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Q1

Please provide the name and title of the nominee.

Name Sherry Villa

Title Assistant Site Manager

Company COPS Monitoring

Email svilla@copsmonitoring.com

Phone 8006332677

Q2

How long has this nominee been employed by your organization?

23 Years

Q3

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

Alarm Dispatcher, Shift Supervisor, Shift Manager, Assistant Site Manager

Q4

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

2 Years
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Q5

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

Sherry has 23 years of alarm operations experience, 19 years of which have been spent in operations management. She is directly 

responsible for the operations department in the New Jersey headquarters, overseeing the site's training program, employee evaluation 
system, and customer service quality control.

Q6

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

TMA licensed, Oregon licensed

Q7

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

Having been with COPS Monitoring for 23 years through various roles, Sherry has a keen eye for the ideal dispatcher candidates. 

When hiring, she is looking for dedicated individuals who want to make an impact and be a human lifeline.

Q8

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

Sherry oversees the training program, trains new training coaches, and performs regular check-ins with trainees and training classes. 

She also runs monthly customer service training classes for operators.

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.).

Sherry performs monthly evaluations on our monitoring station dispatchers, including one-on-one meetings and quality review call 

pulling. She utilizes the company's various reward programs to recognize operators for outstanding customer service and, through her 
23 years of experience, provides individualized training for them.
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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 the assistant site manager, Sherry oversees the training of new operators and the development of tenured operators to ensure that 

they are equipped with the necessary skills and knowledge to meet quality standards. She identifies areas where employees may need 
remedial training and works with them to improve their performance. Additionally, Sherry regularly evaluates the effectiveness of the 

training program in the New Jersey office and provides feedback and suggestion to company leadership to make adjustments. As the 
assistant, she is also responsible for researching and addressing complaint calls.

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.

When Hurricane Ian made landfall in the United States in September 2022, Sherry was front and center in the monitoring center, 
working straight through a 14-hour shift to ensure we were able to meet quality response times and that our dispatchers and managers 

felt supported. She spent the bulk of her time actually logged in alongside the dispatchers, handling alarm signals.

Q12

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

Sherry interacts with our dealers regularly as she researches and addresses any complaints or questions they may have related to the 

handling of an alarm in our New Jersey office. She handles these quickly, efficiently, and professionally.

Q13

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

Although she has limited interaction with responding authorities, she does occasionally speak with them regarding dispositions on 

alarm dispatches, validating jurisdictions, and researching complaint calls. Whenever she interacts with them, she is nothing short of 
professional and open-minded.

Q14

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

Sherry assists with hiring in our New Jersey facility; thus, she attends local job fairs and conducts interviews. This, in many ways, 
makes her the face of our company. Her calm, professional demeanor and 23 years of experience make her the perfect person for this.
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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.

As the assistant site manager, Sherry learns all the ins and outs of new products and technology impacting the operations team. To 

maximize the effectiveness of the rollouts, Sherry personally trains the managers and training coaches on the changes so they can roll
it out to the operators.

Q16

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

Employee engagement. Sherry is very engaged with the operators and has been instrumental in getting out managers engaged with 
them as well.

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?

n/a

Q18

In which community outreach programs is the nominee involved?

N/A

Q19

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

Having been an operator, shift supervisor, shift manager, and assistant site manager, Sherry has a wealth of practical knowledge in all 
aspects of customer service. Furthermore, she has led the training and development of hundreds of operators during her tenure, which 

has significantly improved our company's offerings to its subscribers.
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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.

Sherry is an exemplary leader within COPS Monitoring. Her outstanding management skills, undying commitment to excellence, and 

determination to put in extra work beyond her job description have set her apart from her peers. Whether she is providing support to 
alarm operators on the floor or tackling high-priority tasks, Sherry has proven she's always ready and willing to take the reins and take 

on extra duties. As a result of her immense dedication to the company's success, she has gained a stellar reputation as an unfaltering 
and reliable team member. A testament to this was when Sherry rolled up her sleeves and handled alarms alongside the operators 

during Hurricane Ian in September 2022 and the winter storms in December 2022.

Having dedicated 23 years of her life to COPS Monitoring and the alarm monitoring industry, Sherry is undeniably qualified for the TMA 
Monitoring Center Manager of the Year award. Her exceptional contributions to the team showcase her unwavering dedication to the 

company's accomplishments. Sherry is an invaluable asset within COPS Monitoring, making her an excellent candidate for this 
prestigious award.

Q21

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

Sherry%20Villa.jpg (137.2KB)


