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Q1

Please provide the name and title of the nominee.

Name Loretta Grubb

Title Monitoring Specialist II (Level 3 - Senior)

Company TELUS Smart home Security & Automation

Email loretta.grubb@telus.com

Phone 403-590-0469

Q2

How long has this nominee been employed by your organization?

Loretta started her security journey with ADT on April 16, 1997, and has been an integral part of the team for 26 years. ADT was 
acquired by TELUS Security & Automation in 2019.

Q3

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

Loretta started as a Junior Monitoring Specialist and progressed to a technical support agent role. Loretta was a part of the special 
operations team, which is a dedicated team for financial institutions and national alarms and inbound calls. Thereafter she upskilled 

herself to the Senior Monitoring Specialist role where her responsibilities shifted to handling customer escalations, supporting 
Monitoring staff with their questions and providing dedicated support.

Q4

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

Loretta has been in her current Senior Monitoring Specialist role for 6 years, but has served as a Monitoring Specialist for 26 years.
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Q5

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

Loretta started as a Junior Monitoring Specialist and progressed to a senior role where her responsibilities now focus on helping with 

customer escalations and assisting new agents with their questions and integration within the organization.

Q6

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

Loretta took The Monitoring Association course certification and successfully passed it in January 2018. Loretta also successfully 

passed the Internal Technical Support knowledge exam to become a Technical support agent in 2001.

Q7

Describe the nominee's current areas of responsibility.

As a Senior Monitoring Specialist with our team, Loretta handles all types of alarm events for customers and responds with the 

appropriate action. Loretta communicates professionally with customers, security guards and emergency response teams to dispatch 
the appropriate assistance. As a Senior Monitoring specialist she manages live escalations with customers and uses her experience 

and vast security knowledge to provide meaningful solutions that our customers expect from us. She plays a critical and substantial 
role in keeping our customers protected and secure. Loretta is also involved in integration and training of new hired TELUS agents . 

Under Loretta’s guidance, agents learn how to deal with various alarm scenarios ranging from Life safety to Trouble signals and she 
ensures that those new team members are fully prepared to support our customers in a critical moment of truth.

Q8

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

Over the past 26 years, Loretta has maintained an excellent performance and attendance record. Loretta is a self-motivated team 
member and a pleasure to work with. She demonstrates superior technical ability and produces work of exceptional quality. Loretta 

takes the time to fully understand the scope of her job responsibilities and displays a keen attention to detail, and always provides the 
best customer experience for our customers. She displays an ability to learn rapidly and a determination to broaden her skill set. 

Loretta frequently takes the initiative to identify areas for improvement and supports her leaders in addressing those issues. She 
frequently goes above and beyond in her efforts to ensure consistency and actively seeks feedback and uses it to enhance her work. 

She manages to consistently meet and exceed her scorecard targets each year and receives positive reviews from customers through 
our Voice of Customer surveys and internal Quality and Efficiency evaluations. For 2022, Loretta’s performance for first alarm 

resolution was 95.03% against a target at 95.0%. For Efficiency, Loretta achieved a result of 98.35% against a target of 96%. For 
customer sentiment, Loretta achieved 89.2% against a target of 88%. Moreover, Loretta has achieved 100% for all customers’ surveys 

for 6 months out of the year. Over the years, she has won many awards for accomplishments such as: Perfect Attendance and even 
has won the President’s Excellence Award twice resulting in several trips to the Caribbean and Mexico.
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Q9

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

First, Loretta maintains a highly positive attitude at work and is quick to build strong relationships with customers and her peers. She 

strives to help integrate new employees and is eager to delight both internal and external customers, making her an excellent culture fit
for our organization and truly demonstrates spirited teamwork. 

Second, Loretta has continually demonstrated her leadership and team spirit during volunteering events such as: TELUS Days of 
Giving by attending and supporting clothing drives, water bottle drives, garbage pick ups and many others. 

Third, Loretta is one of the first team members who always provides support by taking overtime whenever there is a critical need such 
as during natural disasters. In 2022 alone, Loretta has completed over 100 overtime hours with an average of 11 overtime hours per 

month supporting the Monitoring team and her peers during these crucial periods.

Q10

Has the nominee ever been promoted? Provide details.

Loretta has been promoted from a Junior Monitoring Specialist to a Regular Monitoring Specialist in 2000 and was promoted to a 

Senior Monitoring Specialist in 2016. In her current role, responsibilities include escalations and responding to questions from the 
Monitoring Specialist.
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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?

1st incident: 

On December 6, 2022, Loretta responded to a residential medical alarm that originated from the Ouimet residence. The signal that 

reported to us was from the customer’s medical pendant. Recognizing that this could be an urgent matter when she accessed the 
signal, Loretta immediately took action. She called the premises’ phone number, to verify if anyone needed medical attention. She 

spoke to Mrs Ouimet who advised that she was feeling unwell and was in need of medical attention. Loretta immediately dispatched 
the ambulance and then attempted to reach a contact to assist her. Loretta made sure to check on her while doing so, to ensure that 

she was still safe, and to keep Mrs Ouimet calm and present until medical assistance could arrive. Loretta’s demonstration of 
compassion and empathy through every step of the way was a great comfort to the Ouimets, while dealing with an uncertain situation, 

and was greatly appreciated. Loretta’s professionalism and dedication helped us make sure the customer knew we were there to 
protect them and make their safety a top priority.

2nd Incident:

What truly makes Loretta stand out is her ability to exude positivity, as she is genuine, shows a lot of care and can relate to 

customers' concerns or frustrations while remaining professional. Loretta responded to a Fire Alarm on September 13, 2022 for the 
residence of Mr. Pellerin. Upon receiving the alarm, Loretta promptly called the premises to make sure everything was alright and she 

spoke with Mr. Pellerin. The customer advised he had left the pan in the oven and it started to smoke and because Mr. Pellerin was 
not sure if everything was under control, Loretta didn’t take any chances and promptly dispatched the fire department to the customer's

home to complete a full site inspection. She reached out to the customer to reassure them that everything will be okay and we will be 
with him alongside every step of the way. Before the end of her shift, she reached out to the customer again to make sure the 

customer was okay and safe. The customer advised her that everything was good, the premise was cleared and they were extremely 
grateful for the level of care and attention they received from Loretta.
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Q12

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

Loretta has tremendous personal initiative and constantly pursues new training and professional development opportunities. On top of 

this, she always takes the time to share her acquired knowledge and experience with peers, especially new team members. While 
Loretta is a good independent worker, she thrives in a team environment where she works with her peers to gather ideas and input. 

Our TELUS values have been the cornerstone of our high performance culture:

We passionately put our customers and communities first

We embrace change and innovate courageously
We grow together through spirited teamwork

Loretta’s actions are fully aligned with our TELUS values. She always goes above and beyond what is expected from her role, by her 

action, her implication and dedication as well as being there for others. She has a positive attitude and always has a kind word for 
everyone, her colleagues know they can count on her.

 
She actively participates in engagement committees by gathering feedback from her peers and creating action plans with her leaders 

to help boost the overall team morale and engagement within the organization.

Q13

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

Ever since we hired Loretta in 1997, she has achieved perfect attendance. She is always on time, never missed any scheduled shifts, 

and actively participates in company volunteering events. Loretta can be described as the life of the office as she is always the one to 
share feedback or get us thinking.
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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.

For each of these call examples Loretta’s quality of work is outstanding

Detail-oriented and results-driven
Settles only for delivering services of high quality for our customers.

Committed to always finding new ways or solutions to deliver the best customer service
Quality of work exceeds expectations on every occasion.

Committed to producing the very best work at all times.
Completes tasks thoroughly and beyond expectations.

The customer called in to advise they were leaving town and she wanted to update the call list. While verifying the customer it turned 

out that the customer had forgotten her password for the account. Loretta helped to retrieve the password and also made sure the call 
list was up to date and advised that the responsible parties require a code for the alarm system and password in case the alarm is 

triggered on site. The customer was very appreciative and told Loretta she had been super helpful. Loretta went the extra mile to assist
the customer instead of transferring the customer to another department and spending more of their time on the phone.

Loretta received a residential fire alarm during one of her shifts, and immediately called the premises to see if they needed assistance. 

Due to beeping coming from the system, the customer had been testing and adjusting the smoke detector to try and stop the beeping 
and accidentally set off the fire alarm. Using her years of knowledge obtained while working with the systems, she was able to assist 

the customer with their issue. She first made sure the customer had our information to call in beforehand, that way we can assist them 
to diagnose the trouble beeps, help clear any messages and troubles, and even put the system on test for them in case they 

accidentally set something off. By taking the extra time with the customer, she was able to help prevent a costly dispatch of 
emergency services. She was also able to impart some of her knowledge on the customer so that they can feel more confident with 

the system and our abilities, as well as having a positive experience to shape their opinions of us.

Recently, a customer called in and was concerned because his siren was not sounding when he opened his back door and he thought 
there might be a technical issue. After reassuring the customer that she would do what she could to resolve as many of his issues 

with the system as she could, she offered to help run a couple tests. Loretta put the system on test to check a couple of things with 
the customer and discovered that the back door had a delay, and that was why it was not immediately going off. The customer wanted 

this feature removed and also wanted some changes made to his call list, as well as knowing the password for his wife. Loretta 
advised she would connect him with technical support, but first she assisted him with as much as she could to update his account and 

retried some information he requested. Thanks to Loretta taking the time to help the customer as much as possible, it kept the whole 
process flowing smoothly and reduced the amount of times a customer might get transferred between different departments. The 

customer was very grateful for her assistance and advised that she was amazing and it was a very wonderful experience.

Q15
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