LVT Best Practice for Central Station:

[bookmark: _Hlk171789023]Central Station vs LVT customer helpline:
Our central station operators' job is to view the alerts and take action including using live audio for deterrence, calling responsible parties and dispatching the police department. The operators are not set up or allowed to make any account changes. All account changes need to be done in writing by an account administrator to support@lvt.com. If you have any questions please contact our customer helpline at 888-588-9408.
Responsible Party (contact) changes:
During an outbound call, if someone requests for their number to be removed we will honor that and remove their number. We will not accept new contact requests verbally. The account administrator will need to send in a full new contact list which should include the cell phone number and email for two responsible parties. During an incident, the central station will call each contact once and then close the ticket as “RP non-responsive” if they do not answer.
Can the operators make changes?
•During an outbound call, if someone requests for their number to be removed the operator will honor that and remove their number. 
•If it's an inbound call, none of us can remove them due to compliance. 
•If someone calls, the best thing to do is have them e-mail support@LVT.com with the request
For any changes that need to be made to any accounts, we will need to receive the alert from the below individuals, if account changes been received from someone not listed below. WE WILL NOT MAKE ANY CHANGES, if they’re are on the list then WE CAN MAKE CHANGES. If any of these are CC on the email, we can accept cancelation. 
Megan Hill
Melinda Miller
Tyson Hunkin 
Taylor Ballard
Emily Werner
Ethan Dollar
Kat Scichilone

Video Footage Request: 
LVT has strict policies when providing Law Enforcement video footage. For any video footage request that are received, we must direct the customer/police to Link https://www.lvt.com/contact.  This website will reference all the places they can get help/request for video footage.
Email: videorequest@lvt.com
Additionally, Eyeforce WILL NOT ENGAGE any customer escalation issues. Even if we are copied on an email from a customer LVT takes the lead and will request any information needed from Eyeforce. Eyeforce will not branch out and take control of any escalations for accounts. Any actions on our side that are not requested by LVT will result in the loss of account for Eyeforce.
Support Information/Ecare Information:
If we receive power loss alert/ low voltage alerts, this will need to go to lvt support team. We’re setting up to automatically be sent to LVT support. 
Support Information:
(888) 588-9408M-F 6am-6pm
support@lvt.com
Onboarding Process:
For all LVT onboards, once devices are set up we must call lvt support line to test for powerloss for all units that was onboarded. If issues with receiving alert, this will go to LVT for further assistance and review. 
If an alert was received successfully, this will mean that LVT has been set up properly and ready to burn in. If no alerts were received during burning in, we could go live just inform LVT of this. But with the successful powerless alert this allows us to go live. 
For sites with Thermal alerts, we need to ensure action is placed on the color alert with the first action being the thermal camera (10sec) then 2nd action being the color camera (10sec)
For all cameras and axis cameras, we need to ensure we have PTZ set up on the camera tab. 
If continues issues to go live due to personnel, false alerts etc. We can send to lvt support email to further assist if PM is unable to further assist.
To review LVT Onboarding Workflow, click link:
onboarding workflow.pdf
Ecare Set-Up:
Once we have automatic emails set up, we need to ensure for Low Volage and Power loss alerts, we’re placing these alerts on autohandle  as they will be processed in the backend and not by operators. This is set up on Stages to send alerts to ‘support@lvt.com’
Contact Information Needed:
We’re only allowed to have 2 contacts per location, we will inform the PM “In communication with Tifini, there should not be more then two contacts onsite. Can you please verify which two contacts are the best to keep?”
End Service/Move Trailer and Onboards:
For End of Service, We will receive an email from the Logistic company informing of removal of units. The email signature will identify the Logistic company. 
For moved units, alertsresponse@lvt.com will send us an email regarding these changes. 
For new onboards, PM and alertresponse@lvt.com will send us an email. If we notice alertresponse isn’t included in the email thread, please add when responding. 
· When we receive a new onboard, if no map information is provided we will request for the Satellite view map of the location. 
Incident Report:
For incident reports, If the customer also wants reports we will send those reports from the ‘No Reply’ email. This will allow the customer to not be able to contact Eyeforce requesting further information or video footage.  
If an email is received to add or change CSM or a client to receive Incident reports, we will also need to update this information within ‘Incident Code’. To get this completed, we will email Gus Medrano and Jason Straka to get this completed. 
Prior to Going Live:
· We will inform if the location is going live or going through burn in period. These screenshots will be sent with the original email the submitter sent the CIF. Also copy, alertresponse@lvt.com if not on the email already.  
· Send Account number set up on our end (Xmit)
· Send welcome email to alertresponse@lvt.com & the submitter. DON’T add CSM. This will be the same email we send to the Operators. 
· If we’re unable to go live due to site protocols or any reasoning, we need to notify PM that we will not be able to go live due to protocols and protocols need to be re-reviewed to be able to go live. If no answer or issues are prolonging too long, we need to involve support@lvt.com

With-In the first 48 Hours of going Live:
If any issues are seen during the first 48 hours, we will email the PM to resolve the issue such as schedule reviewing etc. 
After the first 48 hours are over, we will email support@lvt.com for any adjustments or issues that are seen. 
Holiday Set Up:
We will keep all sites armed (Monitored 24/7) for all holidays unless stated otherwise
For LVT Reports: 
All reports that are sent will need to be sent to support@lvt.com 
Schedule Adjustments Needed:
For schedule adjustments needed, Eyeforce can adjust the schedules up to 30 minutes without getting it approved.  If adjustment is made, we must email ‘Support@lvt.com’  that these changes have been made. 
If schedule adjustments need further adjustments past 30 minutes, we will need to email ‘Support@lvt.com’ with all schedule data reviewed and provide a suggested schedule. We will await on support approval to make these changes. 
LVT and our central stations need to send all account change to be done in writing by an account administrator to support@lvt.com. We’re only allowed to change schedules if someone on the call list unless stated otherwise by LVT.
False Alarms;
Old Integration:
For false alarms/any changes made to the cameras due to false alarms, we will email support@lvt.com. We do have the ability to make changes to the cameras due to excessive alarms. We will need to provide the following to LVT when adjusting the Cameras (Hikvision or Axis) and the analytics.  
1. Provide the old Views of the cameras
a. This will be on the NVR & Actuate
2. Provide the new view of the Cameras
a. This will be on the NVR & Actuate
3. Provide the reasoning on why these changes were made, if possible include the number of alarms that been received etc. 
New Integration:
We will email ‘support@lvt.com’ if we need extra visibility, we will CC Emily, Bryn, & Nate. But all communication will go directly to support@lvt.com for any type of request. IF Excessive alerts, add “ARS Excessive alerts” to the tile of the email. 
CRM/Immix Description:
Below will be the information that needs to be in place for all LVT Sites, we need to ensure that we notate to CSM information. CSM can change per site. If no CSM is provided, we will need to request this information from the PM. For Client incident report, we will only place the client if it states to do so otherwise we will not send reports to client.
IN THIS SECTION WE WILL ADD THE PROTOCOLS THAT LVT PROVIDED ON PDF FILE, THIS WILL BE LOCATED ON THE LVT TECH FILES. These protocols will need to be created as an extra note on Stages and check acknowledge. 
This is a video intervention account where we are monitoring a (provide type of location). We are monitoring (provide total number of cameras) of the facility. There is audio on site, so we need to be sure we utilize it as necessary. If suspicious or unusual activity is seen, we need to issue audio and contact the call list for verification. If obvious criminal activity is seen, we need to immediately issue audio and dispatch police to the location and then notify the call list. 
If the call list doesn’t answer, we will close the alarm as ‘No Response from the responsible party’. We need to ensure we’re creating a ticket regarding the incident, calls was made and no response received from the responsible party. For these incidents/if anyone is seen on the property, we will need to send an incident code. 
Keep in mind, 3 Automatic audio is already being played prior to Eyeforce receiving the alarm, therefore when we receive an alarm and we will need to be aggressive when issuing audio.
If a Tamper alarm is received that means someone is messing with the trailer itself, we need to look around the base of the trailer to see if anyone is there. If the person is wearing PPE then they are fine, if they are not wearing PPE then we need to dispatch police and notify the list of the activity.

For Site Connection issues, please email the following individuals:
alertresponse@lvt.com

Support Information:
If we receive more than 1 e-care, we will just call in and inform that we're an alarm response partner and showing the cameras are down and will need to know if the cameras are down due to the environment. "We think this is an LVD, low voltage disconnection” the support line will inform if it is due to that or if its due to camera outage replacement or battery issues.


Support Information:
(888) 588-9408M-F 6am-6pm
support@lvt.com


LVT emergency line
1 (888) 588-7965
After hours: 6pm -6am


Incident Reports
CSM 
Client 
arsincidents@lvt.com

Incident Code:
arsincidents@lvt.com

 



