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What to expect

Security Monitoring Operator interviews focus on how you think under pressure, because the job is
mostly quiet until it is not. Employers want to see that you can follow procedures, verify an alarm before
dispatching, and keep a written record that holds up later.

* Process and procedure: Questions about how you monitor, verify and escalate alarms, and how
you use access control and incident reporting systems.

» Scenario and judgement: Hypothetical situations with multiple alarms or conflicting priorities,
testing how you triage and when you escalate.

* Behavioural: Past examples of staying calm under pressure, dealing with difficult callers, or
catching a detail others missed.

e Technical: Your familiarity with platforms like Genetec Security Center, Milestone XProtect and
Gallagher Access Control, and how quickly you pick up new systems.

* Compliance and safety: How you handle CCTV footage, privacy obligations, client confidentiality
and WHS requirements in a control room.

» Client-facing: How you communicate with clients, site staff and emergency services, especially
when they are stressed or the information is incomplete.

Expect a phone screen with a recruiter or control room supervisor, then a face-to-face or panel interview
with a monitoring manager and sometimes a team leader. Many employers include a short practical
exercise, such as working through a written scenario or describing how you would handle a live alarm.
Shift availability usually comes up early, so be ready to talk about nights, weekends and public holidays.

1. Walk me through how you handle a lone alarm activation at a monitored
site, from the moment it appears on your screen to closing the job.

Why they ask

This is the core task of the role, and interviewers want to hear a repeatable process rather than a vague
answer.

How to structure your answer

Use a step-by-step walk-through: receive the alert, check the zone and any camera views, attempt
verification through audio or intercom where available, dispatch the right response, stay with the
incident until it is resolved, then log the outcome and notify the client if their agreement requires it.

Example answer

“When an alarm comes in, | first check which zone or device triggered it and pull up any camera views
covering that area. If | can see a person or a forced entry, | treat it as a confirmed activation and
dispatch a patrol straight away, staying on the radio with them. If the cause is unclear, I try the
intercom or audio challenge where the site has it, and call the site contact if the alarm is unverified.
Once the patrol reports back, | close the alarm in the system, write up the incident with times and
actions, and make sure the client report goes out if that is part of the service agreement. If police are
needed, | call them while the patrol is en route so nothing waits on me.”

2. Tell me about a time you had to stay calm and focused during a
high-pressure incident in a control room.
Why they ask



Monitoring can go from routine to urgent in seconds, and interviewers want evidence you can keep your
process intact.

How to structure your answer
Use STAR: describe the situation and the pressure, the task you were responsible for, the specific
actions you took to stay organised, and the result.

Example answer

“At a previous monitoring centre, a duress alarm came through from a late-night pharmacy at the
same time as a fire alarm at a nearby warehouse. The phones started ringing and the supervisor was
on a break. | took the duress alarm first because it involved a person at risk, confirmed the audio and
camera view showed a staff member being confronted, and called police immediately while
dispatching the closest patrol. | then handled the fire alarm, confirmed it was a false trigger from a
contractor, and logged both incidents. Police arrived quickly and the staff member was unharmed. My
supervisor reviewed the logs the next day and used them as an example of keeping priorities straight
under pressure.”

3. You have three alarms at once: a duress alarm at a retail site, a perimeter
breach at a warehouse, and a medical alert at an aged care facility. How do
you prioritise?

Why they ask

This tests judgement and whether you understand risk, not just whether you can follow a single
procedure.

How to structure your answer

Talk through your triage framework out loud: life safety first, then threat to people, then property. Explain
what you would do for each alarm and how you would communicate delays if any response is slower
than usual.

Example answer

“I would start with the medical alert at the aged care facility because it is a life safety situation, and |
would call the site and ambulance immediately. The duress alarm at the retall site is next, because it
suggests a person is in danger, so | would dispatch the nearest patrol and call police if the audio or
camera confirms a threat. The perimeter breach at the warehouse goes third, and | would check
camera views to see whether it is a person or an animal before sending a patrol. | would log all three,
note the order | handled them, and tell the warehouse client if their response was delayed by a higher
priority. If the duress alarm escalated while | was on the medical alert, | would ask a colleague to take
one of the calls so nothing sits unacknowledged.”

4. What experience do you have with Genetec Security Center, Milestone
XProtect or similar platforms?

Why they ask

Monitoring operators live inside these systems, and employers want to know how much training you will
need.

How to structure your answer
Answer directly, name the platforms you have used, give a specific example of a feature you rely on,
and explain how you have learned new systems in the past.

Example answer

“I have used Milestone XProtect daily for camera monitoring and playback, and | have worked with
Gallagher Access Control for door and visitor management. In Genetec, | am comfortable with the
alarm queue, camera layouts and the incident reporting module, though | have not configured the
system myself. When | started at my last control room, | learned Milestone in my first week by working
through the playback and export functions with a senior operator, and | built my own quick reference



for the alarm types we saw most often. | pick up new platforms quickly because the logic is similar:
find the alarm, verify it with a camera or sensor, act, then document.”

5. How do you make sure CCTV footage and incident records are handled in
line with privacy and client confidentiality requirements?

Why they ask

Monitoring operators handle sensitive footage and personal information, and a mistake can breach
privacy law or a client contract.

How to structure your answer
Lead with policy and procedure, then describe the practical steps you take, and mention the Privacy Act
and client service agreements as the frameworks you work within.

Example answer

“I treat every request for footage as a formal one. If a client or police officer asks for a copy, | check
their authority and log the request before exporting anything. | only access footage | need for a
specific incident, and | do not share clips with anyone who is not authorised under the client
agreement. When | write incident reports, | stick to what is relevant and factual, and | store them in
the system rather than on my own device. | also keep up with the Privacy Act requirements and my
employer's own policies, because a monitoring centre can lose its client's trust very quickly if footage
is mishandled.”

6. Describe a time you dealt with a frustrated client or member of the public
over the phone while monitoring alarms.

Why they ask

Control room operators often speak to stressed people, and employers want to know you can stay
professional without losing control of the call.

How to structure your answer
Use STAR: the situation, the person's frustration, what you did to de-escalate and gather information,
and the outcome.

Example answer

“A retail manager called after a false alarm had triggered a patrol to their store for the third time that
month. He was angry about the disruption and wanted to know why it kept happening. | let him
explain without interrupting, apologised for the inconvenience, and then walked through the recent
alarm history with him to show the pattern was linked to a faulty sensor rather than a monitoring error.
| arranged for the alarm to be placed on test while a technician checked it, and | followed up the next
day to confirm it was fixed. He ended the call satisfied, and the store stayed on our client list. The
experience reminded me that listening first is usually faster than defending the system.”



