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Welcome to the Doyle Security Family! 

Nothing makes me happier than welcoming new people to the Doyle Security family. 
We are thrilled to have you! We hope this Welcome Book answers your questions and 
makes you feel confident to use your new security system and enjoy all of its exciting 
features.

Our number one priority is keeping you and your home safe, and we take our job very 
seriously. We're confident that you'll be pleased with the service and support you receive 
from us. Should you need assistance with something that is not addressed in this book, 
our dedicated Customer Care Team can be reached at 1-866-GODOYLE (463-6953).

Doyle Security has been in my family since 1919, which means we've been protecting 
what's important to our customers for more than 100 years. We hope you take full 
advantage of our services and we welcome your feedback on how we can serve you 
better!

We are proud to provide you with the highest level of security and thank you for 
entrusting our company with your peace of mind. 

Welcome to the Doyle family!

Sincerely, 

John G. Doyle, Jr. 
President & Chief Executive Officer 3



Your security is our top priority and
we do it better than anyone else!

We genuinely care about our 
customers. Our mission is to
provide comfort and peace of
mind  through the highest quality 
design, installation, service and
monitoring available.

We value our relationship with you and the communities we live in. 

Our customers are the heart of our company. We will go above and beyond to understand 
your needs and exceed your expectations.

We work tirelessly to offer the best security services in the industry and are always looking for 
new ways to improve. We pride ourselves on maintaining high quality standards and promise 
to always accommodate your needs in a professional and friendly manner. We treat our
customers like family and hope you feel at home with Doyle.

We're committed to making a positive impact on the communities that we live and work in. It's 
important to us to give back in a variety of ways and we take great pride in doing so.

Promise & Deliver! is a customer service program we 
created to ensure that we provide the highest level of 
service to every customer, every day.

Our goal is to do more than just get the job done: we 
strive to exceed expectations and always go above 
and beyond. We know this program is a success 
based on a majority of the positive feedback we 
receive from our customers and we couldn't be 
prouder.

If a Doyle Security employee has gone above and beyond for you, please let us know! 
Email us directly at Promise&Deliver@GoDoyle.com to share your story.

4



Contact Us
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Emergency Response Center

Customer Care

Data Entry/
Remote Programming Fax

Account Changes

System/Code Changes

Rochester, NY Headquarters

Albany, NY Branch

Buffalo, NY Branch

Catskill, NY Branch

Erie, PA Branch

24/7/365
Rochester, NY 14623
(585)442-9450 or
(800)333-1830 (toll-free)

792 Calkins Road
Rochester, NY 14623
(585)244-3400 or
Email: Rochester@GoDoyle.com

18 Computer Drive East, Suite 102
Albany, NY 12205
(518)462-6814 or
Email: Albany@GoDoyle.com

81 Benbro Drive
Buffalo, NY 14425
(716)685-5700 or
Email: Buffalo@GoDoyle.com

495 Main Street
Catskill, NY 12414
(518)943-6777 or
Email: Catskill@GoDoyle.com

2520 Hampton Road
Erie, PA 16502
(814)453-6577 or
Email: Erie@GoDoyle.com

Fishkill, NY Branch
2 Summit Court
Fishkill, NY 12524
(845)896-9500 or
Email: Fishkill@GoDoyle.com

Syracuse, NY Branch
24 Corporate Circle Drive, Suite 1
Syracuse, NY 13057
(315)428-1234 or
Email: Syracuse@GoDoyle.com

Service & Repair
8 AM - 5 PM
(585)244-3400 or
(866)-GO-DOYLE (463-6953) (toll-free)

8 AM - 5 PM
(585)271-8273 or
(800)-724-1117 (463-6953) (toll-free)

Email: DataEntry@GoDoyle.com

Email: Remote@GoDoyle.com

Watertown, NY Branch
121 Franklin Street
Watertown, NY 13601
(315)782-7770 or
Email: Watertown@GoDoyle.com



Online Services:

6

www.GoDoyle.com

Part of being the best in our 
business means providing our 
customers with easy access to 
a wide variety of services 
online, 24/7. At GoDoyle.com 
you will find the following 
services and more right at your 
fingertips.

Request Service Request a Consultation Online Bill Pay

Request Lawn Signs
& Window Decals

Notify Us of 
Vacations

Update Emergency
Contact Information

Request Insurance
Discount Certification

Promise & 
Deliver!

Fill out the online form and
our Customer Care Team 
will contact you during 
business hours to verify your 
need and schedule an 
appointment.

Schedule a free, 
no-obligation consultation 
with a Doyle Security expert 
to discuss any of our 
services.

View your bill, access billing 
history, make secure 
payments, schedule 
payments in advance or pay 
only when you authorize it. 

Add, remove or edit 
emergency contact 
information of up to three 
emergency contacts.

Decals and signs are 
important protection 
devices. If you need new or 
replacement window decals 
and lawn signs, it’s easy to 
request them online. 

Tell us your departure and return 
dates and provide special 
instructions and emergency 
telephone numbers so we have 
accurate information in case of 
an emergency while you’re 
away.

Request a “Security System 
Certificate of Installation” 
which may entitle you 
to a discount on your 
homeowner’s insurance 
premium.

Share your story of a Doyle 
Security employee 
exceeding your expectations 
on our customer support 
page and that employee will 
receive a reward.



Emergency Response Center

We are an accredited business with the Better Business 
Bureau and are rated as an A+ company, which is their 
highest rating. The Better Business Bureau has also 
recognized Doyle Security with the Torch Award for 
marketplace excellence. 

We have received the ETHIE Award for exemplifying high 
standards of ethical behavior in our everyday business 
practices and in response to crises or challenges from the 
Rochester Business Ethics Foundation. 7

Our Emergency Response Center (ERC) provides your 
home with security and protection 24 hours a day, 365 
days a year. Your alarm monitoring is managed by our 
TMA Five Diamond Certified ERC staffed by a team of 
highly skilled operators. The ERC operates around the 
clock to ensure that every alarm transmission received is 
verified and managed with the appropriate emergency 
response. Should a smoke detector, door alarm sensor, 
motion detector, glass break sensor or medical alarm 
transmit a signal to our ERC, our team is ready to handle 
the situation immediately and with confidence.

What Sets Our Emergency
Response Center Apart?

Recognized for Excellence in Customer Service & Ethics

Emergency Response 
Center Operator Information

Company-owned and operated
The Monitoring Association (TMA) Award 
Recipient
TMA Five Diamond Certified
Underwriters’ Laboratory listed facility
Fully redundant systems to ensure 
uninterrupted operation
Dispatch protocols based on best practices 

Employees are screened for ability, 
integrity and honesty

Employees are fingerprinted and must 
pass a background check and drug
screening

Rigorous in-house training and 
development program

Ongoing operator training and testing 
certified by TMA

Must pass ongoing testing to maintain 
dispatcher status



Dispatch Procedures

     AC Power Failure
No Action will be taken unless you have extenuating 
circumstances such as a medical condition or if 
you have notified us in advance.  If this has been 
arranged, the procedure below will be applied:
1. Call site.
2. If no answer, we will notify a responder from the 
contact list, leaving messages where we are able. If 
we are unable to leave messages for contacts, we 
will continue to call until someone is notified.  You 
may also choose to receive a text message for this 
signal.
3. Resolve the alarm.
 
     Panic Alarms 
1. Call site for authorized passcode.
2. If no answer or invalid passcode is given on site, 
dispatch Police Department immediately.
3. Suspend the account for 15 minutes.
4. Notify a responder from the contact list, leaving 
messages where able.
5. Update the Police Department with any 
additional information (responder name, 
ETA and vehicle description).
6. Resolve the alarm. 

     Ambush & Duress 
1. Dispatch police
2. Suspend the account for 15 minutes
3. Call the premises and ask for passcode
4. Notify a responder from the contact list, leaving 
messages where able.
5. Update the Police Department with any 
additional information (responder name, 
ETA and vehicle description).
6. Resolve the alarm. 

     Communication Failure
1. If signal resets within 5 minutes or another signal 
is received after the communication failure, no 
action will be taken.
2. Call site.
3. If no answer, notify a responder from the contact 
list, leaving messages where able.
5. If customer is unaware of why the 
communication failure was received, 
a service ticket may be generated.
6. Resolve the alarm.

     Burglary Alarm
 
No action will be taken if we receive a cancel or an 
open signal within 30 seconds of receiving the 
alarm.  Both of these signals indicate that a valid 
code was entered for cancellation of the burglar 
alarm signal we received.  If there are extenuating 
circumstances that would require us to act on 
these alarms, or if we do not receive a cancel or 
open signal, we will apply the procedure below:

1. Call site for authorized passcode.

2. If no answer is received or an invalid passcode is 
given, we will place a call to the first responder on 
your call list.  We recommend you choose a cell 
phone number that will be answered.

3. If no answer or by your request, we will dispatch 
the Police Department.     

4. I f the Police are dispatched because we were 
unable to reach someone at the location or the first 
responder on your contact list, we will try to notify 
the remaining responders, leaving messages for all 
where we are able.

5. Update the Police Department with any addition-
al information (responder name, ETA and Vehicle 
description).

6. Resolve the alarm.
 

     Carbon Monoxide
1. Call site - if someone answers, we will advise 
them to leave the site, and the operator may ask 
the following questions:

Are all the occupants accounted for and   
are they out of the premises?

Is anyone nauseous, ill, have a headache or dizzy?

2. At customer’s request, if there is no answer, or if 
an invalid passcode is given, Fire Department will 
be dispatched.

3. Notify a responder from the contact list, leaving 
messages where able.

4. Update the Fire Department with any additional 
information (responder name, ETA and vehicle 
description).

5. Resolve the alarm.8

Doyle Security’s Emergency Response Center provides your home with the security and 
protection of a TMA Five Diamond Certified Central Station with highly trained Alarm Dispatchers. 
Together, we ensure that every monitoring transmission we receive is verified and handled with our 
established protocols and the appropriate urgency. 



Dispatch Procedures
     Fire Alarm
 
1. Call site for authorized passcode and cause of 
alarm. If false alarm is verified, we will resolve the 
alarm and no further action is needed. 

2. If no answer or customer is not on location or 
unable to provide passcode or cause of alarm, we 
will dispatch fire department.

3. If no answer at the site, notify a responder on the 
call list, leaving messages where able.

4. Update the Fire Department with any additional 
information (responder name, ETA and vehicle 
description).

5. Resolve the alarm.
 

     Gas Leak (Natural) 
 
1. Dispatch Fire Department immediately, advising 
that a possible gas leak has been detected.

2. Notify a responder from the contact list (never 
call the site) and advise responder of the same.

3. Update the Fire Department with any additional 
information (responder name, ETA and vehicle 
description).

4. Resolve the alarm.
 
 
     Late to Test (if your panel communicates 
an automatic test signal and fails to check in)
 
1.  If we receive a Late to Test signal, you will be 
notified by email and/or text message.    
2.   If unable to send text and/or email, we will notify 
a responder from the contact list between 8am and 
8pm; if the missed test occurs outside of those 
hours, notification will occur the next day. 
3.  Call site - if no answer:
4.  Notify a responder from the contact list, leaving
messages where able.
5. Resolve the alarm.
6.  Verbal notification procedure is repeated on a 
daily basis until verbal notification is made with the 
site or an emergency contact. If unable to make 
verbal contact within five days, we will begin notifi-
cation via certified letters, sent in one-week incre-
ments. If there is no response after a third certified 
letter, we will remove the notification for the auto-
matic panel test.
 
     Low Battery
 
1.  If we receive a low battery alarm, we will wait 
four hours for a restoral. If we do not receive the
restoral, you will be notified by email  and/or text 
message.

2. If unable to send text and/or email we will notify  
a responder from the contact list between 8am and 
8pm, leaving messages where able.

3.   Resolve the alarm.

     Medical Alarm (Ambulance Last Resort)
 
1. Call site - if no answer:

2. Notify a responder from the contact list, leaving 
messages where able.

3. If unable to reach a responder, or at customer’s 
request:

4. Dispatch an ambulance.

5. Resolve the alarm.

     Medical Alarm (Do Not Verify)
 
1. Dispatch ambulance immediately.

2. Call site.

3. If able to speak with the customer, advise 
authorities of any updated information.

4. Notify a responder from the contact list 
(notification to a responder will be made, even 
if we spoke with someone on site), leaving 
messages where able.

5. Resolve the alarm.

     Supervisory
 
1. Call site.

2. If no answer, notify a responder from the contact 
list, leaving messages where able.

3. Continue to call site and all responders every 
30 minutes until someone is notified.

4. Resolve the alarm.
 
  
     Trouble Signals
 
1. If a trouble signal resets within five minutes, no 
action will be taken.

2. If no reset is received within five minutes, a text 
message and/or email will be sent. 

3. If unable to send text and/or email, we will notify 
a responder from the contact list between 8am and 
8pm, leaving messages where able.

4. Resolve the alarm. 9



Tips to Reduce False Alarms

Know Your System: Make sure every person who will be using your system is fully educated 
on its operation. This can include children, caretakers, neighbors and whoever you want to be 
able to access your home on a regular basis.

Keep Users Up-to-Date: Ensure that each person who will be using your alarm system 
knows their access code to arm and disarm the system and how to communicate with us at 
Doyle. For a copy of your current passcode and call list, contact our Customer Care Team at 
1-866-GO-DOYLE (463-6953).

Have an Arming Routine: Before arming your system, check that all doors and windows are 
closed and locked and look for items that could potentially set off your motion detectors, such 
as curtains, fans and seasonal decorations. Be sure that everyone is out of the home before 
arming the system. Always disarm the system if you need to re-enter the home for any 
reason.

Notify Us: Your needs may change over time. Keeping us up to date on these changes can 
help prevent false alarms and ensure we are providing you with a system that fits your needs. 
Let us know if you change your phone number, install DSL or switch to a VoIP phone provider, 
get a new pet, begin a renovation project (such as changing doors or adding ceiling fans), plan 
to sell your home or have a change in alarm users or contact list.

10

Did you know that more than 80% of false alarms are related to preventable 
user errors? Repeated unnecessary police dispatches can present serious 
concerns for all security customers. Doyle Security is always actively 
investigating false alarms to reduce the amount of unnecessary police 
dispatches. Below are four easy ways to help reduce your false alarms. 

1

2

3

4



Residential Services
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Secure Monitoring

Video Verification

Video Surveillance

Carbon Monoxide
Detection

Service
Agreements

Water Level
Detection

Inspections

Electronic Notifications

   No telephone line? No problem! 
There are several backup options 
for your alarm system, including 
cellular, radio and internet to keep 
you safe.

   A Video Verification system uses cameras in 
addition to traditional alarm equipment to add 
a visual verification system to potential 
incidents in your home.
   The video recording is sent to our ERC 
simultaneously to allow our operators to see 
exactly what's happening and dispatch 
accordingly.

   Watch over your family and your 
home from anywhere in the world 
with our cameras and an internet 
connection. 

Burglary Detection Doyle Total Connect
(Home Automation) Fire Protection

   Keep criminals out with our 
burglar alarms, which detect 
opening of doors or windows, the 
sound of breaking glass and even 
motion within your home.
   Our team will personalize a 
package that best fits your 
specific needs.

   Simplify your life by managing 
your home security and much 
more from your smartphone, 
tablet or computer.
   Arm/disarm your security 
system, turn lights on/off, adjust 
temperature, view and control 
cameras and so much more.

   Our fire alarms detect a fire 
before the flames erupt, giving 
you and your family time to get 
out of the house and allowing 
ample time for the Fire 
Department to arrive on the 
scene. 

   Perfect to help avoid costly 
flood insurance claims.
   Early detection of flood or water 
conditions can allow you to take 
action sooner and prevent further 
damage to your property.
   Sump pump monitors also 
available.

   Protect your family from the 
dangers of carbon monoxide with 
a carbon monoxide detector on 
your Doyle security system.
   At the first sign of a carbon 
monoxide leak, your alarm will go 
off and our ERC will take care of 
the rest.

   Having a service agreement 
covers normal wear and tear in 
case of service issues and costs 
less per year than paying for just 
one service call without an agree-
ment.

   We offer system inspections 
annually, semi-annually, quarterly 
and monthly to ensure that your 
equipment is performing 
correctly.

   Track all or some events in your account's history on a 
daily, weekly or monthly basis.
   We offer text message notifications for non-emergency 
signals such as power fails and low batteries. 
   To sign up for text message notifications, call us at 
1-866-GODOYLE (463-6953), or email
dataentry@godoyle.com with your name, address, account
number, password and cell phone number that will receive
the messages.



Frequently Asked Questions
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Do I need a phone line to use my 
security system?

I just set off my alarm, why didn’t 
I get a call?

What happens if my phone line is cut?

What should I do if I set off my alarm? 

What do I do when I go on vacation?

How do I test my alarm? 

What if the power goes out? 

What should I do if I accidentally 
set off my fire alarm? 

What if I move to a new address or 
make changes to authorized users? 

Changing to an Internet-based phone service will 
affect the connection of your alarm system to our 
ERC. If you choose VoIP technology, you  must 
contact our Customer Care Team at 1-866-GO-DOYLE 
(463-6953) to assure you are communicating with 
our ERC. This may require a service call or an upgrade
of your system.

In an effort to improve our response time and avoid 
unnecessary police dispatches, we will cancel our call 
verification and dispatch procedures if you input the 
proper code to cancel your alarm within 30 seconds 
of the initial signal. 

The alarm system cannot communicate with the ERC 
unless Secured Monitoring has been set up and 
installed using a radio or cellular backup.

First, remain calm, then turn your system off (enter 
your arm/disarm code and press the off button). 
Doyle Security will always try to contact you in the 
event of a burglary alarm. However, you can contact 
our ERC at 1-800-333-1830 to notify us that the alarm 
was set off by accident. You will need to identify 
yourself, where the alarm has been activated and then 
give your passcode. As long as your passcode 
matches our records, we will call off the alarm. If you 
give an incorrect passcode, we will handle that as if it 
were an actual alarm. Please refer to the Residential 
Dispatch Procedures for more information on how our 
ERC will handle an alarm situation.

Let us know about your plans by completing a secure 
online form located in the Customer Care section of 
our website at GoDoyle.com. Or contact our Customer 
Care Team at 1-866-GODOYLE (463-6953) to notify 
them. If you will have someone coming inside the 
home while you are away, you will need to provide 
their name, a passcode, and the dates they will be 
authorized to be in your home. You should make sure 
to give this person an arm/disarm code for the panel, 
as well as the ERC phone number in case they need 
any help.

Before testing your alarm system, call our ERC at  
1-866-GO-DOYLE (463-6953) and inform them that 
you intend to test your system. They will  ask you a 
question to identify your  system (names, address, etc.)
and they will ask for your passcode. After the operator
has confirmed  that your system is in test mode, you 
may arm it and then begin testing devices. When you  
are done, call the ERC  and request that they verify 
receipt of your test  signals. Then inform them that 
you are done  testing. Any signals received after that 
will be treated as live alarms.

Your security system has a battery backup. The length of 
time this battery will maintain your system varies widely 
depending on the number of devices in your system and 
the age/condition of the battery. If the power is out for an 
extended period of time and the battery begins to drain, the 
panel will report this activity to the ERC and Doyle Security 
will place a notification call to the premises. If we are unable 
to reach the site, we will attempt to notify someone from 
your contact list.

Remain calm and silence your system (enter your 
arm/disarm code and press the off button). Fire 
signals are automatically dispatched per state law. 
Once the ERC has notified the Fire Department, we 
will attempt to contact your residence. If we are 
unable to reach you, we will attempt to notify some-
one from your call list. We also recommend that you 
call our ERC at 1-866-GO-DOYLE (463-6953) to notify 
them of a false alarm.

Contact our Customer Care Team at 
1-866-GO-DOYLE (463-6953) and we will help you 
 make the necessary changes. It is vitally   
 important that we be informed of any changes  
 to this information.



Additional Services
Commercial Services

Medical Monitoring Services

Doyle Total ConnectCarbon Monoxide Detection

Managed Access Control Water Level Detection

Secure MonitoringVideo Surveillance

High/Low Temperature Alerts Video Verification

Burglary Detection Fire Protection Inspections

Electronic Notifications Service Agreements

Personal Emergency Response Systems (PERS) Mobile PERS

Help Button Alarms Medication Dispensing & Alerts
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