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Q1

Please provide the name and title of the nominee.

Name Tanisha Freeman

Title Dispatch Supervisor

Company Titan Protection

Email tanisha@tpcsecurity.com

Phone 913-441-0911

Q2

How long has this nominee been employed by your organization?

4 yrs

Q3

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

Started as the overnight dispatcher and was promoted to dispatch supervisor

Q4

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

2 yrs

Q5

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

Tanisha was an overnight dispatcher for two years. She is currently the dispatch supervisor of the 24X7 dispatching team
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Q6

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

Titans Career Advancement Program (CAP's)

TMA Level 1 & 2 certification

Q7

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

Are new employees able to comprehend and follow account notes?

Do new employees have any monitoring or dispatching experience?
Are new Team members able to multitask, what are examples of this?

What are good examples of customer service provided in difficult times?

Q8

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

Tanisha trains the dispatchers on the monitoring process, phones, and radio traffic.

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.).

Immix reviews are completed daily, this ensures the operators are getting the opportunity to know what they are doing well and what 
needs to be worked on. Employees are given incentives for tasks completed correctly. There are monthly meetings scheduled to keep 

the lines of communication open within the team. Tanisha schedules at least one supervisor shift with each of her team members to 
catch up and see how they are doing every week. When an operator gets an arrest an entire company wide email blast is sent giving 

the operator recognition throughout the entire company as well as a bonus. When there is a job opening in dispatch before the job 
listing is posted operators can take the shift or move to another department. Dispatchers are also given the opportunity to work 

different shifts and learn the different functions of another shift.

Page 3: Hiring and Training Staff (15%)

Page 4: Day-to-Day Management of the Monitoring Center (25%)



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

3 / 5

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.

- Scheduling, emergency staffing and peak signal activity.

Tanisha makes and publishes the schedule. If there is an emergency and it cannot be covered, she will cover the shift. Being a cloud 
based company, Tanisha can use her laptop to remote in to help operators when help is needed during busy times.

- Establishing and achieving budget.
Tanisha keeps track of overtime weekly and ensures operators switch shifts before overtime hours are given. She can flex her hours to

cover time off request to keep cost down. 
- Attaining and measuring customer satisfaction levels.

Random calls are listened to for each shift to make sure good customer service is given. Clients are also given her email address to 
email me if there are problems.

- Complaint and conflict resolution.
Tanisha listens to both sides to get a clear understanding before she figures a compromise and/or a resolution to the problem.

- Identifying and follow up on missed signals.
These are caught during immix reviews.  The operator who missed this is retrained. 

- Employee discipline and remedial training.
Tanisha keeps HR in the mix to help ensure that equal treatment is maintained and documented. 

- Establishing quality standards.
Tanisha is passionate about maintaining the quality of the dispatch team. She takes personal responsibility to review, train, and 

address potential issues before they become a real issue.

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.

Tanisha took on the dispatch supervisor role when the pandemic hit. At that time there had been some turnover from the previous 

dispatch supervisor. She made sure all shifts were covered as well as hiring the new dispatchers and training them. Using a positive 
caring attitude along with positive relationships, she has built and maintained with a strong relationship with her dispatchers and the 

security officers.

Q12

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

Tanisha often gets calls directly from the clients to discuss the good and the bad. She is respected by her team and the clients to give 

a unbiased view of a situation. Often she can resolve an issue before it escalates to upper management.
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Q13

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

By concise communication with police dispatchers, she has set records for most arrest every year. She trains operators in 

communicating with emergency response operators to get the best outcome, as well as getting help to officers who request fire and 
EMS.

Q14

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

Titan Protection has recently hired a new marketing manager. Tanisha took the initiative to develop process to get the word out to the 
public on the effectiveness of cameras combined with the audio talk down to deter theft. The marketing manager is using this 

information to promote our work on various platforms.

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.

At Titan, the dispatching center is in the same wing as the technology center. There is a great synergy having both be able to interact 

with each other and see the challenges in real time. Questions and training are constantly given by the tech side so operators are 
aware of what the equipment does once it’s deployed in the field.

Q16

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

Customer service questions and greetings for each caller into monitoring. Best safety practices to help officers requesting help in the 
field. Communication practices for emergency services.

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?

TMA

Q18

In which community outreach programs is the nominee involved?

N/A

Page 6: Industry and Community Outreach (10%)

Page 7: Additional Information (10%)



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

5 / 5

Q19

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

Tanisha has brought consistency to our dispatch team. There is a high value to the end user that they have a familiar face/voice to 

talk to during the good times and the bad.

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.

I have been in a management role for decades. Over the years I have developed a keen eye on who is going to continue to rise within 

the company. Tanisha is one of the people that never backs down from a challenge, leads by example, holds herself and her team 
accountable, and is a trusted teammate. As the director of Titan, the biggest complement I can give her is that I know when she is 

working, I know Titan is in great hands.
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