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Disclaimer

Legal disclaimer

This guide and its contents (the "Guide") are provided by NXGEN. All rights to the Guide and to the intellectual property 

embodied in it — including, without limitation, trademarks, trade names, logos and similar marks appearing in or on it — are 

protected by law. All right, title and interest in the Guide and in any related intellectual property rights belong to and remain 

with NXGEN and its licensors.

The Guide is provided free of charge, "as is" and for informational purposes only, without warranty of any kind. It is neither 

intended nor suitable to establish any legal relationship between the reader and NXGEN or its affiliates, including, without 

limitation, any obligation of NXGEN or its affiliates toward the reader.

The obligations of NXGEN and its affiliates in respect of NXGEN products or services purchased by a customer are governed 

exclusively by the terms of the agreement under which those products or services were purchased.

For clarification

The reader bears the entire risk as to the use, results and performance of the Guide. To the fullest extent permitted by 

applicable law, NXGEN disclaims and excludes all warranties, whether statutory, express or implied — including, without 

limitation, implied warranties of merchantability, fitness for a particular purpose, title and non-infringement of third-party 

rights — as well as any liability or warranty arising from suggestions, specifications or samples related to the Guide.
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Acting on Your Insights
Updated 8 October 2026

experience — not included in the PDF

Summary
This guide is for Super Admins and shift managers who review performance data in GC Surge. It translates 

what you see in the dashboards into specific actions. For metric definitions, see Dashboard KPI Reference. 

Covers: APT Issues, Filter Performance, Staffing and Coverage, Alarm Volume Patterns.

APT Issues

APT is high across the whole team
What you see: Average processing time is above 90 seconds for most or all operators.

What to do:

1. Check alarm volume in Analytics — if daily alarms have increased recently, the team may be 

understaffed for the current load. Review staffing against the Real Alarm Density by Hour chart to 

identify peak windows.

2. Check the filter rate in Analytics. If NOVA99x is filtering less than 80%, more false alarms are reaching 

operators than expected. Confirm cameras are sending an image with each alarm — NOVA99x cannot 

classify events without an attached snapshot. If the filter rate remains low after verifying image 

delivery, contact support with your site configuration.

3. Check if operators are using ZenMode. APT is only recorded for alarms handled through ZenMode. If 

operators are closing alarms elsewhere, the metric will not reflect real performance.

/admin/dashboard-kpi-reference
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One operator has significantly higher APT than peers
What you see: A single operator's Avg. Processing time in Top Performers is 2x or more above the team 

average.

What to do:

1. Check their Picked Sites count — if they are consistently on high-alarm-volume sites while peers handle 

lighter ones, rebalance site assignments.

2. Check their Responsive Rate — a low rate combined with high APT suggests they are overwhelmed at 

peaks, not slow at processing. Adjust their shift coverage.

3. If their Responsive Rate is normal but APT is high, they may be over-investigating before closing. 

Review their closure tag distribution to see if they are consistently marking ambiguous alarms.

4. For new operators, high APT in the first week is expected. Review week-over-week to confirm it is 

trending down.

APT has not improved after cameras went live
What you see: NOVA99x is active but the team's average APT has not dropped.

What to do:

1. Confirm the filter rate in Analytics is above 80%. If it is low, NOVA99x may not be classifying events 

correctly for your camera types. Confirm cameras are sending an image with each alarm — NOVA99x 

requires an attached snapshot to classify. If the ratio remains low after verifying image delivery, contact 

support.

2. Compare APT before and after NOVA99x using the Last 30 days view in Analytics. If APT is unchanged, 

check whether operators are handling fewer alarms per shift (the load should have dropped) — stable 

APT on fewer alarms is still an improvement.
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3. Verify ZenMode is being used for all closures. NOVA99x and ZenMode work together — filtering alone 

reduces volume, but ZenMode is what reduces per-alarm processing time.

Filter Performance

Filter rate dropped this week
What you see: NOVA99x is filtering a lower percentage of alarms than usual.

What to do:

1. Check if new cameras or sites were recently added. New cameras often send higher initial alarm 

volumes until NOVA99x learns their environment.

2. Check if any cameras changed location or angle. A repositioned camera generates unfamiliar patterns 

that NOVA99x treats as real events until recalibrated.

3. Check for seasonal or environmental changes — new construction near cameras, weather patterns, 

or changed lighting conditions can temporarily raise false alarm rates.

Filter rate is consistently below 80%
What you see: NOVA99x is removing fewer than 80% of incoming alarms over an extended period.

What to do:

1. Review your camera sensitivity settings. Overly sensitive motion detection sends events that NOVA99x 

was not trained on and cannot confidently classify.

2. Check whether multi-monitor mode is correctly configured. If the platform is receiving 

panel-triggered events rather than camera-generated video alarms, filter performance will be lower.

3. Contact support with your site configuration — some camera environments require NOVA99x tuning 

specific to your deployment.
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Staffing and Coverage

SLA Breach rate is rising
What you see: More alarms are being acknowledged beyond the configured response-time threshold.

What to do:

1. Open Analytics and check the Real Alarm Density by Hour chart. Identify the hours where breaches 

concentrate — this is usually a staffing gap, not an individual operator problem.

2. Match your shift roster against the peak hours. If the highest-volume window has fewer operators than 

quieter periods, rebalance shift coverage.

3. Check if one operator's individual Responsive Rate is pulling down the team average. A single 

understaffed operator on a high-volume site will generate a disproportionate share of breaches.

Activity Rate is low across most operators
What you see: The majority of operators show low active time relative to their logged-in hours.

What to do:

1. This typically means alarm volume is lower than shift coverage. Consider reducing the number of 

concurrent operators during low-volume windows and shifting that coverage to peak hours.

2. Cross-check with the Alarm Density chart to confirm volume is genuinely low rather than alarms being 

missed or misrouted.

Alarm Volume Patterns

Alarm volume has grown but CPO has not improved
What you see: More cameras are active but cameras per operator has stayed flat or declined.

What to do:

1. Check whether NOVA99x is keeping pace with the increased volume. A growing fleet means more raw 

alarms — confirm the filter rate has not dropped.
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2. Check whether ZenMode is being used consistently across all operators. CPO improves when both 

NOVA99x (reduces volume) and ZenMode (reduces per-alarm time) are working together.

3. If both are working and CPO is still flat, the additional cameras may be in high-activity environments 

that generate more real alarms per camera than your existing fleet. Review the alarm breakdown by 

site in Analytics.

Alarm volume spikes at specific hours every day
What you see: The Real Alarm Density by Hour chart shows a consistent spike at the same time each day.

What to do:

1. Identify which sites are generating the spike using the site breakdown in Analytics.

2. If the spike is from false alarms, confirm the cameras generating the spike are sending images with 

each alarm event. If the spike persists, contact support with the site configuration — some camera 

environments require additional NOVA99x calibration.

3. If the spike is real alarms (post-NOVA99x), ensure you have adequate operator coverage scheduled 

for that window. Predictable peaks are a staffing planning input, not a platform problem.

For the full definition of every metric referenced in this guide, see Dashboard KPI Reference. For the Alarm 

Center Admin View interface, see Alarm Center — Admin View.

/admin/dashboard-kpi-reference
/admin/alarm-center-admin-view

