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Q1

Please provide the name and title of the nominee.

Name Samantha Marzili

Title Advanced Level 6 Operator/Dispatcher (Now Dealer
Support)

Company COPS Monitoring

Email SMarzili@copsmonitoring.com

Phone 800-367-2677

Q2

How long has this nominee been employed by your organization?

5.5 Years

Q3

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

Samantha started as an entry level dispatcher and worked her way to our highest Level 6 dispatcher. Since the event outlined in 
question 11 (and largely the reason for her nomination), Samantha has been promoted to Shift Manager, and recently moved to our 

Dealer Support Department.

Q4

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

Samantha has worked in our Dealer Support Department for 6 months (Prior: 4 years as a dispatcher, 1 year as a shift manager)
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Q5

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

The 5.5 years spent with COPS in various roles encompasses her entire career in our industry.

Q6

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

In addition to being TMA Certified, Samantha successfully mastered our rigorous 18-Month 6 Level Gradation training program that 
consisted of continual training and testing for her first 18-months of employment.  Thereafter, Samantha has received quarterly training 

on customer service, SOP procedures, disaster preparedness, and other required skills to ensure she can deliver the highest quality 
services when it matters most.

Q7

Describe the nominee's current areas of responsibility.

At the time of the event that we believe warrants this nomination, Samantha was a dispatcher. Samantha now works in our Dealer 
Support department, where she applies her skills, knowledge and work ethic building positive working relationships with our dealers and

helping them with all types of scenarios.

Q8

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

Samantha has been nominated multiple times for our Chairman's Award for Excellence, our company’s highest honor, for continually 

going above and beyond. During her performance reviews she receives high scores for her customer service and ability to assist our 
customers/dealers at a high level which is why she has been promoted to other positions.

Q9

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

1) The word “no” isn’t in Samantha’s vocabulary.  She has always been willing to adjust her schedule to accommodate the needs of her
teammates, and of the company. 2) Samantha is also first to volunteer for overtime when it's required and available.  3) Samantha is 

always willing to lend a hand to all teammates when she can help make a difference.

Q10

Has the nominee ever been promoted? Provide details.

Yes! Since the event outlined in question 11 (and largely the reason for her nomination), Samantha was promoted to Shift Manager and 

recently moved to our Dealer Support Department.
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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?

Each year, over ten million Americans are subjected to psychological and physical abuse from those closest to them. These could be 

people in our everyday life, our friends, at our places of work, or casual passersby at the grocery store. 

On a morning that seemed like any other, Samantha reported to work bright and early at 3:30 am. Just an hour into her shift, she 
received an incoming call from one customer I’ll refer to as Hollis. Hollis quietly told Samantha that he wished to change his password 

as he no longer wanted his current partner Landry to be able to cancel alarms. Hollis explained he wanted to change his code because 
he was concerned for his safety because his Landry is ex-military and believes he suffers from PTSD. Without hesitation, Samantha 

asked Hollis if she could dispatch the police so they could assist with his situation. After pausing for a few seconds, Hollis stated, 
"No, I should be okay… as long as he doesn't kill me by the morning." Hollis told Samantha that he would take steps to change his 

code himself, thanked Samantha, and then hung up.

Samantha, on the other hand, was on high alert. As she was getting the attention of her manager, she received another call. It was 
Hollis’ partner Landry calling to make sure police weren’t being sent to their address. She advised that there was an alarm earlier that 

day, but it was canceled because we received a proper code. After ending the call with Landry, something just didn’t sit right with 
Samantha, so she decided to dispatch the police to conduct a wellness check on Hollis and provided the details of Hollis’ concerns 

and the follow-up call with Landry.

As she handled additional calls and alarms over the next hour, Samantha couldn’t shake the bad feeling she had about Hollis and 
continued to be extremely concerned over his safety. A follow-up call with the police revealed that they had responded to the address 

to perform a wellness check, but no one was home. 

About thirty minutes later, Samantha investigated the account after police stated no one was at home and realized a Duress alarm had 
been activated at the property and was canceled because of a proper code. Though canceling the alarm was proper procedure, her 

overwhelming concern for Hollis’ safety, Samantha made a follow-up call to the police asking for another wellness check. A short time 
later, Samantha followed up with the police and learned that not only had the police re-dispatched a unit, but they advised Hollis was 

indeed in duress and was in immediate need of police assistance as Landry had returned to the property in an agitated state. The 
officers removed Landry from the property, made their report, and even helped Hollis get the assistance he needed to change the locks 

on his home. 

In our industry, following procedures is both important and necessary. However, knowing when to break protocol to protect the lives of 
those who need us most requires special instincts and tenacity. Samantha’s concern and willingness to go above and beyond not only 

exemplifies what our industry stands for, it may have well saved Hollis’ life that day.

Q12

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

Samantha is highly engaged with team members both inside and outside of her department. She has a true concern for others both 

personally and professionally. She also is known for brining treats and snacks to her teammates paid for from her own pocket. 
Teammates often refer to her as the “shift mom” (a designation she takes with great pride).
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Q13

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

Smantha is a wife and mother of 3 and puts her maternal instincts to work in a professional way with a genuine care for others.

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.

Decades ago, our Chairman launched the Chairman's Award for Excellence to recognize employees who consistently go above and 
beyond the call of duty taking care of dealers, end-users, co-workers, and our company.  Each year, our supervisors, managers, and 

co-workers make hundreds of nominations for consideration of acts that meet the program criteria. Along with other conduct throughout 
the year, Samantha’s life-saving actions outlined in question 11 earned her top honors in our Chairman’s Award program for 2022. Not 

only is she just an all-around outstanding individual, but Samantha also continually performs at such an exemplary level, she has a 
cool, calm demeanor and truly exemplifies the values of our industry.  For expressing true care, concern, dedication to our employees 

and our customers’ safety, it is with great honor that we nominate Samantha Marzili for TMA’s Operator of the Year.

Q15
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