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Q4

TRAINING AND EDUCATION - Please provide detailed information on your new hire and on-going training programs.
Please specifically address content, testing, evaluation/analysis, and methodology. Share the qualifications and training
for your trainers. Define additional training modules and target skill sets. Explain how you determine and address training
and knowledge gaps over time. Describe how training programs are allocated and include any incentive programs that
you have implemented around training. (10%)

Statewide Central Station places a strong emphasis on the training and education of its employees. New hires go through a 

comprehensive onboarding process that includes both basic online and offline training on the DICE/Matrix platform and a phone 
etiquette training program custom-designed in-house to complement the line of work. Trainees start with low-priority signals and 

gradually progress to high priorities as they become more confident with the system. They then move on to TMA (The Monitoring 
Association) training which provides a basic understanding of the alarm industry and how to communicate with all parties involved, 

including PSAP. The TMA training helps to ensure that all operators understand industry standards and best practices, and provides a 
solid foundation for their role in the monitoring center.

Our Co-President, Pamela Columbia, is highly qualified in this area with a Master's degree in education and a certification as an 
operator instructor from the Central Station Alarm Association (now known as the Monitoring Association (TMA)). With her education 

and experience, Pamela is instrumental in training our operators and ensuring they have the necessary skills to perform their jobs 
effectively.

In addition to in-house training led by Pamela, we also provide FDNY and NFPA training to our staff to ensure they are up-to-date on 
industry standards and regulations. Additionally, many of our staff are NICET certified, demonstrating their commitment to continued 

learning and professional development.
The level of internal training required for each operator depends on how well they pick up the protocols and system. The training is 

tailored to each individual to ensure a high level of quality in performance. Whenever a new procedure is put in place, each shift 
undergoes training to be informed of the necessary changes.

The trainers themselves are qualified professionals with extensive experience in the alarm industry. The company has implemented 
internal communication systems to ensure new protocols and communication between locations are effectively disseminated. The 

company also allocates resources towards training programs and continuously evaluates the effectiveness of its training methods 
through ongoing analysis and testing. Incentive programs have been implemented to encourage employees to engage in further training

and development. To address training and knowledge gaps, the company periodically evaluates the performance of its employees and 
provides additional training as necessary.

The company has also implemented a 4-Tier Structure for Operator Growth to provide career advancement opportunities for its 
employees. The 4-Tier Structure includes the following roles: Operator, Phone Supervisor, Data/Quality Supervisor, and Shift 

Supervisor. This structure provides a clear pathway for operators to grow within the company and gain recognition for their 
contributions. The 4-Tier Structure motivates the employees to keep learning and growing and ensures that the company has a well-

rounded and experienced workforce. With the implementation of this structure, employees can see a sense of a career within the 
company, and they can pick up more duties as they progress through the different tiers. The 4-Tier Structure, along with the 

comprehensive training programs, highlights Statewide Central Station's commitment to the professional development of its employees 
and its focus on quality services. By providing employees with the necessary skills and opportunities to grow, the company can 

continue to attract and retain talented individuals and maintain its position as a leader in the alarm industry.
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Q5

DISASTER RECOVERY - Please explain your center’s disaster recovery solution. Provide details relevant to its scope,
how you train to the plan and how/when you test the plan. (Note: It is acceptable to submit a copy of the outline page of
your plan.) (10%)

Statewide Central Station is dedicated to providing top-notch service and reliability to our clients. To achieve this, we have 

implemented fully hot redundant central station solutions in 3 locations nationwide, which automatically switch signals, alarm traffic, 
and phone traffic in the event of a disaster, ensuring seamless and uninterrupted service. Our system can also be load-balanced based

on weather and other factors, adding an extra layer of reliability and flexibility.
Recently, we have made major improvements to our disaster recovery solution, allowing us to accommodate our rapid growth and 

increase our capabilities by over 100%. The TMA (The Monitoring Association) also plays a crucial role in maintaining our high 
standards of service by providing us with industry best practices and guidelines to follow in the event of a disaster.

We take training and testing our disaster recovery plan seriously. Regular training is provided to our employees to familiarize them with 
their roles and responsibilities in the event of a disaster, including how to switch over to the redundant system and communicate with 

clients and other relevant parties. We also conduct regular drills and tests of our plan to ensure its effectiveness and make any 
necessary adjustments.

Statewide Central Station is committed to ensuring the highest level of service and reliability for our clients, and our disaster recovery 
solution is a critical part of that commitment. We continuously evaluate and improve our processes and systems to ensure that we are 

always prepared to respond to any situation.
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Q6

USE OF TECHNOLOGY - Explain how technology is used to support business intelligence for monitoring operations;
customer support; training; sales and marketing; HR; accounting; and, end users/subscribers. (10%)

Statewide Central Station leverages technology to support various aspects of its business operations. To support business 

intelligence, we use a comprehensive LMS (Learning Management System) to track and monitor our monitoring operations. This 
system provides real-time data and insights into our performance, allowing us to continuously optimize our processes and improve our 

overall service.
In terms of customer support, technology plays a crucial role in providing fast and effective responses to our clients. We have 

implemented a text communication system that enables quick and efficient communication with our alarm dealers. This allows us to 
respond to inquiries and resolve any issues in a timely manner.

To support our training efforts, we utilize technology to provide life safety training to our employees. Our LMS system provides access 
to a variety of online resources and training materials, allowing our employees to learn at their own pace and stay up-to-date with 

industry developments.
In the area of sales and marketing, technology provides us with the tools and insights we need to effectively reach and engage with 

potential alarm dealers. We use a variety of digital marketing tools and platforms to promote our services and reach a wider audience.
For HR, technology provides a centralized platform for managing employee information and benefits. This makes it easier for us to 

track employee performance and provide the support they need to succeed.
In accounting, technology provides us with the tools and systems we need to accurately track and manage our financial information. 

This allows us to make informed decisions and plan for the future.
The Monitoring Association (TMA) also plays a crucial role in helping us stay ahead of the curve when it comes to the use of 

technology in our industry. The TMA provides us with industry best practices and guidelines, as well as access to new and innovative 
technologies, to ensure that we are always using the latest and most effective tools to support our operations.

Finally, technology is used to support our end users and subscribers. We provide easy-to-use online portals and mobile apps that allow 
alarm dealers to access their account information, control their alarm systems, and receive notifications in real-time. This provides our 

alarm dealers with a convenient and efficient way to manage their security needs.
In conclusion, technology plays a crucial role in supporting various aspects of our business at Statewide Central Station. From 

business intelligence to customer support, training, sales and marketing, HR, accounting, and end-user services, we utilize technology 
to continuously improve our operations and provide our alarm dealers with the best possible service.
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Q7

FALSE DISPATCH PROCEDURES/REDUCING FALSE ALARMS - Explain standard alarm procedures and how your
monitoring center uses technology to reduce false dispatches.  Outline your approach for identifying offenders and
corresponding remediation. If applicable, identify any training programs that you have developed for key stakeholders,
inclusive of employees, end users, or others. (10%)

Statewide Central Station places a high priority on reducing false dispatches, as they can waste valuable resources, including time and

money, and can also have a negative impact on the reputation of our company. To address this issue, we follow strict standard alarm 
procedures and use technology to minimize the number of false dispatches. Our monitoring center adheres to ABUS standards and 

implements best practices recommended by the TMA (The Monitoring Association).
We use advanced technology to detect and filter out false alarms, including sophisticated algorithms and systems that analyze signals 

from alarm systems and verify their validity. This helps us to quickly identify genuine alarms and prioritize the dispatch of emergency 
services to the appropriate location.

To prevent false alarms from occurring in the first place, we provide training to our employees, end users, and other key stakeholders 
on the proper use of alarm systems and the importance of following standard alarm procedures. This training covers topics such as 

correct code entry and proper maintenance of alarm systems, among others.
In the event that a false alarm does occur, we take a proactive approach to identifying the offender and implementing appropriate 

remediation measures. This may include working with the end user to resolve technical issues, providing additional training on proper 
alarm use, or imposing penalties for repeat offenders.

Statewide Central Station is committed to reducing the number of false dispatches and ensuring the efficient and effective deployment 
of emergency services. Our use of technology and adherence to industry best practices help us to achieve this goal, while our training 

programs help to educate and empower our employees, end users, and other key stakeholders to be responsible and proactive in their 
use of alarm systems.
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Q8

COMMUNITY ACTIVITIES - Detail how you help employees engage in community activities and causes. (10%)

At the Statewide Central Station, we are dedicated to not only providing top-notch security services, but also being active members of 

the communities we serve. Our employees are encouraged and supported in their efforts to engage in community activities and causes
that they are passionate about. We believe that giving back to the community is not only important, but also a core part of our 

company values.
One of the ways we help employees engage in community activities is through our support of local hospitals. Each year, we organize a 

toy drive where employees can donate toys to children who are receiving medical care. This is a fun and meaningful way for our 
employees to show their support for the community, and it brings joy to children who are facing tough times.

Another way we support our employees' community involvement is by hosting career days for local schools. During these events, our 
employees bring their children to work to learn more about what they do and the exciting career opportunities available in the security 

and monitoring industry. This is a great way to inspire the next generation of leaders, and it also gives our employees a chance to 
share their expertise and experience with the community.

Our Presidents, Pamela Columbia, and Steven Coppola, are also deeply involved in the community. Pamela is a member of an 
executive club in Staten Island that helps monitor and mentor young female leaders in their career paths. This club provides guidance 

and support to women who are just starting out in their careers, and it gives Pamela an opportunity to give back to the community and 
help shape the future of the next generation of leaders.

Additionally, our employees are encouraged to attend community-based events and fundraisers to support local causes. Whether it's a 
charity walk, a local food bank, or a fundraiser for a youth sports team, our employees are always eager to get involved and make a 

difference. This is a testament to the passion and commitment of our employees, and it shows that Statewide is not just a company, 
but a true partner in the communities we serve.

Pamela also sits on the board of the non-profit Staten Island Economic Development Corporation (SIEDC), which helps to drive local 
development within Staten Island. Through her involvement with the SIEDC, Pamela is able to influence the direction of the community

and help shape its future.
Finally, Steven is involved with the TMA and sits on their panel, where he is able to network and partner with other members of the 

association. This allows him to stay up-to-date on the latest industry trends and developments, and it also gives him an opportunity to 
contribute to the industry and shape its future.

Statewide Central Station is dedicated to being an active and involved member of the communities we serve. Through our support of 
local hospitals, career days, employee involvement in community-based events and fundraisers, and involvement with industry 

associations, we are able to make a real difference in the lives of those around us.
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Q9

METRICS - Identify KPIs and frequency of reporting. Explain how these reports are used to manage day-to-day
operations. (10%)

At Statewide Central Station, we understand the importance of metrics and KPIs in managing day-to-day operations. Our key 

performance indicators (KPIs) include alarm response time, call volume, inbound call traffic, and customer satisfaction. We regularly 
track and report on these KPIs to ensure that our operations are running efficiently and effectively.

One of our key metrics is alarm response time, which measures how quickly our alarms are dispatched. This is a critical component of 
our monitoring operations and helps us to ensure that we are providing the best possible service to our clients.

Another important metric that we track is call volume, which helps us understand the demand for our services and make informed 
decisions about staffing and resource allocation. We also track inbound call traffic, which helps us understand the volume and nature 

of calls we receive and make any necessary adjustments to our processes and systems.
Customer satisfaction is also a critical metric that we track. We gather feedback through surveys and direct interactions with our 

dealers and clients. This feedback is used to continuously improve our service and ensure that we are meeting the needs and 
expectations of our clients.

In summary, the KPIs and metrics that we track help us to manage our day-to-day operations and ensure that we are providing the 
best possible service to our clients. We use the information gathered from these metrics to make informed decisions and continuously 

improve our processes and systems.
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Q10

EMPLOYEE RECOGNITION - Explain your center’s approach for recognizing employee excellence in areas of
productivity, Q/A scores, attendance, etc. Provide information on any employee referral programs and retention bonus
programs. (5%)

At Statewide Central Station, employee excellence and success are highly valued and recognized. Our operators play a critical role in 

ensuring the seamless and uninterrupted service to our clients, and their efforts are appreciated and rewarded. To recognize their 
excellence, we celebrate their success, particularly in areas such as productivity, quality, and accuracy (Q/A) scores, attendance, and 

customer satisfaction.
One way in which we recognize their success is by highlighting their achievements and interactions with alarm dealers. With a low 

false dispatch rate, our operators are handling and managing a high volume of calls with professionalism and efficiency. When we do 
have an interaction, our operators are trained to handle it with the highest level of customer satisfaction, and we celebrate their 

success.
In addition to recognizing individual achievements, we also have employee referral programs in place. This program rewards 

employees who refer new talent to the company, recognizing their role in helping us grow and succeed. Furthermore, we offer retention 
bonuses to employees who demonstrate a high level of dedication and commitment to their work and the company.

At Statewide Central Station, we are committed to creating a supportive work environment that fosters employee growth and 
development. In line with this commitment, we have implemented a number of initiatives that not only celebrate employee 

achievements but also provide opportunities for growth and advancement. 
One of our key initiatives is the implementation of a new integral LMS software that automates processes, thereby increasing 

scalability. The software helps to streamline our operations, reduce manual errors, and improve performance and efficiency, thus 
allowing our employees to focus on delivering high-quality customer service. To further support our employees' professional 

development, we have also improved our performance evaluations by introducing a multi-standard point structure. This structure 
provides a comprehensive and fair evaluation of employee performance and provides the basis for rewarding excellence and 

recognizing growth opportunities. We are also committed to promoting the security industry as a career option to young people, 
particularly through our school outreach programs. By promoting technical and sales careers in security, we aim to increase the talent 

pool and attract the best candidates to join our organization. 
Additionally, we are focused on reducing our carbon footprint and promoting sustainability. To this end, we have added a global green 

solution to our operations, which aims to reduce our carbon footprint by 4% each year. This solution represents our commitment to 
environmental responsibility and supports our goal of creating a more sustainable future. Overall, our approach to employee excellence 

and success is centered around creating a supportive work environment that promotes growth, development, and recognition of 
individual and team achievements.

Overall, our approach to employee recognition is centered around celebrating and rewarding their success, growing with our 
employees, and creating a positive and supportive work environment that fosters growth and development.
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Q11

QUALITY OF RECORDS (Alarm history, recordings, etc.) - Detail your center’s records retention process, including its
approach for alarm history and phone calls. Explain how you use history to evaluate current challenges, productivity, and
effectiveness. Lastly, how is history used to understand current business, customers, and employees? (5%)

At the Statewide Central Station, we take the quality of our records very seriously. We understand that having accurate and detailed 

records is essential for evaluating our performance, identifying areas of improvement, and understanding the needs of our business, 
alarm dealers, and employees. To ensure the quality of our records, we have implemented a rigorous retention process.

We use riddance cold backups to store our records, which includes alarm history and phone call recordings, with a history of up to 5 
years. This provides us with a comprehensive archive of our operations that we can use to evaluate our performance over time. Our 

dedicated quality control (QC) team regularly uses this history to review operator activity and ensure that all signals are handled 
correctly.

In addition to regular reviews by the QC team, we also conduct spot-checks of our history and recordings for insurance quality control 
purposes. This allows us to proactively identify any areas of concern and take immediate action to correct them. Both new and 

experienced operators are subject to these spot-checks, ensuring that we maintain a high level of quality across all aspects of our 
operations.

In summary, our rigorous records retention process and quality control measures help us maintain accurate and detailed records that 
we use to evaluate our performance, identify areas of improvement, and understand the needs of our business, alarm dealers, and 

employees.

Q12

RELATIONS WITH AHJs - Explain how your monitoring center works with public safety to increase effectiveness,
reduce false alarms, and increase awareness of industry trends, technology, and contributions. (5%)

Statewide Central Station is committed to working closely with public safety entities, including the FDNY, to increase the effectiveness 

of monitoring operations and reduce false alarms. Our Co-President, Pamela Columbia, plays a key role in this relationship as she is 
actively involved in the industry and sits on committees that guide the direction of the industry. This close relationship with public 

safety entities not only allows us to stay up-to-date on the latest industry trends, technology, and contributions, but it also ensures that 
we are compliant with the mission of the fire alarm association. This helps us provide the highest quality service to our alarm dealers 

and maintain our position as a leader in the industry.

Q13

BUSINESS STRATEGY/CUSTOMER RELATIONS - How do you approach and manage communications with your
customers? Share how your center solicits voice of customer?  How do you keep them apprised of business
developments, advancements, and new products or services? (5%)

Statewide Central Station has a dealer-centric approach to managing communications with its alarm dealers. The company is led by 

Pamela Columbia and Steven Coppola, who serve as the Presidents and are accessible to dealers 24/7, 365 days a week. The cell 
phone numbers of both leaders are provided to dealers to ensure that they have direct access to support and assistance when needed. 

The company values constant communication with its dealers, and it keeps them apprised of business developments, advancements, 
and new products or services. To solicit the voice of its alarm dealers, Statewide Central Station engages in direct interactions and 

surveys, and it also employs various communication channels such as news blasts, mailers, and social media postings to update its 
network. This approach helps the company stay connected with its alarm dealers, respond to their needs and preferences, and 

maintain a high level of alarm dealer satisfaction.
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Q14

ENGAGEMENT WITH INDUSTRY GROUPS - Identify relevant industry association memberships that you center
maintains.  How does your company participate in or contribute to these associations? (5%)

Statewide Central Station is an active member of several industry associations, including The Monitoring Association (TMA), National 

Fire Protection Association (NFPA), New York Fire Alarm Association (NYFAA), Alarm Association of Florida (AAF), New Jersey 
Electronic Life Safety Security Association (NJELSA), and Women in Security. These memberships demonstrate the company's 

commitment to staying current with industry trends, best practices, and regulations. The company's Co-President, Pamela Columbia, 
actively participates in these associations and is involved in shaping the direction of the industry. 

Our Co-President, Steven Coppola, is actively involved in the TMA and is a member of the TMA Technology Committee and the TMA 
Surveillance and Video Verification (SVV) Committee. He is committed to staying on top of industry trends and advancements and is 

always looking for ways to implement new technologies into the company to set the standard in the industry.
Through his involvement in the TMA, Steven works closely with industry experts and other members to stay current on best practices 

and new developments in the field. He is constantly seeking out new and innovative solutions to improve our services and offerings to 
alarm dealers. He brings his expertise and experience to the TMA to help shape the direction of the industry.

This engagement with industry groups helps the company to provide the highest quality of service to its alarm dealers and to stay 
ahead of the curve in terms of technology and alarm dealer needs. The company contributes to these associations through 

participation in events, discussions, and sharing of knowledge and experience with other industry leaders.

Q15

ADDITIONAL INFORMATION

Statewide Central Station is a leading provider of security alarm monitoring services. We are proud to announce that we are UL 

Certified and licensed to operate and monitor all 50 states. With our rapidly growing presence, we have acquired coverage throughout 
the nation, making us a top choice for alarm monitoring.

At Statewide Central Station, Pamela, and Steven not only lead the company as Co-Presidents, but also share a strong sibling bond. 
With over 25 years of experience working together, their trust in one another and ability to utilize each other's strengths have been 

major contributors to the success of our organization. Our family atmosphere is reflected not only in our management team but also in 
our entire staff, making us a preferred choice for alarm companies. At Statewide, we believe that teamwork is key, and we are very 

selective in choosing our team members, recognizing the importance of having the right individuals in place to drive our success 
forward.

We are committed to partnering with our alarm dealers to provide training and support. Our goal is to help them and their customers get 
the most out of our services and to ensure that they are always up-to-date with the latest industry trends and technologies.

We are proud to be the largest fire alarm account holder in New York, with one-third of the city's fire-approved accounts. This is a 
testament to our commitment to providing the highest quality services and to our expertise in the industry.

We maintain constant communication with the fire departments to stay abreast of any new or revised fire codes, technologies, and 
solutions. This helps us to stay ahead of the curve and to provide cutting-edge fire alarm monitoring services to our customers.

Q16

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