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2021 PBFAA STATE BOARD OF DIRECTORS 
 

EXECUTIVE OFFICERS 
PRESIDENT: Jim Bucciaglia         610-372-8872 
VICE PRESIDENT: vacant    
SECRETARY: vacant  
TREASURER: Matt Muccitelli 814-695-6695 
PAST PRESIDENT: Amy Simpson 610-825-4600 
 

REGIONAL DIRECTORS 
CENTRAL REGION: Mark Nardontonia 717-843-9955  
NORTHEAST REGION: vacant 
NORTHWEST REGION: Cameron Wilkins     814-833-6376 
SOUTHEAST REGION: Frank Kennedy 302-528-4122 
SOUTHWEST REGION: vacant 
 

ASSOCIATE DIRECTOR: vacant 
 vacant 
 

EXECUTIVE DIRECTOR: Dale Eller  800-458-8512 
COUNSEL: Michael Revness 610-688-2855 

 

COMMITTEE CHAIRS 
 

Annual Meeting: vacant 
Budget / Audit: Matt Muccitelli 814-695-6695 
By-Laws: Michael Revness 610-688-2855 
Education: Jeffrey Lascar 215-255-5237 
Ethics: vacant 
Legislation: vacant 
Long Range Planning: Jim Bucciaglia         610-372-8872 
Membership: Ralph Manento 570-992-6502 
Newsletter: Dale Eller  800-458-8512 
Nominations: vacant 
Scholarship: Ralph Manento 570-992-6502 
Website: Dale Eller  800-458-8512 
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The Instructor of the Year award was dedi-

cated by ESA in 2011 as a deserving tribute 

to Paul F. Baran for his commitment to the 

electronic security and life safety industry. 

The award recognizes some of the most 

vital individuals in the industry — those 

who train, mentor and inspire the future of 

the industry. 

The 2021 ESA National Training School In-

structor of the Year award goes to Andrew 

Nesky. Nesky has been involved in elec-

tronic security for 47 years and throughout 

those years, has developed a passion for 

learning and sharing knowledge with count-

less students. 

Recipients of the Instructor of the Year 

award, in honor of the late Paul F. Baran, ex-

hibit evidence of ongoing education and pro-

fessional development, a dedication to the 

alarm profession, high personal standards, 

proficiency, and the ability to convey ad-

vanced technical sales and business concepts 

gained through professional experience. 

Nesky’s dedication to training and certifica-

tion has inspired many who know him. As a 

supporter of the electronic security industry, 

he devotes much of his energy and expertise 

to training the next era of electronic security 

and life safety integrators. 

 

Nesky holds the qualities that made Paul F. 

Baran so instrumental in the success of the 

ESA National Training School, a platform cre-

ated to push the industry forward. 

In response to receiving this honorable re-

ward, Nesky responded with humility and 

gratitude. 

“The trophy is engraved with Paul Baran’s 

name, it’s in his memory the award is offered. 

Paul was a friend and mentor, in the earliest 

days of ESA’s National Training School he was 

a pioneer and motivating force. He was one 

of the people key to my beginnings as an ESA 

National Training School trainer,” Andy Said. 

“I’ve never met anyone who was more com-

petent, intelligent, energetic, and inspiring 

about his passion for the security industry.” 

Andrew Nesky — ESA’s 2021 Instructor of the Year 
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Andy continued to say, “Paul was smart, ex-

perienced, educated, compassionate and di-

verse. He’s everything a good teacher needs 

to be.  

ESA’s National Training School is not about 

standing in front of a group of people and lec-

turing them (any computer can do that).  

It’s about their education. You can’t do that 

unless you are concerned with the fact that 

your students are diverse human beings with 

different abilities and the awareness of the 

fact that you have been given the deep honor 

and responsibility to help them learn.” 

Nesky has been crucial to the National Train-

ing School team and to thousands of students 

nationwide.  

Through live and virtual classes, Nesky teach-

es the newest techniques and technologies to 

the always-advancing security industry. ESA’s 

National Training School not only notes his 

work ethic, but his volunteerism to the ESA 

program. 

With 47 years of experience in the electronic 

security and life safety industry, Nesky has 

plenty of advice for future security integra-

tors. 

“Don’t stop learning, if you aren’t a self-

learner this field isn’t for you. Make your trips 

to the expos and conferences… involve your-

self with the national code revisions… take 

the manufacturer’s training because the 

cutting edge appears there years before we 

can get it into the curriculum,” Nesky tells fu-

ture electronic security integrators, “NTS is a 

solid bedrock, a starting point – but if you 

want to be a true professional your preroga-

tive should be to figure out how to improve 

what is common and make what’s new practi-

cal.” 

ESA would like to thank Andy Nesky for his 

hard work, perseverance, skill, and achieve-

ments in the electronic security industry.  

Training the next era of integrators is no easy 

task, but he works hard to make sure his stu-

dents are equipped with the certifications 

and licensure needed to excel in the electron-

ic security industry. 

PBFAA congratulates Andy on a job well done... 

Watch Your Mail Box 
 

PBFAA dues notices were  
recently sent out for renewal of 

your membership for 2022. 
 

Annual Membership fees are 
due on January 1 2022, and  

renew your membership for an 
entire year. 

 

Please send your  
membership renewal 

TODAY… 
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vider that offers services you don’t, you can 
consider expanding your own business line.  

• Surface weak links: Similarly, if feedback 
suggests customer service issues in particu-
lar departments, you can take actions in are-
as of training or human resources. 

• Give them an audience: There are always 
going to be disgruntled customers who want 
to voice their opinions. Giving them a mecha-
nism to do so may make the difference be-
tween them venting at you and venting in a 
public online review.  

• Show you care: Asking for feedback con-
veys that you are a customer service-
oriented organization that strives to learn and 
do better, and creates a positive experience 
for customers even as they depart.  

When a customer calls in to terminate service, 
you may want to have a friendly conversation 

The Golden Opportunity You May Be Missing  

Every business has attrition. It’s unavoidable. 
But it doesn’t have to be an entirely negative ex-
perience. Taking the time to learn why your cus-
tomers cancel, and how they feel about you on 
the way out the door can actually boost your 
business. 

Getting feedback from cancelling customers is 
one of the biggest opportunities to improve your 
service, reduce attrition, and thereby increase 
the value of your business. And most businesses 
don’t do it. 

Establishing a standard operating procedure 
around terminations has several benefits: 

• Standardize your feedback: Creating a 
mechanism to collect feedback that has a 
standard list of termination options allows you 
to more easily spot trends.  

• Identify new offerings: If the feedback sug-
gests customers are leaving to another pro-
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with the customer about their decision. But then 
you should always follow up and send them a 
link to your termination request form to docu-
ment the discussion. .  

An effective termination process should include 
the following steps: 

1. Let customer, who call/email/text in to termi-
nate service know you are sending them a 
link to your service termination request, and 
that you will promptly take care of it. 

2. Email them your standard template email that 
briefly invites them to contact company presi-
dent or senior management to discuss any 
issue that may be a factor in their termination 
and provides a link to an online form. 

3. The form should ask the following questions: 

a. Account name, contact, email, and service 
location to be terminated 

b. Are you terminating all services at this location 
or just part of the service 

c. What is the last date of service before  this 
service should be terminated? 

d. Are you transferring this service to another 
provider? 

e. Are you transferring this service to another 
property owner? 

f. What is your reason for terminating this ser-
vice? 

g. How likely are you to recommend our compa-
ny in the future? 

h. Please let us know any other feedback, ques-
tions, or comments. 

i. Requestor name, date, and digital signature 

4. Review the feedback to determine if there is 
a constructive opportunity for a discussion 
with the customer to prevent the termination. 

5. Track your termination process to ensure you 
follow every step including billing termination, 
central station termination, equipment pickup, 
document filling, etc. In FieldHub this is built 
in, or you can use a whiteboard or kanban 
style program. 

6. Review, and distribute the termination rea-
sons every month to your team. Include your 
trends and specific observations. 

This data will allow you to separate terminations 
into the “good” (or not so bad) kind and the 
“bad” (we need to do better) kind. Key items to 
focus on are: 

• Are you transferring this service to anoth-
er provider?   This is a bottom line question 
that tells us if we lost the business to a com-
petitor or the customer just no longer needs 
this service. 

• How likely are you to recommend our 
company in the future?   It’s a silver lining 
when customers respond with “Very Likely” 
and an important eye opener when they 
don’t.  

There are many free and paid services which are 
perfect for this application, including some you 
may already have: 

• Docusign or other eSignature tool 

• FormStack, JotForm, TypeForm (or other 
paid form builders) 

• Google Form (a great go-to free form builder 
with decent analytics) 





WHY EARN A CERTIFICATION? 
 
Certifications provide noticeable acknowledgment of your core skills and knowledge.  
 
It provides validity of your abilities to others, including your customers, supervisors, peers, and po-
tential employers.  
 
Not all certifications are equal. To distinguish yourself from your competitors you need a certifica-
tion that encourages professional growth and is recognized by the industry as the standard.  
 

 Recognized status as an expert in your field 

 Attain a competitive edge on your competition or within your company 

 Show customers that you commit to professional excellence 

 Continuously develop your skills and knowledge 

 Professional and personal achievement 

 Keeping your certification active will help you focus on learning 
new skills and concepts 

 
Contact the PBFAA office for information on developing a  
professional development plan for your company and staff… 

Phone: (800) 458-8512 or Email:  Info@PBFAA.com 

Continued from  Page 10 

When your business is retaining customers other 
good things happen. In many companies, cus-
tomer retention correlates with employee reten-
tion. People like serving happier customers and 
all of us have seen this cycle going up or down.  

Your team will see the connections between 
their actions and the reasons why customers 
may be terminating. Celebrating the improve-
ments and successes will rally your team around 
the actions that drive your retention and the val-
ue of your business. 

About The Author: 

Miles Fawcett is the Founder and CEO of Field-
Hub Inc, an all-in-one cloud platform for security 
installers’ business operations. It provides a sin-
gle system to manage leads and proposals, to 
project and field service management, inventory, 
recurring/deferred revenue management, and 
full accounting.  







THANKS  
Bellringer “Sponsors” 

 

Allied Central Services 
800-304-0834 

 

COPS Monitoring 
800-367-2677 

 

ESA National Training School 
 

Fieldhub 
202-417-8196 

 

Napco Security Group 
800-645-9445 

 

Rapid Response Monitoring 
800-558-7767 

 

Security America RPG 
866-315-3838 

 

Security Industry Alarm Coalition 
972-377-9401 

 

Stanley Security (SentryNet)  
800-932-3304 

 

Please Support Who  
Supports PBFAA... 

PBFAA MEETINGS & EVENTS 
 

2022 Annual Golf Outing 
• Applecross Country Club 

• July 19, 2022 
 

2022 Regional Meetings 
• “Virtual” Lunch & Learn 

 

Contact the PBFAA about conducting 
a presentation at a meeting. 

 

INDUSTRY MEETINGS & EVENTS 
 

• ISC West 2022 (Las Vegas) 
 March 22-25, 2022 

 

• NFPA 2022 (Boston) 
 June 6-9, 2022 

 

• ESX 2022 (Fort Worth, TX) 
 June 14-17, 2022 

 

• ISC East 2022 (NYC) 
 November 16-17, 2022 



Pennsylvania Burglar & Fire Alarm Association 
2501 West 12th Street - Suite #280 
Erie, PA 16505 
(800) 458-8512 / (814) 838-3093 
www.PBFAA.com 

 Mark Your Calendar 

Annual Golf Outing 

Applecross Country Club 

Downingtown, PA 

July 19, 2022 

Details: 

www.PBFAA.com 

(800) 458-8512 


