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To provide further analytics and comparisons on service 
levels, this product shows the alarm queues alongside 
the prioritized phone traffic queues. The system also 
provides information and insight into the actual phone 
calls taken to operators to be prioritized along with the 
alarm signals, which allows centers who do take calls and 
handle alarms together to associate the calls accordingly 
and provide better service than ever before.     

Currently, the product provides three graphs. One graph, 
named the Inbound Call Engine, shows inbound phone 
calls along withthe type of alarm it is associated with.The 
queue size and the number of simultaneously dropped 
calls are displayed to give insight into why certain types 
of drops may be occurring. This also shows the time in 
red when the call is over your stated service level. For 
instance, if “cancel alarm” calls, service calls, “testing 
your account” calls were driven to your operators, with 
this product you would be able to see the service level 
of those certain calls being taken during high and low 
times - while tracking the drops, giving you the necessary 
information to help plan certain shifts and departments 
accordingly.  Another graph will display how many 
operators are logged in, how many are available by 
department, and how many are open for the handling of 
alarms. Lastly, there is a pie chart depicting the service 
level, breaking levels down by every 15 seconds that calls 
are waiting in a queue, and then showing any time over 
your service level in red.       

This product aligns central station personnel and 
managementto the goals of the center makes them 
aware of the status of their callers at a glance. The Matrix 
Aware product can be broken down further to show one 
screen for each type of queue, alarm and/or phone traffic 
integrated and sorted by their priority either separately or 
together.

Matrix Aware 



Another added efficiency through this system is its 
ability to identify and present the correct screen to the 
operators. For example, a multi-center central station 
has a sales office that takes all calls for their alternate 
location. These calls will vary and consist of “cancel alarm” 
calls, sales calls, service calls, and billing calls. The system 
presents the corresponding screen with the type of call to 
an available operator, already complete with the specific 
client’s information – and even prior to the operator 
answering the phone. This allow operators to
familiarize themselves with the call type and start 
working for the client at the onset of the call, due to the 
fact that all client validations have been done prior to 
human intervention through the client’s responses with 
the phone prompts.

Get ready for yet another “Wow Factor”, as this system 
is also setup to issue a service call back for clients or 
prospects who have hung up, either during busy times 
waiting in the queue or for other unbeknownst reasons.  
Imagine how many leads would be saved that otherwise 
might be lost forever or have never been known about.  
Furthermore, you are also looking into exceeding the 
expectations of your current customers who will be being 
given a great advantage in knowing that they will be 
connected with an operator regardless – allowing priority 
levels to be given to those that truly need it.

Two Dealer Central Stations set to 
Offer Mobile Service to Dealer Base
Bay City, MI - Two Dealer Central Stations are planning to
roll out DICE’s Mobile Service to their dealer base in the 
first quarter. This new product is a web, cloud-based 
system that allows dealers to manage their service and 
installation crews. The service system runs in conjunction 
with both the alarm monitoring software and accounting 
system of DICE Corporation. 

In order to do this, these central stations have upgraded 
to the Matrix web-based system, which allows them to 
deploy each Matrix web-based product that DICE releases 
quickly and effortlessly.   
DEALER SERVICE page 4  

Matrix Call Routing Takes Company 
to a New Level of Integration 
Atlanta, GA - The Matrix Call Routing engine Generation 
III went live a few weeks ago at a Georgia central station, 
further improving their efficient workflows. One of these 
efficiencies is as a proven directive task tool to take 
inbound “cancel alarm” calls directly to the alarm operator 
who is already handling that specific alarm. Also, the 
system will stack the inbound “cancel” calls to coincide 
with the burglar or fire alarm signals, delivering both the 
alarm and phone call at the same time. This new way of 
call routing is an engine that treats phone calls like it does 
alarm calls, prioritizing them on a grid to coincide with 
alarm signals to prevent premature dispatching on 
false alarms.

In call and emergency centers where phone calls are 
allowed to be transferred directly to operators, the system 
combines the alarm signals and phone calls to prevent 
multiple personnel from handling an account at the 
same time, and ensuring that a single operator has all the 
information needed to handle an account with success. 
Clifford Dice, when on site at the facility, noted how it was 
amusing to see the operators’ faces when they realized 
that the inbound call for the alarm they were on was also 
the client on the phone calling to cancel that very alarm. 
In fact, instances have been found where these types of 
calls would tie up two people, one may very well dispatch 
while the other was handling the authorizing party who 
was calling in to cancel.  However, now with the new 
integration of phone calls and alarm queues, the process 
not only can attach clients with their alarms and/or 
events, but setup priority levels as to what the operators 
will handle given these specific alarms that coincide with 
phone calls in the queue system.  



Mobile Sales Management
Deployed “Down Under” and More 
Companies Go-Live in 2010
Sydney, AUS - DICE Corporation sold and installed more 
Mobile Sales Management products in 2010 than in all the 
previous years since its inception in 2007. The product has 
now been deployed in Australia, complete with special 
attachments to meet their unique business needs.

This product was also modified in its latest version to 
encompass choices on the leasing of products for the 
client with a full integration of the lease payment terms 
within the accounting system for full management of 
buying vs. leasing options. Mobile Sales Management 
now allows for multiple competing product lines with 
individual options to be quoted on the same proposal, 
including breakdowns for clients to make decisions on 
what works best for them.

We have also added in an expanded multi-contract 
type format for our clients who need multiple proposals 
online, making it easier for clients using touch screen 
technologies to have the contract written on and signed 
electronically in the field. The system, similar to the 
Mobile Service Management with Signature Capture 
product, collects credit card and payment information 
and is integrated for online live transactions by individual 
sales representatives to process payment terms for both 
residential and commercial prospects and clients.

A great percentage of DICE clients who operate both a 
central station and use DICE enterprise-level accounting 
products now have combined their sales efforts using 
this integrated sales tool that seamlessly spans thealarm 
monitoring and back office software suites, providing a 
single point of data for the entire alarm company.
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With Matrix, a built-in map allows service dispatchers 
to locate their service vehicles and technicians via their 
mobile phones. Each scheduled service call is represented 
by push-pins on this graphical web map. Service data can 
be pushed and swapped out to smart phones, iPads®, and 
other mobile devices by simply having the dispatcher 
drag and drop calls from one truck icon to another. The 
service technician can then take the account offline and 
test the system while viewing the alarm history onscreen.

We anticipate the majority of dealer central stations will 
deploy this product to their dealers in the future. The best 
part for DICE clients is that this system comes FREE of 
charge with the Matrix product line---any central station 
upgrading from e*Link to Matrix gets all the Matrix 
products included as they become available. The Matrix 
product line comes with unlimited licenses, which allows 
for deployment to as many service personnel of the 
dealers as needed.

Also, DICE will be working with a client involved in the 
pilot program for testing on one site to have a new 
clustered web server environment that is designed to 
provide multiple servers to talk to the many thousands of 
remote devices, while providing full redundancy in case 
of a web server failure. The new cluster will test both CPU 
clustering and server clustering for rapid web request 
processing. 

 
As an added note,DICE Corporation receives several requests 

from dealer centrals that want to roll out similar products 
available to them to their dealers. It is clear that the next 

generation of DICE is cloud-compatible and runs on mobile 
devices. Expect many of the successful products you see now, 

like Matrix Call Routing, Matrix Aware and Matrix Mobile 
Service to come in the form of in dealer tools soon.  If you are 
interested to find out which dealer tools are available now,

contact DICE Corporation today.




