

Employee retention – Larry manages a career progression program and works closely with HR to ensure that job titles consistently 
match the career progression of this team members. These progressions include obtaining additional skills or certifications to 

promotions to traditional jobs such as team leads, supervisors, trainers, and other support positions in the Monitoring Center. We 
believe that this program has helped to increase our average employee tenure by 25% or more.

Employee satisfaction – Larry leads regularly scheduled focus groups and participates in virtual town halls to receive additional 

feedback and create employee engagement.

Employee development – Larry regularly participates in performance reviews, during which he verifies that every employee has a 
documented career plan on file. In this career plan, there is a documented plan of action on what the company and organization will do 

to help the employee continue their professional development. Specifically, this includes training (external or internal), mentoring, being 
placed on project teams, and more. This career plan also helps us identify key talent for future promotions. Larry has also been 

instrumental in ensuring that employee reviews minimize subjectivity and favoritism and instead ensure that the employee is rewarded 
primarily for their work product.
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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 one of the key leaders in the Monitoring center, Larry has been vital to Affiliated’s efforts around what we call workforce 

management. Workforce management, for which we have a dedicated team of HR and operational professionals, involves all of the 
items listed in the above question and more, and allows us to maximize the productivity and performance of our monitoring specialists.

For example, Larry works closely with the WFM team to minimize the number of excess staff on shift, while at the same time 

providing scheduling flexibility for our monitoring specialists. This makes us able to give our monitoring specialists greater flexibility in 
scheduling while gaining a very finely grained ability to raise and lower staffing levels, in increments as small as ten minutes, as 

required to meet our constantly changing levels of traffic. These same tools allow us to shift resources between our monitoring centers 
as external circumstances may dictate, and allow us to be incredibly responsive to situations that may result in significantly increased 

signal traffic. 

Our workforce management suite, combined with Larry’s 17 years of management experience in the monitoring center, ensures that we 
are always well prepared for weather related traffic spikes and other unforeseen events. An added benefit of this workforce 

management driven scheduling is an improved bottom line – it allows us to maximize the potential of our monitoring specialists and 
minimizes overtime, helping us to reduce our overall labor budget.

While how we schedule our team has changed over the past few years, the high standards we hold our specialists to has not. Larry 

does a great job at making sure our team is meeting our own aggressive standards for response time and call quality. 

Larry is also intimately involved with our mentorship program, which has helped to improve overall performance. This mentorship 
program is provided a specialist-centric way to help our team work through conflicts on their own, only involving managers in rare 

cases. Our mentors also have had great success, with Larry’s guidance and support, at identifying specialists in danger of not meeting 
their performance targets, and working with them to bring their performance up.

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.

Larry’s ability to lead in a crisis was proven over the past two years during the COVID-19 pandemic. Through hard work and 
cooperation with our IT and engineering teams, Larry was able to lead his monitoring center teams through an unprecedented switch to 

work-from-home monitoring, while maintaining our very high performance targets. To our end users, it was as if nothing had changed at 
Affiliated – but the truth was that we had successfully navigated a dramatic company-wide (and industry-wide) change in just a few 

days with zero impact to alarm response and operator performance – something we would not have been able to achieve without 
Larry’s assistance.

When we asked Larry about this question, he was both bashful and self-deprecating, saying that the best example he could think of 

was that he “Likes to lead by example and has never been afraid to sleep over in the monitoring center during weather events and 
other emergencies”.
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Q12

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

Larry never hesitates to work directly with our top customers and important end users. With 17 years of experience in the Monitoring 

center, Larry as seen it all and is able to take the customer’s perspective on things as needed. Larry is also infinitely patient, and is 
able to demonstrate excellent customer service to his team with even the most difficult customers.

Q13

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

Larry was, for the better part of a decade, singly responsible for our collaboration with the TMA on the ASAP-to-PSAP program, and 
now works with the teams responsible for supporting integration with each new ASAP enabled PSAP as they come online. He has also 

worked to improve our verification procedures, ensuring that they are uniformly applied across all of our dealer partner accounts, 
helping us to minimize unnecessary dispatches and false alarms.

Q14

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

Larry regularly participates in the sales process, capably representing Affiliated’s monitoring team, and in many meetings with dealer 
partners. Larry is also a regular attendee of industry events focused on the evolution of the state of the art in monitoring.

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.

Larry has been instrumental in the implementation and execution of our Workforce Management System implementation plan. His 
participation has helped us to maximize the impact that WFM has on our team and on our performance metrics.

Larry has also been instrumental in our migration to the next generation of our automation platform (MAS EX). Throughout the lengthy 

process – deciding if we would upgrade, planning the upgrade, getting training in place, communicating the changes to the monitoring 
teams, performing testing, and finally through implementation – Larry played a pivotal role and helped us make the best possible 

choices along the way by representing the interests and efforts of the monitoring team. Larry was also involved in the updating of our 
training materials to reflect new user interfaces, and works with the team at large to communicate to our monitoring teams about the 

upcoming changes.

Q16

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

Larry’s attention to details around best practice policies and procedures has help Affiliated become a better monitoring service 

provider. The rules and tactics Larry has implemented, combined with extensive use of workforce management tools, have helped us 
to maximize performance and efficiency.
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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?

Larry keeps up to date with industry developments and is an avid reader of TMA Dispatch.

Q18

In which community outreach programs is the nominee involved?

Aside from participation with the many programs driven by Affiliated, Larry also participates in a variety of Autism outreach and 
education programs in the community.

Q19

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

One way that Larry has helped to directly improve the customer experience was heading up the leadership and mentoring of monitoring 
specialists assigned to our ‘VIP’ accounts team. This team handles the most important signals from customers with complex SOPs 

and security needs. These customers, in many cases very large retail and industrial customers that we have all heard of, are as 
prestigious as they are complicated to handle, and they require extreme competence in alarm handling and management. Larry’s 

attention to detail and ability to cultivate exceptionally reliable and steady monitoring specialists has allowed us to meet and exceed 
the very high bar set by these customers.

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.

For over 17 years, Larry has been an integral part of our monitoring team, and has consistently exceeded expectations. His attention 
to detail and strong belief in disciplined monitoring has been instrumental in providing the stellar customer experience that has driven 

our growth over the past decade.

There have also been innumerable examples of Larry going above and beyond, often in trying circumstances, to make sure that his 
team and the businesses performed at 110%. In countless winter snowstorms and summer hurricanes, Larry was there to lead the 

team, even though he’d have preferred to be home with his family. He never asks more from his team than he is willing to provide 
himself, and has repeatedly volunteered to help fill in when and where needed, no matter the role. Many times have we found Larry 

pitching in on the monitoring floor to make sure that we continue to exceed our performance standards and SLAs.

Q21

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

Respondent skipped this question

Page 7: Additional Information (10%)


