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Q1

Please provide the name and title of the nominee.

Name Ryana Cole

Title Ryana holds a hybrid role as both a Monitoring
Specialist III / Monitoring Mentor as well as an
Instructional Designer.

Company Affiliated Monitoring

Email N/A

Phone N/A

Q2

How long has this nominee been employed by your organization?

Two and half years.

Q3

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

Ryana was hired as a Monitoring Specialist I, handling regular burglar and fire alarm. Ryana adapted to her new role very quickly and 

quickly showed a strong level of proficiency. As a result, she was promoted first to Monitoring Specialist II and shortly thereafter to 
Monitoring Specialist III. As a level three monitoring specialist, she was responsible for handling not only conventional alarm signals, 

but regularly handled customer service calls and even video alarm events.  

Ryana shared her educational background with us during the hiring process, and we quickly discovered that Ryana had extraordinarily 
strong writing skills and understood technology very well. Starting in January of 2022, Ryana spent 50% of her time on the training 

team as an instructional designer, documenting and improving our training curriculum for new hire and existing employees.  In this 
position Ryana uses multiple software packages and voice AI programs to create e-learning material for both our new hires and our 

customers.  Ryana has been key in completing the conversion of our training curriculum from residing in a series of PowerPoint 
documents to being an integral part of our interactive, computer-based learning platform. Her experience in handling all types of alarms 

and customer interactions in the Monitoring Center has been instrumental in supporting our regular refresh of the learning experience 
for new hires.
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Q4

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

Ryana has been in her hybrid role for 7 months.   She still handles alarms during high volume periods and serves as a subject matter 

expert to all monitoring specialists in the Monitoring Center.

Q5

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

Ryana has been with Affiliated for two and a half years, and this is her first position within the security industry. She quickly proved 

herself to be a strong performer and was quickly promoted through he monitoring ranks, taking on additional responsibility and 
monitoring complexity with ease. Last year, she was made a Monitoring Mentor, where she was and is responsible for ensuring the 

success of our newest team members.

Q6

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

Ryana has completed all Affiliated training programs for alarm monitoring, PERS monitoring, Video monitoring, and customer service. 

She is also TMA Level 1 certified. Additionally, she has completed several professional development courses in adult learning theory 
and instructional design.

Q7

Describe the nominee's current areas of responsibility.

Ryana has two principal areas of focus:

• Subject matter expert for monitoring center support 
• Training development, specifically in instructional design for our learning materials that we use when training new or existing 

employees.   
Ryana’s position is unique, and the diversity of her skill set allows her to contribute to the day-to-day running of the monitoring center 

by handling alarms and coaching trainees on the same days she is developing content and training materials used in our training and 
coaching processes.
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Q8

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

Ryana is a model employee. As a monitoring specialist, she has had exemplary attendance, adherence, and quality assurance scores. 

She supports her fellow specialists by handling alarms quickly and efficiently, serving as a leader to new hires, and covering shifts 
when needed. As an instructional designer, Ryana is leading the department with her creative design strategies and ideas. She is an 

excellent communicator and always completes her assigned work before the deadline. She takes initiative in starting projects and can 
work independently with little follow up. She has recently been given more responsibility in creating training materials to be used 

outside of the monitoring center – for example, in sales and partner support.

Q9

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

• Ryana has collaborated with the trainers for a year to develop a facilitator’s guide that teaches content in the correct order and 

meets all expectations of the trainers. She regularly holds meetings to receive feedback on her work and to create a better product for 
the training team. She has also worked with our training team to create a video knowledgebase that our specialists can access at any 

time. Recently, we had an exceptionally large class of new hires and did not have enough trainers. Ryana volunteered to co-teach the 
class for three weeks in addition to completing her regular assignments. This is just one demonstration of her dedication, support of 

the learning team, and of being a team player.

• Ryana had the idea to make a “Tip of the Week” video to reinforce monitoring procedures weekly for our specialists. Instead of 
creating all the videos herself, she asked for volunteers and created an incentive for specialists to participate. This has allowed 

specialists to watch their peers and give each other useful tips that they utilize every day.

• Ryana will frequently re-prioritize and shuffle her project list when her managers present her with new and often time-sensitive 
projects. She is particularly good at multi-tasking and happily accepts any projects that we ask her to complete. She is currently 

working on a procedural refresher course and a partner portal training video.

Q10

Has the nominee ever been promoted? Provide details.

Yes, Ryana has been promoted a total of four times in just thirty months. Starting as a Monitoring Specialist I, she was promoted to 

Monitoring Specialist II, followed by Monitoring Specialist III, and finally being promoted into her new hybrid role as a Training 
Specialist and Monitoring Center 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?

Ryana faces medical emergencies daily when handling PERS alarms. In one instance, the customer had fallen and was injured. The 

customer was flustered and scared. There was no way for emergency services to enter her home. Ryana assured the customer that 
help was on the way and that she would call someone on her contact list to see if they could open the door for EMS. Ryana was 

professional and showed empathy towards the customer, remained calm while dispatching emergency services, and while speaking 
with members of the customer’s contact list. Through her persistence, access was gained to the customer’s home and the customer 

received the medical care she needed. The customer expressed gratitude for her prompt response and reassurance at a time when it 
was needed the most.

Q12

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

Ryan pushes everyone in the monitoring center to perform at 110%, while at the same time demonstrating genuine interest in and care 
for the monitoring specialists she mentors.

Q13

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

Ryana spends much of her free time volunteering at her church and utilizing her graphic design knowledge to create flyers, posters, 
and pamphlets for them.  Ryana in heavily involved in her community not only through her church but by supporting various local 

charities focused on helping and improving her community
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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.

Ryana is one of the first instructional designers that Affiliated has employed. She has learned much of the job independently by 

completing training courses, webinars, and though self-guided learning. She has mastered the use of the various software platforms we
use for content creation on her own and has quickly become more than proficient at creating engaging and visually interesting 

educational materials. 

Ryana brings a new level of performance to our training team. Her training courses are interactive and allow for asynchronous learning. 
She brings knowledge of andragogy, adult learning theory, and various methodologies to ensure that our trainings stick with our 

specialists for the duration of their tenure with Affiliated.

Some of the projects that she has worked on within the past year include:

• Developing over 30 e-learning modules
• Creating weekly Tip of the Week videos

• Designing training for new platforms and software
• Developing a facilitator’s guide

• Gamification of training materials
• Creating job aids

Ultimately, Ryana’s training and training materials have enabled us to continue to deliver better and faster service to our valuable 

customers, by using her unique blend of skills as an operator and her writing and technology skills, helping to make Affiliated 
Monitoring the best monitoring provider in the industry.

Q15

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