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

1 / 5

Q1

Please provide the name and title of the nominee.

Name Tracy Ehrsam

Title Director of monitoring Operations

Company Habitec Security

Email tracy@habitecsecurity.com

Phone 800.832.5276 x648

Q2

How long has this nominee been employed by your organization?

35 years

Q3

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

I started in 1988 as an operator, after a year became Central Station Supervisor for all shifts. Over a couple years title was changed to 

Central Station Manager. Titled changed once again two years ago to Director of Central Monitoring.

Q4

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

34 years of managing all three shifts.  Only had title changes. I have been the only CS Manager for 34 years.
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Q5

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

Many years of learning and teaching. I have grown with Habitec and helped make best decisions for the company along the way. I 

have many years of ongoing acquaintances with other companies. I have taken classes/courses in communications and customer 
services. Have attended lots of Netone and TMA groups. Areas of my responsibilities are keeping central station experienced and 

informed.

Q6

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

Central station Entre' certified, Dmp certified, TMA operator level 1, CPR, compass, First Aid, PDQ Award, Top Workplace

Q7

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

Communication skills and customer service, flexibility and eager to learn.

Q8

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

overlooking the new employee and trainer. Making sure hands on and visual training process is thoroughly explained and new hire is 

comfortable and confident moving into their new role.

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.).

Quarterly awarded Top-Operator awards pertain to leadership, initiative, team work, attitude, phone etiquette, alarm count and follows 

with a cash reward. Career path is a two year tiered program that allows operators to move in a timely fashion towards a higher level of 
responsibilities which in turn comes with higher wages. Recognition app allowing each operator to nominate fellow employees with 

cash value. Hiring referral rewards the employee and a new hire with cash reward at 6 months and 12 months of retention.
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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.

-Staff scheduling is overlooked and covered by each shift supervisors.

-no budget needed.
-handle as they may come and accommodate as needed.

-listen and offer best solutions to move forward.
-address the issue as it comes.

-listening, explaining and write-up, suspensions, classes if needed and as a last resort termination. 
-making sure procedures are clear, explained and to be followed.

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.

Covid period was the most challenging to get everyone prepped and prepared. Each operator was equipped with own computers and 
phones and at no time was any customer service compromised. No employee turnover had a happened and all employees were kept 

safe.

Q12

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

I keep a very close relationship with our customers along with dealers. I make sure to keep contact and always have an open door 

policy to all.

Q13

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

Keep very good interactions with authorities and their procedures. They can call or email me anytime. Provide authority contact 

information for customers on our website.

Q14

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

We have done commercials, magazine articles, billboards, local news cast and newspapers.
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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.

Individual quick books with captions and pictures. Travels or has sit downs with Dealers on new products or features. Attends 

seminars and webinars.

Q16

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

Two-call procedures, panic procedures, automation and video verification, alarm text messaging.

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?

Netone, TMA, Dice Corp., Top Workplace

Q18

In which community outreach programs is the nominee involved?

Toledo Gospel Rescue mission, Church Outreaches, Toys for Tots, Little Boo at the Zoo, Goodwill

Q19

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

Making sure operators has best tools and equipment to do their best. Setting up sms/text to customers for convenience. Cleared 
procedures to be more efficient. Set automation to control or hold certain signals. Modified OHE signals to be more consistent for the 

customer and operators.

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.

Continue to lead by example by putting in the hours and hard work to make sure Habitec customers are always a high priority and they 

are always assisted when needed. I have dedicated 35 years to Habitec and the surrounding community, striving to help the company 
along with co-workers to be the best we can be. I always have an upbeat attitude that spreads to others. I see the best in others and 

always keep an open door policy. I never ask anyone to do what I would not be willing to do myself.
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Q21

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

Respondent skipped this question


