
TMA/SDM 2023 Excellence Awards - Monitoring Center Operator of the Year

1 / 4

Q1

Please provide the name and title of the nominee.

Name Susan Rhodes

Title ADT Health Specialist

Company ADT

Email susanrhodes@adt.com

Phone 972-871-3500

Q2

How long has this nominee been employed by your organization?

2 years

Q3

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

Susan was hired as an ADT Emergency Dispatch Operator in 2020 and promoted to ADT Health Specialist after 18 months. She has 

been an ADT Health Specialist for 6 months.

Q4

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

Susan has been in her current position for 6 months after getting promoted.
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Q5

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

Over the past two years, Susan has gained experience in the security industry as an emergency dispatch operator with a 

specialization in handling medical emergencies at ADT. Her job responsibilities include managing medical alarms, maintaining alarm 
systems, providing customer service, testing the medical system for customers, and dispatching paramedics promptly when 

necessary. With her expertise, Susan has proven to be a valuable asset to our team in the security industry, particularly in Home 
Security and Health Medical alarms at ADT.

Q6

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

Susan has undergone comprehensive training in Home Security and Health Medical alarms at ADT. This includes both new-hire and 
ongoing training programs to ensure she is up-to-date with the latest knowledge and techniques in her field. Additionally, she has 

received sensitivity and resiliency training to develop her interpersonal and communication skills.
Susan has obtained all the necessary licensing required in various states across the United States. She has acquired licenses from 

the State of Oregon Department of Public Safety Standards and Training and the State of Tennessee Department of Commerce and 
Insurance. In addition, she is required to pass a background check with the Ohio Attorney General to handle alarms for that state. 

These certifications and licenses demonstrate Susan's commitment to delivering quality service and complying with the legal 
requirements of her profession.

Q7

Describe the nominee's current areas of responsibility.

Susan has daily duties that encompass managing emergency medical alarms, swiftly dispatching emergency services as necessary, 
overseeing low-priority alarms to guarantee customer equipment is functioning effectively, and taking care of incoming customer calls 

for assistance with issues such as testing, troubleshooting, billing questions, and updating account details.

Q8

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

Susan is a top performer who consistently ensures that every customer's needs are met, quickly moving on to the next life-saving 

task. She has a near perfect attendance record and strictly follows her schedule. With high customer survey ratings, Susan has a 
knack for establishing a connection with everyone she interacts with. Her net customer satisfaction score is 86.36, which speaks to 

her exceptional performance. Furthermore, Susan boasts a 100% Quality Assurance average for the year 2022.

Q9

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

Susan consistently steps up to work overtime, exhibiting her commitment to the job. She takes it upon herself to help her peers 

develop their soft skills and customer communication, highlighting her team-focused attitude. Furthermore, she takes an active role in 
team meetings with her coworkers, promoting a supportive and cooperative work environment.
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Q10

Has the nominee ever been promoted? Provide details.

Due to Susan’s exceptional performance, she was promoted from Emergency Dispatch Operator to ADT Health Specialist within her 

first 18 months at ADT. Susan’s love of her work and connecting with her customers made her an obvious choice for additional 
responsibility.

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?

Susan was recognized with the prestigious Lifesaver award in early 2022 for her heroic actions in helping a customer in need. The 
customer had become trapped under a bookshelf, and credited Susan with saving his life. Thanks to his Health pendant and Susan's 

quick thinking and reassuring voice, he was able to remain calm and wait for assistance to arrive, rather than being trapped for several 
hours until his caregiver arrived. Susan immediately took charge of the situation, assuring the customer's contacts that help was on 

the way, and providing updates until the Fire Department arrived to rescue the customer. Her dedication and compassion played a 
crucial role in the customer's rescue, and her actions were recognized and honored with the Lifesaver award.Susan responded 

promptly to the customer's distress and provided the necessary assistance in a timely manner. Her calm demeanor and concern for 
the customer's well-being made the individual feel safe and secure. Susan established a deep connection with the customer.

Please see the following LifeSaver video for Susan: https://vimeo.com/688665963/8076a9efd9

Q12

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

Susan sets an exceptional example for her coworkers and consistently maintains a positive attitude in the workplace. Her genuine care
and concern for customers is contagious, inspiring those around her. She actively participates in team meetings and events, always 

offering encouraging words and spreading joy. Beyond caring for customers, Susan also shows compassion for her coworkers, 
regularly checking in on their day.

Q13

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

Susan received an Everyday Hero award in 2022. The customer, who was a quadriplegic, had fallen out of his motorized chair on a 
freezing night on his property. In a moment of distress, he activated his medical alert unit, and Susan promptly arranged for help. The 

customer expressed gratitude towards Susan for being there for him and helping to save his life.

Page 4: Life Safety Skills (35%)

Page 5: Additional Information (10%)



TMA/SDM 2023 Excellence Awards - Monitoring Center Operator of the Year

4 / 4

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.

Susan is a remarkable agent who treats each customer with the utmost care and respect, as if they were part of her own family or 

circle of friends. Her performance last year placed her among the top 10% of ADT operators, and an impressive customer satisfaction 
score of 86.36%, which exceeded the department's average. She maintained a 100% compliance rate in quality assurance, ensuring 

that every call was handled according to established procedures. Her customers appreciate speaking with her and her dedication to her 
job has earned her a Lifesaver award. Susan is always there for her customers, providing vital support and making meaningful 

connections on a daily basis. Based on her exceptional performance and commitment, we strongly recommend Susan for the 
Monitoring Center Operator of the Year award.

Susan's commitment to providing exceptional customer service is evident in the daily positive feedback she receives. She took the 

initiative to reach out to a customer who recently received a fall detection pendant and impressed them with her friendliness and 
helpfulness, prompting the customer to write a letter of commendation to her management. Susan is consistently recognized on 

customer surveys for her knowledge, helpfulness, and friendly demeanor, and is frequently praised for going the extra mile for those 
she serves.

Q15

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