While ADS does not stand {o

Accurate Dispatch Services,
given Alarm Detection
Svstems history of fa
Jiarm regduction i |'i'-| 1%
well could. The secur

and fewer talse dispatches
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has earned it 2007's Police
Dispatch Quahty (PDQ) Award
BY SC0OTT GOLDFINE

n the 1980s, "The A-Team™ burst into TV
viewers' living rooms 1o bring thugs to their
knees when no one else could. Our industry
heas its owm version of "The A-Team,” only in
this case the bad guys are false alarms and
the mission is keeping unwanted dispaicles
frorm intreding on somee of ihose same living
rooms. The A" stands for Alarm Detection
Svstems (ADS), and the grade It recefved in winning the
2007 Police Disparch Quality (FDO) Award,

The Aurowa, Hl-based security and fire installation,
alarm momdioring and services proveder has managed to
slice its dispatches as a result of false alarms from what
they were when 1t was only one-thind s curreni size, The
companys comprehensbve commitment to false alarm
reduction led a three-judge panc — ane member apiece
fromn program srganizers the Security Industry Alarm
Coalition (SIAC), False Alarm Reductbon Assoctation
(FARA) and Seceniry Sales & fritegrafion — o recagnise
ADS far its special achisvement.
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Establizshed in 2005 (Pittshurgh's Veoor Security was the
initial recipient; Brink's Home Security captured the 2006
honor), the PDO program aims 1o stem the false alarm
problem by recognizing those installing and monitoring
companics that follow esiablished industry practices and
pariner with law enforcement to achicve the highest quali-
ty in police dispaich reguests, The poal is to raise industry-
wide awarencss, motivate alanm companics to be proactive
and provide models that work for others bo follow,

A runner-up bor e 2006 PDRC Award (ifeis vears repner
iip was Caisroen Alarm, see page 59), ADS and President
CECQ Robert Bondfas have reputagions as key proponents
aof prosctive and effective alarm management practic-
¢s5, Family owmed and operated since its founding more
than 40 years ago, ADS protects homes and business-
es throughaat Morthern [linok and nekghboring states
againsgt the threats of burglary, fire and medical emergen-
ches, ok well as bow temperature and food damape,

Bonblas, who wis inducted into the Seewnin Sales & fn-
tegration Hall ol Fome in 2004, ks & past president of bath
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the National Burglar and Fire Alarm Association {NB-
FAA ) and Central Station Alarm Association (CSAA L and
co-founder of the Security Network of America (SNAL In
1992, he chaired one of the original false alsrm commit-
tees, It fscused on three “Model Citses,” i|:..'|'||-:i.i1|:.'_ |':||,_.'il'|
I, which is part of ADS territon

How serious is ADS abowt [alwe alarms? Enough to in-

vest inad beast one ull-time false alamm reduction profes-
sioanl for 14 vears, and to currently have several employ-
ees pssisting on its False Alarm Reduction Tenm. Today,
the company averages 15 fewer false alarms per dav de-
spite tripling its size. 15 average number of false alarm
dispatches per alarm site during 2007 was just .44

ADS has implemented several other proven best prac-
tices, including clear, ongoing communications and
itraining for customers and §ts own emplovees: use ol
S1A CP-01 compliant alarm control panels; deployment
of Enhanced Call Verification (ECVY: identification and
immeediate follow-up of problem acoounts; [reguent ac
count updates: and development of a working partner

ship with responding bow enforcement (see sidebar on |
mage 57 and fi |1."|i4_.:h‘.u:11.

I thie fiodlewy g (MeA, Mr B, { Bonifas) discasses hesw
this methodology has been executed so spectacularly and
whyy his "A-Team” feels no pity when it comes to thywart-
ing falze alarms,

FIRST STEP I5 TAKING RESPONSIBILITY

Ernmilae: W el very strongly that bebng responsibile for the
dispatches made starts with the alanm company. We want (o
ke every effort and have the police departments we work
with want to continue towork inac s Wy, and Lhait
takes some acdditional effiort on o prart, With police and fire
resourges strefched os far as thevare, s a responsible nct for
an alarm COHTHPTy [0 ke an additionas] call o tven mned frv
1o determine the validiiy of the sinanion

We also believed thai finding somewhat permaneni
salutions o problem customers would reduce our costs
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.Fnstering Favor With Law Enforcement

A CRITICAL COMPONENT OF OPERATING a successhil, respected alarm installation/
sonvices bisiness i establishing and maintaining an amicable, collaborasroe partrershio
with law enforceemiont. This is also ome of the overiding oiteria for the Pofice Dispatch
Clusabty (PO Award, which this yoar was presonted to Alam Detection Serdces (A05),
The company's winning entry cited a multitude of ways in which ADS works

closely with law enforcement. 551 asked Norma Beaubien, one of the PDO udges
who serves as divector of the Monigomary County (Md.) Department of Police False
Alarm Reduction Section and peesident of the False Alarm Reduction Association
(FARA), what makes ADS so wigue. :

Beaubien: The single beggest thing that set ADS apart from other subrméssions is s cre-
ation of o False Alarmn Provention Team, whens there are dedcated employoes whose
soia job s wo work with problern sccounts to reduce and/or eliminate their (alee alarms.
As pant of ths program, the employess ane empowened to take whatever moans am
npcassany to reduce false alam, induding visifing customm— s on-site and switching out
equiprnent when necessary, Additionafly, ADS has irsttuted an encellent, comprehan.
i in-houise alarm technician training program, which is second to none,

How does ADS serve as a rele modal for other slarm companies?
Boaubian: ADS has & full falie alarm reduction program in place that includes educa-
tion on false alarm praevention, actively punuing ECY [Enhanced Call Verilication] for
BITinG CLSHOMens, pulting tips on its Wb site and having technicians. heave FARA
falsn alarm prevantion tip brochures with costomens. Thess arg all inftiatives that
wrvary othar alanm company in the U5, could institute with Bitle trouble, and which
would have a significant impact an the reduction of fahe alanms.

What procedures did ADS implement that you balisve have made the biggest
difference?

Baaublen: ADS' program, which equins staff 1o contact each and every alamm user
aftor a false alarn has ocourmed, has definitely made a huge impact on s false slarm
rate. By giving personal servico in this manned ADS is abla to quickly rectdfy problems
ancior rtrain alaem users when needed, befors they bacoma a burden 1o L enlorce-
et Programs such as these, couplied with other best practices ADS employs such
as installation of CP0) compliant panels, use of ECV and accaptance of slectronic

What does ADS do te foster strong relations with law enforcemant?
Beaubien: ADS has worloed closaly with the law enforcement community for many
years in s efforts to reduce false alarme. The company has developed clese warking
relabonships with law enforcemant in the communities in whidh it serves, and even has
the formes city of Auwora police chief ernpéoyed on as a consultant. ADS contributes to
the law enforcormant commaunity theough workshops designed to educate polcs and
fire afficials on advances in alarm equipment and alarm industry inttisthves.

What is the value of the PDQ pregram to the recognized companies, and the
alarm industry?
Beaubien: The PDO Award program seeks 1o raise the bar for moognizing compre-
henseve falie alarm reduction programs initiated by alarm companies. PDO winnesrs
ane viewed a5 hanoes 1o e law erforcement community bocause thay tly go alsave
and beyond in thair efiors to be good corporate partniers, They demonstrate, on a
claity basis, thes willingness 10 get involved though the implementation of falss slsrm
reduction programs in their own companies and through the expenditure of resources
to han @ positive impact on reducing false alarms 1o which lw enforcement responds.
If ewen ane other company institutes a false slarm reduction program because of
what thay see PDO winners doing, then it has boen a great success and rellects well
on the alam industry as a whale,
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PDO AWARD SALUTES FALSE ALARM REDUCTION

ADS' Ed Bordas accepts this year's POO Aaward. |- SIAL'Y Stan Martin, Honeywells Ron Roth-
man ithi compaery gives the winner 51,0000, Bonitas and FARKS Steve Heggemann

in the long mun and history has proven

s |'|:-_|'|I

Bonilas: We have thive primary people
wiha manage this program

Hl\h H_||'|.¢'|' A cen .|: 15 DHOI TR
e, in addition 1o focusing his statton mak
ing multiple call verhoation as efectinve
s I,HI"-\.'-\.i.!"-II_' & I'-:':-r'l-l1‘\-li'\'|'.' o envier balse
alzrm problem accounts ldentifed by his
central station personnel on the service
log as a repeat false alamm profbem

Mellissa Hodgetis is our in-house per:
won i e service call center who mins
reparts daily o identify a problem in its
infuney. She has the authoriiy 1o create a
service request for obvious problems and
che relave the activity to FKon Buerger.

Buerger is a 1{veanr plus false alarmm
reduction expert who is the primary per-
ST ||.'.-|I'I::||'_'\.'_I'|I|.' for rechucimg false alarms
from problem customers. He takes the
failure to achieve solutions for problem
IR CHTIET™ 18 4 !:"I_'|"-\.II:'|.'I| .'hil"l.':'_i'.'l.'.

W abso have a sales siaff of more thamn

210 |_1|-|-i'.||- who are very avware of L Facl
that this iz a hot-button area with us,
and they are diligent in getting addi-
tional phone numbers to be called be-
fore dispatch

Dur entire central station stall & 5-Dia-
miond Certihied, and is avware of the impaor-
tance of making sune w ¢ e doing our due
diligence in determining the validity ol
thi call. It is a progrun that has been em
braced company-wide, and our emplos

e are all onboard with implementing i1
|

ANY COSTS ERASED BY LATER GAINS

Bonilas: Customer contracls wene
amended stating that ADS woaeld e -
pdementing a wecond call, We also had 1o
s T utomation Svstern wp bo st two
|||_:.|l¢'||;|1|i:-_-|1«. rsteacd of st |I:-.-[:r 1Tk
v one. ' We mde a full-out effort 1o gel
relable phone mumbers from customers
when we were having communications
with them. We also stared making two
calls o ihe customer premises. so i they
lsave call-waiting and the phone is com
manlcating with the panel, on the second
call we can get throwgh

We try (o avaid issuwes with & pErsnn
ol knowing or IorgEing i passg wle, s
we will try 1o verily them by contacting
an additional key hobder. We will call the
Premiscs, ..|:I-\.:. 1 SvE MeCeIE D Answer
bnat have a cancel’ from the panel wie will

pocept Ik as electminic venlcation

Bonilas: Fourteen vears ago the cost
Wik e fu !I-lll'_lq_' P TS in Lhe !.H.'..i.:l o I:'\.!
some office time (o manage Lhe in-louss
False alarm data. We believed we were al-
ready suffering the expense of repeal ser
vice calls. The false alarm team concept
merely shifted the profsem cestomer o
our false alarm expert from our other
techs. %o from o budget '\-||.'I|HJ.|'"|||||. Wi
believed there would be a nominal bud-
pel impact, and we were right

We noaw have six service deparimenl
fEaim bendders _I'-\-‘\-I-\_._'I.Iq.'h.l il brlem Cuslon-
ers b our on-the-road false alamm expert,
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A Customized Approach

ROCHESTER, MINM -BASED CUSTOM ALARMCusiom Comemunications ne, was
launched By PresdentCEC Leigh Johraon from the basement of his home in 1958
Today, the pravider of residantial and commeancial security systems and moniacs 4.
and sound ard media solutions, smploys nearty 70 people

A hallmark of tha compams sucoess is first-rabe oustormer sendoa that includss ar

errphasis on effective alarm management and minkmizing false alarme/dispaichies
Therse nitiathves have led to Custom Alasrm notching 8 .33 false alarm depatch rate
n Z007, and baing named unnerwup of the Polica Dapatch Cuality (PDCH Award
pwer of the past these yoars

Tochnicues wsed by the company include

CONSHLEE T ol its adhartsing

B AT
ure arid contracts: thorouch educat

rrannineg and lolow-up; Beoepiance of electronic

cancoellations: S48 TP complinnoa: and axce

et workingg nelationships weth nesponding poice

fire cepartrmants. Custom Alarm Dinector of

Mareeting Mda Johnson, one of several family

Custom Alsrm Presidest/CED Leigh
Joknson i prowd of the company’s
UL-Listed cervtral monitoring station

What inspired Custom Alarm 1o mount & com- and dispatchens who recorded a 31
falsa alarm dispatch rate in 2007,

rmamibiges myctvid ot busireess, lencs insight o

thas Companys falos sl presertion Drogram

prehensive false alarm reduction program?
Mk Jofnsomn: &5 & Cormipany and Dartcu gty 85 8 centrsl rrsiton i) SLATION Wi Ang

very conscientious about serving our customers. it & our esponsibility to make s

B @ SETDNG Our CusoimeTs LU W M (00E TEy P 10 ordled 1S Bags the lowieat
numbsar of fafse alarms. 'Wa realize that a lower number of false alarms makoes bathar

busingss for us, happeer custormers, and ales pleasas local [y enforsment

How hias the program evolved over tima?

.||-|:|"-.'_:.'| A gied we moditead wias hie Blan s S — wiit 59 Ao G STy Teo-Ch

verificationa an bre alarms. Late 2007, we met with the local fing marshal o discuss

fire mesponsed and dispatches. It was agneed that we would make one call to the
homa/busness at the seme time we ane dispaiching the fire dapartmient. This has
hurthesr reduced the nuember of times the trucks moll for unnecossany calls

|II Eher 1

ird guanier of 2007, we drafied a follovw-ug

shar th

Wars N

{40 the

cudomar afer calls are mada on false alarms. Thes letter thanks the ¢
irel Ehe TIME S0 CHSOUSS Thio planm @anT AN GuUThines Drocedunes 100 presen| i) 1nis

atarrres. It also heips re-enforon the need for preventing Tadse alasmes

What hawe been the internal challenges of |mp|im-nt|ng Ehir prﬁgrﬁm‘i‘
Jotimaon: nce we have ewirys had false arm reduction as a top prority fom sales

b drsstallation, it was rat a bio acustreset, Chir central staten dapatchers Bave been
the affected most. They are the ones who make the follow-up calls and help custor
e CharbaTTTnG e Dl Ol of action. 11 wad maally U errpionins wilss ralhec for

two-call venfication as an etfort to minimize dispaiches, and increased efior

A n]
Mg CLIELCITSEE DGl 10 NS CESaEary MsoOiSE
Az for the change in the fine dispatching, it too came from tha cenfral station e

pRanchursg thioss call Pre=bBOuEes Esfareblars]. They row Bave the ability to call the ous

tomar and ‘double chieck” that the atarm was nof accidentally set off. This additionalky

T LS, PTRNEE ST FEARTOrEriD WAtk Bt CLAtOETET Snvin SIS e &9 sy Sea the elors v

go through to make sure they ame sale, yet not sending baip when it & urnecessany

ls this plan apprepriate {or any security company?
Johngon: It should work Bor mcess compansas. Tha mpal success of cur program comes

TR COMIMUTSCATG wilh cusiomers, whech & key. [his 13 8 program 1had works for

ary monitoring company willng to invest the tims (o maks it work, These programs
a0 ol CoEt A ML 1S anciveesirment of trme by the dspatchers bo hollow-up with cus
tomaers whon thoir gystem sends in false alarms, and to work with law erdorcement to

BRavainn & workeog felanongheg

WHO CAN
PROTECT YOUR
VITAL CCTV

CAMERAS FROM
DAMAGE AND
VANDALISM?

STI CAN!
ﬁ".. _—

.
Alwminum hoosing 3
aind bracket with v
heater, biower ST17 1008
ard spirsiielol,

- ABS howsing aomd
i hracke! with
3 heater, blower
DT g suamsdidedol

* Take your pick of these
mugh covers to help
keep vour CCTV cameras
in operation.

# Each is also available with
the housing and the
mounting bracket only.

* A two-year warranty with
normal use.

* Easy access for servicing.

s |nstallation is a breeze,

And you can rely on STI

Makers of the
Stopper® I device,
wiortd's #7 false fire
alarmmn fighter for
OVEr 25 Vears,

Protesl The Things
Tt Fete t;ﬁw;
Safety Techmology International, Inc.

www.sti‘usa.mm
BE0O-BBR-4T7R4

Nesd FREE ko T e #5183
wwrw, secun bysales com + BMAY 2008 59




{ PDOQ AWARD SALUTES FALSE ALARM REDUCTION

and they have been trained to be ex-
perts in solving these problems as well.

DEALIMG WITH CLIENTS, COPS, CP-01

Honifas: As new customers become
part of the ADS family, they are asked
for names to call before dispatch. As
far as getting information from es-
tablished customers, we sent a mail-
ing to all of our custemers giving them
full information on our anticipates
change in process and asking them 1o
supply us with secondary phone num-
bers, Custaomers who have given us
feedback are impressed and appreci-
ate our alffors.

Bonlfns: All law enforcement agen-
Ccles were haW}' 1oy hiear of the second
call verihcation. We had no |:u|'+11bl-:m
gn:]ling amy hu:..' LH. Sk-ulrli-:.'h became
helievers when 1|'|r.':|.' saw the aciual

ADS CEQ Robert Bowifas (o) discusses
false alarm prevesticn with S5 Editoein-
Chief Scott Goldfina,

numbers improving as the program
wins implemented,

Bonllas: CP-0] is and will b= & major
driver in reducing false alarms in the
long run. That said, lacking an upgrade
b CP-01 panel, CP-01 will not solve the
p|'r_||_'||r:r|1 wiith =omie 1‘|.I-mi|||-ul|-|.'lll.L*~ k.'_!.'-
ACY Rlarm sysiems. Enhanced Call Veri-

fication has the dramatic advantage of
immediately impacting legacy systems,
while new CP-01 systems can begin the
first diay the program is instinated,

Training and certification programs,
such as 5-Diamond online training and
certification of all central siation per
sonnel, make & magor impact in mone
effectively verifving that an alarm sig-
nal i in et false 2o we do not dispatch
law enforcement.

ESTABLISHING A MODEL PROGRAM

Baonlins: Yes, we are a leader in the in-
dustry and have been more than willing

to share our information with others who
pry wank 10 el thelr improvemends

after ours, It s a sitsation that needs (o
be addressed by the entire industry. In
fwct, it is the only ethical thing to do.
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Central Security Group, Inc.

Call today to find out why Dealers Love (C5SG...

60% Dealer Growth in 2007
3(9 Authorized Dealer Program

Arkansas

Califormna

g Up to Sdx Multiples
Carolinas N{]I‘I-EKEEUE!'UE
Flot NO HOLDBACKS
80-Day Guarantee

Kansas
L siirspama
NS sISsIpp

Dklahoma

TennpsSeEs

Weekly Funding

Personal Account Rep

Equipment Discounts

No Volume Requirements

VOIP, Digital, Cell, DSL Accepted

» Start-Ups Welcome
» Marketing Materials
« UL Listed Monitoring Station

Dealer Marketing 888-848-8851
www.centralsecuritygroup.com
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