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ADT Still Fending Off Cable/Telecom in Homes But Will Make Little Commercial Headway 
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Summary of Findings 

 Cable and telecom companies still do not pose a threat to ADT 

Corp. (ADT) as they have not improved their service or 

offerings enough to capture customers who might otherwise 

opt for traditional security companies. This remains consistent 

with findings from Blueshift Research’s previous ADT-focused 

reports, including the most recent on July 23. 

 Still, only three of nine dealer sources, including seven also 

interviewed for previous reports, said ADT has improved its 

performance and has attracted new customers. The others 

said ADT still suffers from poor service and high customer 

attrition. 

 Sources remained split on ADT’s Pulse. Those who were 

positive said the home monitoring product has inadvertently 

benefited from telecom/cable companies’ advertising and has 

been a boost for ADT. Detractors said Pulse is not a unique 

product. 

 Four sources questioned whether ADT could succeed with 

commercial accounts now that the noncompete with Tyco 

International Ltd. (TYC) has expired. ADT’s reputation for poor 

service and its lack of infrastructure needed to support these 

larger accounts are challenges. Also, it will face the likes of 

Protection 1 Inc. and Tyco in trying to move upstream to larger 

accounts. Vivint Inc. received mixed reviews. 

 Cable/telecom dealer sources said sales of their 

security/monitoring services are up year to year. Only one 

reported taking customers specifically from ADT. The other two 

simply alluded to capturing customers from traditional security 

companies in general. One source said about 70% of his 

business comes from customers who have never had a home 

security system and 30% was from those leaving a traditional 

security company. One-half of this source’s customers sign up 

for the bundled package while half upgrade to the monitoring 

product or add it as a standalone. 

 Google Inc.’s (GOOG/GOOGL) Nest could be an intriguing and 

disruptive player if the company decides to more seriously 

compete in the home automation/monitoring/security market. 

 Industry rumors about acquisitions are widespread, including 

Comcast Corp. (CMCSA) buying ADT, ADT buying Protection 1, 

Vivint buying Protection 1, and Tyco acquiring smaller 

hardware companies to move into the residential business. 

Research Question: 

Are home security/monitoring solutions from cable and telecom companies causing a 

significant drop in ADT’s business? 

Silo Summaries 

1) Home Security System Dealers from Traditional 

Players 
All nine sources said cable and telecom companies still do 

not pose a threat to ADT as they have not improved their 

service or offerings enough to capture customers who 

might otherwise opt for traditional security companies like 

ADT. Nor did sources indicate that the cable and telecom 

offerings are taking a significant number of customers 

away from ADT or other traditional security players, 

although one source said that AT&T is getting ahead of the 

curve with its video verification products. Still, only three 

sources said ADT is doing well in terms of new customer 

growth and that it has made improvements in its 

performance. The others said ADT continues to suffer 

from poor service and customer attrition. Sources remain 

split on ADT’s Pulse. Those in favor of the home 

monitoring device said it received a boost from cable and 

telecom advertising. Detractors said it is not a unique 

product. Three sources said ADT continues to be 

aggressive with it marketing and promotions. Four 

questioned whether ADT could succeed in the commercial 

security market, primarily because of its poor service and 

its lack of a sufficient infrastructure needed to support 

larger accounts. Protection 1 is a leader in the commercial 

market, but sources offered more mixed reviews on Vivint. 

Moving upstream to compete with Tyco will be a challenge 

for ADT. Industry acquisition talk is plentiful, including 

Comcast buying ADT, ADT buying Protection 1, Vivint 

buying Protection 1, and Tyco acquiring smaller hardware 

companies to move into the residential business. 

 

2) Home Security System Dealers from Cable and 

Telecom Companies 
All three sources said sales of their security/monitoring 

services are up year to year. Only one reported taking 

customers specifically from ADT, while the other two 

alluded to capturing customers from traditional security 

companies in general. One source said about 70% of 

business comes from customers who have never had a 

home security system and 30% is from customers who 

have left a traditional security company. The source also 

said one-half of customers sign up for the bundled 

package while the other half upgrade to a monitoring 

product or add it as a standalone. Sources believe their 

companies’ own special qualities outshine not only 

traditional security companies but other cable/telecom 

players as well. One source’s company tests its system 

every 15 minutes instead of once a month; another offers 

both cellular and Internet backup. One source said ADT is 

too big and old to be innovative and to adapt quickly to 

the changing landscape. 

 

mailto:rj@blueshiftideas.com
http://beta.adt.com/?ecid=DCore-Beta-070214
http://beta.adt.com/?ecid=DCore-Beta-070214
http://blueshiftideas.com/reports/071410ADTStillNotSeeingGrowthDespiteMinimalThreatfromCableTelco.pdf
http://www.adt.com/pulse/
http://www.tyco.com/
http://www.tyco.com/
http://www.protection1.com/
http://www.vivint.com/en/
https://nest.com/
http://www.comcast.com/home-security.html?ex=True
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Background 

ADT reported revenue of $849 million in its most recent quarter, nearly 2% higher than its 2013 revenues, and narrowly beat 

analysts’ consensus estimate of $848.2 million. ADT surprised Wall Street by reporting 55¢ per share, vs. analysts’ estimate 

of 47¢ per share. The results were driven by a 3.9% increase in average revenue per customer. ADT foresees a growth 

opportunity among business clients as its noncompete agreement with Tyco came to an end on Sept. 30. ADT also is 

enthusiastic about the potential for Pulse, which earns higher revenue per customer than ADT’s standard services. 

 

Buzz continues to ripple throughout the security industry about the threat posed to ADT by cable and telecom companies. 

Moody’s recently downgraded ADT’s debt because of potential competition from these companies as well as Google’s Nest. 

Comcast, Time Warner Cable Inc. (TWC) and Verizon Communications Inc. (VZ) are bundling security and automation with their 

traditional offerings, enabling them to offer comparable services at prices lower than ADT’s model can support. ADT’s chief 

innovation officer agrees cable and telecom may present competition, but also believes the company will partner with these 

firms to provide innovative products and services. Some argue ADT’s target market values certainty and quality over price, 

and dismissed the entrance of cable and telecom into the security market since they are the least-liked industry in the United 

States. Security DIY startups also pose a threat as they begin to target the one-third of households that are renters, 

homeowners in lower-income neighborhoods, and small business and middle-income customers who have never signed up 

for a home security system. 

 

ADT was providing commercial security for small businesses, defined as those with 7,500 square feet or less, as per its 

noncompete agreement with Tyco. The market is $2 billion to $3 billion for businesses smaller than 7,500 square feet, but is 

$18 billion to $20 billion for those businesses 7,500 to 25,000 square feet. Industry insiders expect ADT to court these larger 

businesses now that the Tyco noncompete agreement has ended. Tyco benefits from the noncompete agreement ending too, 

and now can market its services to businesses smaller than 7,500 square feet. Some view Tyco’s products and services as 

superior to ADT’s. A recent evaluation of large security providers in the United States placed ADT eighth out of nine in terms fo 

service. ADT lagged in customer service, reputation, warranty and relocation options. ADT is running neck-and-neck with Vivint 

in the residential market but may win the race through competitive pricing, shorter contracts, and better sales and customer 

service experience. If security system customers begin demanding a better experience and DIY options from traditional 

monitored security providers, ADT may lose market share to Protection 1. 

 

Blueshift Research’s July 23 report found that cable and telecom companies still were not a threat to ADT and were marketing 

their products as an upgrade rather than an enticement to switch providers. Only four of 14 sources said ADT had posted 

new-customer growth. Sources praised ADT’s marketing campaign that focused on reliability and safety over price. Its Pulse 

had attracted some new customers, but sources estimated only 10% of existing customers had upgraded to it. ADT was 

expected pursue larger security accounts once its noncompete with Tyco expired. However, our sources believed ADT would 

have a hard time breaking into the commercial security area, which already was populated with strong competitors like Tyco, 

Stanley Black & Decker Inc. (SWK) and Protection 1. Small businesses might represent ADT’s best opportunity in the 

nonconsumer space. 

 

 

 

 

 

Cable/Telecom 

Taking Share 

from ADT 

ADT’s New 

Customer 

Growth 

ADT in 

Commercial 

Accounts 

Dealers from Traditional Players 
   

Dealers from Cable/Telecom 
 

N/A N/A 

http://news.investors.com/073014-710961-adt-tops-earnings-revenue-forecasts-client-spending.htm?ven=yahoocp&src=aurlled&ven=yahoo
http://www.zacks.com/stock/news/148961/ADT-to-Explore-Commercial-Security-as-NonCompete-Expires
http://www.nasdaq.com/article/is-moodys-liquidity-rating-downgrade-for-adt-bearish-analyst-blog-cm386112
http://www.timewarnercable.com/en/intelligenthome/overview.html
http://www.verizon.com/support/residential/homecontrol/home+monitoring+and+control/overview/129406.htm
http://www.buffalonews.com/city-region/adt-offers-new-security-products-20140824
http://seekingalpha.com/article/2469555-adt-no-clever-title-just-a-solid-investment
http://seekingalpha.com/article/2469555-adt-no-clever-title-just-a-solid-investment
http://www.securitysystemsnews.com/blog/adt-s-move-commercial-security-fire
http://www.asecurelife.com/home-security-systems-reviews-var1/?utm_expid=40706522-9.u__OwY2QTg6novsAaK6SHw.1&utm_referrer=https%3A%2F%2Fwww.google.com%2F
http://besthomesecuritycompanys.com/2014/the-breakdown-adt-v-vivint
http://blueshiftideas.com/reports/071410ADTStillNotSeeingGrowthDespiteMinimalThreatfromCableTelco.pdf
http://www.stanleyblackanddecker.com/products-services/security/css
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Current Research 
In this next study, Blueshift Research assessed whether ADT was losing business as a result of competition from cable and 

telecom companies. We employed our pattern mining approach to establish three independent silos, comprising 12 primary 

sources (including seven repeat sources) and eight secondary sources focused on ADT’s position in a changing security 

market, competition from and reviews of cable and telecom companies’ home security systems, and the end of the 

noncompete with Tyco: 

1) Home security system dealers from traditional players (9) 

2) Home security system dealers from cable and telecom companies (3) 

3) Secondary sources (8) 

 

 

Next Steps 

Blueshift Research’s next report on ADT will reassess the effects of cable/telecom companies on ADT’s ability to attract 

repeat and new customers. We will revisit repeat sources but also will speak with new sources on this subject. We also will dig 

deeper into ADT’s efforts on the commercial side as well as its ability to compete with the market’s established players. 

Finally, we will delve into ADT’s competition other than from cable and telecom companies, including from Google’s Nest and 

its Dropcam acquisition. 

 

 

Silos 

 

1) Home Security System Dealers from Traditional Players 
All nine sources said cable and telecom companies still do not pose a threat to ADT as they have not improved their service or 

offerings enough to capture customers who might otherwise opt for traditional security companies like ADT. Nor did sources 

indicate that the cable and telecom offerings are taking a significant number of customers away from ADT or other traditional 

security players, although one source said that AT&T is getting ahead of the curve with its video verification products. Still, 

only three sources said ADT is doing well in terms of new customer growth and that it has made improvements in its 

performance. The others said ADT continues to suffer from poor service and customer attrition. Sources remain split on ADT’s 

Pulse. Those in favor of the home monitoring device said it received an unintentional boost from cable and telecom 

advertising. Detractors said it is not a unique product. Three sources said ADT continues to be aggressive with it marketing 

and promotions. Four questioned whether ADT could succeed in the commercial security market, primarily because of its poor 

service and its lack of a sufficient infrastructure needed to support larger accounts. Protection 1 is a leader in the commercial 

market, but sources offered more mixed reviews on Vivint. Moving upstream to compete with Tyco will be a challenge for ADT. 

Industry acquisition talk is plentiful, including Comcast buying ADT, ADT buying Protection 1, Vivint buying Protection 1, and 

Tyco acquiring smaller hardware companies to move into the residential business.  

 

 

KEY SILO FINDINGS 
ADT 

- 3 of 9 said ADT was doing well and seeing improvement in its performance. 

o 2 said ADT is improving/reducing its attrition. 

- 6 said ADT still faces various challenges, has not improved its performance, and suffers from poor service delivery. 

- 3 said Pulse is a good product that is helping ADT, especially with younger consumers. 

o 1 said it was sticky and leading to improved retention. 

o 2 said advertisements from telecom/cable companies helped/are helping ADT and Pulse in particular. 

- 2 said Pulse is not an advantage, is not unique, and is not as successful as ADT would like to believe. 

- 3 said ADT continues to be aggressive with advertising and incentives to attract new customers and retain current 

ones. 

- 1 said ADT is pushing out higher-priced executives and losing knowledgeable leaders as a result. 

http://www.cepro.com/article/nest_works_with_dropcam_2_cool_things_you_can_now_do/
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- 1 said ADT is reliant on a third-party platform for its monitoring, which is a disadvantage compared with competitors 

that own their systems. 

Competition from Cable/Telecom 

- All 9 said ADT is not threatened by cable and telecom offerings. 

- Cable/telecom products have not improved from previous interviews. 

- Concerns persist about their lack of reliability, security and effectiveness. 

- 2 said a security package from cable makes sense for the customer because of bundling, convenience, but that this 

is not enough to overcome challenges. 

- 3 are intrigued by Google’s Nest and its potential in the home security market. 

- There is a lot of talk in the industry about acquisitions, including Comcast buying ADT, ADT buying Protection 1, Vivint 

buying Protection 1, and Tyco acquiring smaller hardware companies to move into the residential business. 

ADT in Small Business Market 

- 4 are tepid about ADT’s chances in commercial security given its poor service, infrastructure needs, and established 

competition. 

- 1 said ADT is well suited for commercial security because such customers do not move as often as residential users. 

- Protection 1 is an established leader in commercial security, while opinions on Vivint were split. 

o 3 said Vivint is not set up for commercial accounts, questioned the company’s tactics, and said it is not

competition for ADT or others in the space.

o 2 said Vivint was doing well in commercial accounts.

o 1 said Vivint is a dark horse in the residential market with its connected home product.

- 1 said ADT and Tyco will go after each other’s market now that the noncompete has expired. 

- 1 said Tyco will look to acquire smaller hardware companies to compete in residential security. 

- 1 said the two companies will coexist. 

1. Founder of a home security company in the Southeast; repeat source

The cable and telecom companies still offer an inferior product and have boosted home security sales only through 

advertising. Google’s Nest is unlikely to be disruptive in the long run. ADT is losing fewer than 14% of its customers, an 

improvement from last year. This indicates that Pulse is helping the alarm company hold onto its customers, since 

interactive accounts tend to be more “sticky.” The expiration of the noncompete clause is a double-edged sword since 

Tyco now will go after ADT’s residential customers. Also, ADT is at a disadvantage because moving upstream to 

commercial is more difficult. In the commercial space Tyco and Protection 1 will provide stiff competition. Vivint, whose 

door-knockers still sometimes engage in sales poaching in residential security, is not set up to do midsize to large 

commercial sales. It regularly steals ADT’s customers, to the point that ADT offered a $25,000 reward. 

July 23, 2014: ADT’s biggest problem remained customer service. Pulse was 

expensive, and ADT was finding it onerous to convince existing customers to 

adopt the service. Only about 8% of the total customer base used Pulse. 

Cable/telecom security service was still inferior, and the companies were 

unlikely to make their projections in the security arena. The source’s wireless 

security business had grown and had picked up some ADT defectors. 

March 10, 2014: ADT’s drop in earnings likely stemmed from its mediocre to 

poor customer service and rising monthly service fees. Increased competition 

from cable providers also possibly was part of the reason since they were 

gaining more traction in the residential security market. Consumers were more 

sophisticated and more likely to leave a company with a history of customer 

complaints. ADT’s attrition rate, around 14%, was much higher than the industry 

average. ADT achieved only a 9% penetration rate with its Pulse offering. With 

its advertising blitz, cable unintentionally boosted market penetration for 

traditional home security players. 

May 29, 2013: Most cable/telecom providers were unlikely to be a serious 

threat because few consumers had faith in their service and dependability. 

ADT is doing slightly better in 

terms of attrition. The lower 

attrition rates suggests that 

Pulse is working for ADT. 

Interactive accounts are, by 

definition, stickier. … This is 

where ADT’s lack of attention to 

customer care could hurt them. 

It’s even more important on the 

commercial side. 

Founder  

Home Security Company, Southeast 

http://www.vivint.com/en/solutions/packages/home-automation
http://investors.adt.com/phoenix.zhtml?c=251389&p=irol-newsArticle&id=1934452
http://blueshiftideas.com/reports/031404ADTsGrowthProspectsThreatenedbyTraditionalCompetitorsNotCableTelecom.pdf
http://blueshiftideas.com/reports/051307ADTIsSafefromCableTelcosTakingHomeSecurityShareCustom.pdf
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Message boards and company forums were already flooded with consumer complaints about their home security 

services. Telecoms’ increased marketing efforts had not lured customers away from this source’s company. ADT used the 

same software platform as Comcast, which was an Internet-enabled system considered inferior to the cellular connection 

used by other established companies. ADT might be an acquisition target. 

ADT 

 “ADT is doing slightly better in terms of attrition. The lower attrition rates suggests that Pulse is working for ADT. 

Interactive accounts are, by definition, stickier.” 

 “Even if ADT didn’t do a great job of servicing those Pulse accounts, they still have those sticky features like a mobile 

app to arm and disarm systems and remote access to the lights, locks and thermostat.” 

 “Customers have traditionally gotten rid of security systems for different reasons—the neighborhood got safer, for 

example, or they weren’t using it anymore. But with home automation they’re not just protected, they’re connected. 

Homeowners are more likely to maintain those systems and continue to pay for monthly service.” 

 “ADT seems to be doing about the same amount of advertising. They contend they are not losing business to cable 

providers and telecoms. And I have heard from some major alarm companies that cable is not getting business at 

the companies’ expense, and that cable’s heavy advertising may even have increased the other companies’ 

business. As far as we go, cable advertising has actually given us a boost.” 

 “As far as competition goes, everything is a threat from ADT’s point of view: 

first, because they are paranoid and second, because they don’t do a very 

good job servicing their accounts.” 

 “I wouldn’t be able to say if ADT is discounting, but I can say that blaming 

customer attrition on relocation is a really lame excuse. If there’s anyone 

who could benefit from customer mobility and relocation, it’s ADT. They are 

all over the country.” 

Competition from Cable/Telecom 

 “I don’t see anything new with the cable companies—same bad product and 

same awful service.” 

 “There was an article in The Inquisitr about a customer in Chicago who 

bought a Comcast home automation and security system in a bundled 

service. He has issues with a malfunctioning thermostat and wanted to 

cancel his service, but in order to get out, he had to buy a longer contract 

with different services. The whole thing was a nightmare. ... It does a good 

job of encapsulating an underwhelming customer experience with those 

companies.” 

 “Besides cable and telecoms, there has been a flood of new entrants, 

startups like Canary [Connect Inc.], Oplink [Communications Inc./OPLK] and 

Scout [Security Inc.]. The list of new ones goes on and on. They are 

broadband-based; they’re not cellular-based. And with very few exceptions 

they’re not professionally monitored. And they don’t provide anywhere near 

the level of protection that a real alarm system does. Plus, the level of 

encryption may be sorely lacking in these systems. Real alarm equipment 

manufacturers had to spend a lot of time and money making sure their 

systems can’t be [hacked easily]. It’s buyer beware.” 

 “Even with Nest, Google is not going to want to play in such a highly 

regulated, fiercely competitive and hugely fragmented home security market. It’s just hard to imagine them doing 

that. So far it appears that they’re not even getting their feet wet. Nothing they’ve done indicates they are interested 

in offering monitored home security. They’re selling a smoke detector that only notifies you of a problem, not a 

central station, and you may not get that notification.” 

 “Today AT&T [Inc./T] is in the mix, but their prices look ... like everyone else’s.” 

ADT in Small Business Market 

 “The expiration of the noncompete clause is a double-edged sword. It’s not just that ADT can get into midsize to large 

commercial businesses, but Tyco can get into small business and residential. And it’s a lot easier to go downstream 

than upstream.” 

ADT seems to be doing about 

the same amount of 

advertising. They contend they 

are not losing business to cable 

providers and telecoms. And I 

have heard from some major 

alarm companies that cable is 

not getting business at the 

companies’ expense, and that 

cable’s heavy advertising may 

even have increased the other 

companies’ business. As far as 

we go, cable advertising has 

actually given us a boost. … I 

don’t see anything new with the 

cable companies—same bad 

product and same awful 

service. 

Founder  

Home Security Company, Southeast 

http://www.inquisitr.com/1504720/comcast-home-security-customer-service/
http://canary.is/
https://www.oplinkconnected.com/
https://www.scoutalarm.com/
https://my-digitallife.att.com/learn/
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 “Going from small to midsized and larger companies requires building more infrastructure. It’s a lot more complex 

than going from commercial to residential.” 

 “This is where ADT’s lack of attention to customer care could hurt them. It’s even more important on the commercial 

side.” 

 “Historically, however, ADT has done a better job on the commercial side. When it used to have three types of 

customers, it offered the best service to national accounts (which are, by definition, commercial) and the next best 

level to nonnational commercial accounts. Both of these segments were reasonably well taken care of. And 

residential was treated anywhere from OK to horribly, depending on region and specific branch.” 

 “That’s still ADT’s culture today. When the commercial side went away with the Tyco split, ADT was left with the 

residential segment they were used to abusing. If they want to go after mid- to large-size commercial or national 

accounts, they’re going to need to provide a level of customer service that keeps attrition at bay.” 

 “National accounts are great accounts when you’ve got them, and they’re scary accounts when you lose them. Even 

the loss of one major national account with hundreds or even thousands of locations can be a real blow.” 

 “As for Vivint, its model doesn’t really lend itself to commercial work. Maybe it could protect a small office or storage 

facility, but there’s a lot of business they don’t do. Other than small commercial, I wouldn’t even put Vivint and 

‘commercial’ in the same sentence.” 

 “Has Vivint cleaned up its act? No, they have not completely done so. They’re arguably just as bad as they have been 

in the past. This summer was the worst on record for poaching and ‘slamming’—not just Vivint but by door knockers 

in general.” 

 “What happens is that alarm salespeople working for door-knocking companies often don’t want to sell to new alarm 

customers; whether it’s from laziness or opportunism is unclear. But some of these door-to-door salespeople will 

approach a house with an alarm yard sign and will misrepresent themselves, saying they bought the other company 

or work for them—anything it takes to get in the door and swap out the system, which may result in the owner being 

charged by both companies.” 

 “Door knockers steal ADT’s customers all the time. In fact, ADT promised a $25,000 reward for anyone who reported 

an alarm company for training salespeople on poaching customers from other companies, who was then convicted 

or slamming or poaching. This problem is not going away.” 

 “The door-to-door salespeople are under tremendous pressure to sell, and when they do, they make a lot of money. 

Vivint is not the worst; in fact, they tried to hedge their bets by creating a call center with 400 seats in Spokane to 

branch out from door knocking. Over the last four to six months, though, they shut it down, and they never explained 

why. The perception is that they simply found it too difficult to sell over the phone. They couldn’t apply the same kind 

of high-pressure sales tactics and sense of urgency that they do in person.” 

 “Vivint has tried to poach some of our customers, although ours tend to be very loyal since we sell everything in a 

transparent and consultative manner.” 

Miscellaneous 

 “There are two different versions of the Protection 1 story out there. In one story, they are for sale. In another, more 

recent story, they are not for sale.” 

 “There were definitely some political issues swirling around about who was saying what in the press. And all of a 

sudden there was another story. But as far as [the original asking price of $ 1.5 billion goes], one could argue that 

with the multiple recurring revenues, Protection 1 is worth north of $2 billion.” 

 “Protection 1 actually has a lot more subscribers than Vivint does, but it’s not the same engine. It’s not a pure 

commercial or residential play. They do a good job with their regular wholesale monitoring system, and they’ve also 

got robust national accounts.” 

 “It looks now like Protection 1 may be considering options to raise more money to fund their solar initiative, which is 

probably not bringing in the money they expected. Solar initiatives in general tend to be cash hogs.” 

 “As far as Vivint being a potential buyer for Protection 1, I would find that very odd. I don’t think Vivint would be 

interested; it’s such a different company. Buying Protection 1 would give Vivint an installed commercial base but not 

the expertise in-house to manage and run it.” 

 “Vivint and Protection 1 are strongly different in almost every aspect of their businesses, from Protection 1’s 

transparency and excellent customer relationships to their selling the right way and avoiding bad press. Protection 1 

is truly an excellent company. Its actions, sales, business practices are all good; Vivint’s are markedly less so. Vivint 

is perhaps the antithesis of Protection 1.” 

 

 

http://www.spokesman.com/stories/2014/jun/04/vivint-closing-liberty-lake-call-center/
http://www.nasdaq.com/article/home-security-firm-protection-one-up-for-sale-reuters-20140804-00739
http://www.securitysystemsnews.com/article/protection-1-adding-solar-its-mix
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2. President of an alarm industry consultancy; repeat source 

ADT is adding about 250,000 customers per quarter, and its attrition rate is lower. New customers tend to sign up for 

Pulse; ironically, cable and telecom’s entry into the home security market educated customers about home automation 

services like Pulse. ADT may be a prime acquisition target for Comcast, Vivint or another large company. Without 

acquiring a major security company, cable will not be able to penetrate the home security market. Google’s and Apple 

Inc.’s (AAPL) interest in home security, in contrast, has given the entire industry more cachet. Tyco and ADT will coexist 

with Protection 1 and others in the commercial arena, and the market for fire protection will continue to expand. 

March 10, 2014: ADT was expected to add further business through the acquisition of other companies, but ultimately 

might become an acquisition target itself. Competition from cable and telecom 

companies was not meaningful and, at best, an irritation. Cable companies 

eventually will exit the home security market, just as they have in the past. 

ADT 

 “Nothing has changed with ADT since the last time we spoke. They seem to 

be doing just fine.“ 

 “ADT adding 250,000 customers per quarter seems to be a good number 

although I’m not sure if that includes acquisitions. Its attrition rate is lower 

too.” 

 “Everything I’ve heard about Pulse is positive. Most new customers are 

getting it. Cable trying to move into home security made the Pulse program 

good for ADT. It showed homeowners that you can view your house remotely 

and got them interested in adding cameras.” 

 “ADT has experienced more and forgotten more than the rest of the industry 

has learned over the years. It’s set a goal [to be the country’s largest home 

security company] and reached it pretty handily.” 

 “I don’t think cable or Google are a threat to ADT although I don’t know if 

ADT will survive in its present form. It’s the primary acquisition target for a 

lot of companies. One will buy it and be successful, whether it’s Comcast or 

another company. That would solve their problems very nicely.” 

Competition from Cable/Telecom 

 “Cable cannot keep doing what they’re doing and survive [in the home 

security landscape]. They’re constantly shooting themselves in the foot.” 

 “I’ve watched cable and telecoms get in and out of home security two times 

in the past. And it will happen again.” 

 “Cable can install and service your cable TV just fine. But there is no way 

that cable can install and properly service an alarm system. As I’ve said 

before, would you trust your home and life security to the cable guy?” 

 “Google [Nest] and Apple, on the other hand, are wonderful for the home 

security industry. It makes people rethink their concepts of security and look 

at it more seriously.” 

ADT in Small Business Market 

 “Tyco is going to go on an acquisition binge and take on both residential and 

commercial security through wholesale acquisition of companies. I don’t 

think Tyco is going to compete head-to-head against ADT, but they will be 

players in the same industry. There won’t be a turf war; I think ADT and Tyco 

will coexist.” 

 “The companies most affected will be the thousands of small companies 

that make up the alarm industry. To those, both Tyco and ADT are like 800-

pound gorillas.” 

 “Stanley and Diebold [Inc./DBD] will not be big competitors in the small 

business space. They are going into managed systems rather than small 

companies.” 

Nothing has changed with ADT 

since the last time we spoke. 

They seem to be doing just fine. 
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President, Alarm Industry Consultancy 

https://itunes.apple.com/us/app/ismartalarm-home-security/id615159814?mt=8
https://itunes.apple.com/us/app/ismartalarm-home-security/id615159814?mt=8
http://seekingalpha.com/article/2358205-the-adts-adt-ceo-naren-gursahaney-on-q3-2014-results-earnings-call-transcript
http://www.diebold.com/Pages/default.aspx
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 “The dark horse in all this is Vivint. They have proven they can execute on a plan, and not just in the security place 

but the connected home space.” 

 “I’ve spent a lot of time looking at Vivint. I think [founder and CEO] Todd Pedersen is arguably the brightest mind in 

the security industry. In his drive for execution, no one else is even close.” 

 “All the flack about Vivint’s poor quality products and bad installation is propaganda, in my mind. Vivint has installed 

a hell of a lot of alarm systems, and they’ve saved lives. Yes, there were problems with quality in the beginning, and 

yes, their sales practices were lousy in the beginning, but those have almost all been corrected.” 

 “If I were a dreamer and a visionary, I’d say Vivint’s next big move would be to buy ADT.” 

 “Protection 1 is up for sale for $1.5 billion, and I think they’ll get at least close to that. But their footprint doesn’t 

seem as suited to Vivint as ADT. I don’t think they’d be interested unless there was no one else to buy.” 

 “Other trends in the industry are toward video verification and toward providing fire and fire protection. This is a long-

neglected segment of the industry. It’s a return to the roots of the security industry. Fire protection should be 

mandated in every city, town and state.” 

 

 

3. Operations manager for a mid-Atlantic security system dealership; repeat source 

ADT is not threatened at the residential level. Cable bundling is real and growing but not yet a threat to ADT; the 

technology is likely six months to a year out from hitting critical mass. Some customers have gone to but then left ADT 

during the last six months, frustrated with the company’s customer service and lack of following through on offers. Real 

growth is in the home monitoring sector, specifically in-room cameras for babies’ rooms and personal monitoring systems 

via smartphones to track students’ location after school. ADT may look to acquire more commercial accounts. Vivint 

poses some degree of threat but is believed to be working without proper state licensure. 

July 23, 2014: ADT’s advertising spend continued to grow as the company lost 15% of its existing customer base 

annually. Cable companies and telecoms did not pose a threat because their marketing was still directed mainly at 

current subscribers. Cable companies in particular had an image problem, and consumers appeared reluctant either to 

embrace cable-based home security or increase their monthly cable bill. Strong name recognition continued to benefit 

ADT, but more experienced consumers were investigating security solutions that were at least as good and at lower cost. 

ADT was expected to make a push into larger commercial security and fire protection contracts once its noncompete 

agreement with Tyco expired. 

March 10, 2014: ADT faced plenty of subscriber dissatisfaction, and its 

addressable market appeared depleted. Pulse and other automation products 

were useful marketing tools but rarely motivated new subscriptions. ADT dealers 

were unhappy and eager to change affiliations. Any security-oriented “quadruple 

play” was having a hard time gaining traction among consumers eager to 

minimize their relationships with cable and telecom carriers. 

Oct. 7, 2013: Awareness of broadband security solutions was higher than it was 

in May, but few consumers seemed to be signing up. The economic tone was not 

favorable to large numbers of households expanding their service obligations in 

this way, while existing subscribers were unlikely to be lured by competitive 

offers. 

May 29, 2013: Although broadband vendors were eager to bundle home automation and monitoring services with their 

existing services, consumers knew these companies lacked both the infrastructure and the expertise to back up their 

claims. All major entrants had established a reputation for dismal service and were not taken seriously as emergency 

responders. ADT and Protection 1 already provide popular home monitoring services on mobile devices. The long-term 

competitive threat was real but only if serious broadband vendors acquired and dismantled specialized firms. 

ADT 

 “We have actually been doing a lot of ADT takeovers in the six months because customers tell us they just do not 

have the level of customer service they were promised.” 

 “They have a heavy marketing campaign and they are very good at going door-to-door, promising all kinds of things at 

installation. But what we’re hearing is that they don’t deliver on those promises. One thing in particular that I’m 

We have actually been doing a 

lot of ADT takeovers in the six 

months because customers tell 

us they just do not have the 

level of customer service they 

were promised. 

Operations Manager, Security System 

Dealership, Mid-Atlantic 

http://www.vivint.com/en/company/about-us/leadership/todd-pedersen
http://www.vivint.com/en/company/licenses
http://blueshiftideas.com/reports/091305ADTStillAheadofUnaffectedbyCableTelcoCompetitionCustom.pdf
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hearing is that they do not make good on the three-day rescinding policy, so many customers are told they can’t quit 

when they were told they could.” 

 “Our biggest competition is the other smaller guys in town, not the big ones, with the exception of Vivint with their 

mass-marketing systems. But what I’m hearing is that they don’t even have the specifics they are supposed to have. 

You are supposed to have a license to sell and install and service in certain areas, and I’m hearing they don’t.” 

 “Often a few customers will switch after several years to Vivint or ADT, and then they call us to tell us they are having 

issues and want to cancel.” 

 “The Pulse system is probably doing well with 25-year-olds and younger, but 

I think the technology is still about six months or longer away from really 

catching on with the average homeowner above, say, 35 or 40. Too many 

homeowners out there are older and still not quite ready to use an app for 

their home systems.” 

 “We have many customers who are well over 60 and many of them don’t 

own a smartphone, so the apps are going to be less important to them. 

[Honeywell International Inc.’s/HON] Total Connect remote control service is 

growing in popularity. ... People are getting more relaxed with it, but it’s 

going to take longer than six months or so for it to really become more 

prevalent with older customers.” 

 “I haven’t noticed a big push in advertisements from ADT. I think it’s about 

the same as it was a few months ago. But I know we get a lot of people who 

call in and say they saw a commercial for ADT and ask us if we can do what 

ADT has advertised. I’m guessing we’ve had five of those [in September] 

alone.” 

 “I have not heard about ADT having to discount services to keep subscribers, but their ads are touting a fall sale right 

now. They seem to be doing a push for signups, but again it doesn’t feel any more prevalent than it was six months 

ago.” 

Competition from Cable/Telecom 

 “I guess we have Comcast customers too, but not a lot. A lot of the times these cable guys just don’t have as much 

experience and customers notice this, so I think those customers who go for a bundled service are a little frustrated 

with the service.” 

 “It is a growing market and I think more and more people will opt for the 

bundled services, but we haven’t gotten hit terribly hard by it at all. If we get 

a customer who wants to cancel because their telecom or cable company is 

offering a deal on a package, usually we would offer our longevity and 

experience and try to resell them. Sometimes we’ll throw something in for 

free.” 

 “One advantage for us over these guys is we have our own monitoring 

system, and a lot of our customers really like that. They know their dollars 

will go a lot further.” 

 “I think remote systems are growing for babies’ rooms, specifically remote-

view cameras and phone app tracking technology to keep an eye on 

students and to make sure they make it home after school.” 

 “Although it might be still a little early to say that it’s more than 1% or 2% of 

our business, it’s growing and our techs are always in trainings to learn 

about the newest technology out there.” 
ADT in Small Business Market 

 “I know ADT has a lot of the business market out there, but it’s not 

necessarily something I see as a big threat. Vivint is more of a threat to us because of their heavy marketing. We 

have a few commercial buildings and lot of schools, but we aren’t necessarily tracking that aspect of the business 

and ADT.” 

 “ADT would have to really address their customer service policy issues if they want to compete seriously with other 

guys, because larger companies won’t tolerate a lackluster response to issues or a lack of follow-through, and this is 

the reputation ADT has out here.” 

 

I have not heard about ADT 

having to discount services to 

keep subscribers, but their ads 

are touting a fall sale right now. 

They seem to be doing a push 

for signups, but again it doesn’t 
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Operations Manager, Security System 

Dealership, Mid-Atlantic 

ADT would have to really 

address their customer service 

policy issues if they want to 

compete seriously with other 

guys, because larger 

companies won’t tolerate a 

lackluster response to issues or 

a lack of follow-through, and 

this is the reputation ADT has 

out here. 

Operations Manager, Security System 

Dealership, Mid-Atlantic 

http://www.securitysales.com/article/several-things-to-know-about-the-3-day-cancellation-notice/Alarm_Contracts
http://www.homesecurity.honeywell.com/
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4. President of an alarm systems company in Massachusetts; repeat source 

ADT should be more concerned with entrants like Google Nest rather than cable and telecom companies. ADT is getting 

back to its mission of protecting homes and lives, but its lack of customer service is still a big problem. With the 

expiration of the Tyco noncompete, the two companies likely will cannibalize each other’s business. ADT would benefit 

from buying Protection 1, but it is too weighed down with lawyers and “bean counters” to move quickly and aggressively. 

July 23, 2014: ADT and the security industry as a whole were doing better. ADT had made some remarkable 

improvements during the previous six months and had even staunched some of its customer attrition. It was getting back 

to its core values: home protection and security. ADT’s new advertisements promoted peace of mind rather than money-

saving deals. A sense of mission and improved customer service would be important later this year once ADT, Tyco and 

Tyco’s SimplexGrinnell began competing for a bigger share of the security industry. The threat from the cable/telecoms 

had shrunk to almost nothing. Instead, the blanket advertising had helped the security industry take on the new 

challenges of home automation and wireless security. 

March 10, 2014: ADT’s weak showing was a result of not just increased competition from cable and telecom but also not 

paying enough attention to its authorized dealer program. ADT also bypassed experienced talent within its own ranks to 

hire new leaders from Motorola and the cellular industry, who were not familiar with the home security business model. 

However, ADT was taking a smart approach with its new advertisement focus on peace of mind rather than just dollar 

savings. A shift to its core values and improved customer service would become important once ADT, Tyco and Tyco’s 

SimplexGrinnell began competing for a bigger share of the security industry. 

Oct. 7, 2013: Cable and telecom companies were advertising more heavily, but the focus was on home automation rather 

than security. They were losing TV customers as people fled to such alternatives as Apple’s Apple TV and Hulu, and were 

trying to survive by getting into the home security business. Their security product advertising raised awareness for the 

industry. The most likely scenario was that a giant like Comcast would buy a large home security company, possibly ADT. 

ADT 

 “ADT is getting back to their core roots. Even when we talked in July, their 

advertisements were talking about peace of mind and safety rather than 

special deals and saving dollars. I would think it has to pay off. That’s what 

the security industry was set up to do. But I don’t know if they will succeed.” 

 “I have seen a fair amount of ADT advertising lately. In the ads, it looks like 

ADT is partly trying to differentiate itself from cable [by emphasizing safety 

and home protection].” 

 “I’m not sure of ADT’s exact attrition rate. But if ADT has 7 million accounts 

and is losing about 10% to 12% of them each year, that’s 500,000 

customers you have to make up. And that’s not easy.” 

 “People leave ADT because of the lack of service. It’s still a big problem.” 

 “Of course, just from being so big, ADT is like a train. They just continue to 

chug along and grow.” 

 “Pulse is not as successful as ADT says it is. It has gotten too much 

competition.” 

 “It’s hard to tell if ADT is discounting services. There may be an ADT 

program, an ADT dealer and a regional dealer, all calling themselves ADT 

and all offering different prices.” 

 “ADT has a lot of people with high salaries. The company likes to buy out 

contracts of the experienced people and bring in less experienced ones to save money. But as ADT pushes out 

higher-paid people, look at the institutional knowledge, relationships and connections that they’re losing. People with 

knowledge and experience are being replaced by bean counters and lawyers.” 

Competition from Cable/Telecom 

 “Cable and telecoms have so much money that even if their home automation business isn’t a success, they 

wouldn’t know it. For Time Warner and Comcast, home security and automation is so small.” 

 “Cable is doing the smart home and throwing in security. They’ve made security into a commodity. But that doesn’t 

work. One smoke detector doesn’t give you true security or home protection. You need smoke detectors for the 
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http://www.adweek.com/news/advertising-branding/adt-provides-peace-mind-new-ads-arnold-155349
http://www.tycosimplexgrinnell.com/
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kitchen, one for the sleeping areas, one for each level of the house, and so on. Peace of mind doesn’t come from a 

cable box.” 

 “New customers are signing up for cable services. I don’t know the percentage. They’re enticing customers through 

bundling. People don’t want to deal with five different companies when they can deal with one.” 

 “I don’t see that cable is improving. There are a lot of onerous regulations that traditional security companies have to 

abide by. Cable and telecoms do not seem to be playing by the same rules, such as requiring criminal background 

checks for employees. They’re either not paying attention, or they’re saying it’s not worth it and trying to find a 

loophole.” 

 “Of course there are new entrants, such as Google’s Nest. They’re intrigued by the subscription-based services. 

Google, Microsoft and others are getting into home security and automation, and they have so much money that this 

is probably just one of two or three large ventures in different sorts of industries. Maybe one will fail miserably, one 

will do OK, and one will be an incredible winner. How do you know which will be the winner? You don’t. But you only 

need one. If I were ADT, I would be worried about them.” 

ADT in Small Business Market 

 “It’s going to be cannibalism 101 when the noncompete with Tyco expires. 

They’re each going to go after the other’s market. It’s not just ADT getting 

into commercial; Tyco is going to go after ADT’s market.” 

 “Certainly ADT has the name recognition to get into the business market. 

That goes a long way. It will be hard for Tyco to compete against 150 years 

of name recognition. It’s hard to build that up in two or three years.” 

 “If the market is competitive, I’m sure ADT’s price will be very competitive.” 

 “ADT is starting to get into the [business] market but not to a great extent 

yet. Tyco and Diebold are already in commercial and are getting more 

momentum.” 

 “Protection 1 has been doing very well in commercial. Vivint is a different 

model, a purchase-and-sell model. Vivint has this vision of owning the highway. Its business practices are less than 

to be desired, but its model is working.” 

 “Protection 1 is up for sale, and that’s not a surprise. It was always an end game; the investors always knew they 

were going to sell. It’s a venture capital [play] for equity capital. They’re asking a price tag of $1.5 billion. They want 

to double their money in a short time, and I think they can get it. It’s the greater-fool theory. They’re waiting for some 

bigger fool—some VC group or equity group—to pay them twice what they put in.” 

 “It would be good for ADT to buy Protection 1, but I don’t think they have the stomach for it. The feds might consider 

it a possible monopoly. And after what happened with [former ADT CEO] Dennis Kowalski, ADT has been overrun with 

lawyers. They’ve put handcuffs on the company’s ability to move quickly. ADT is not able to be as aggressive or 

nimble as it should be.” 

 

 

5. CEO of a multistate surveillance and security firm; repeat source 

ADT is using a lot of incentives to sign on new customers, including cash gift cards, but it does not appear to be moving 

the needle. Although ADT’s brand identity is unbeatable, it may not be a good enough product to stay alive on its own. 

ADT is struggling from high attrition rates, but the impending expiration of the noncompete agreement with Tyco could 

help it acquire new customers. Pulse is doing well although it is based on a third-party platform, which gives Vivint an 

advantage as it is refining its own integrated system. ADT’s business platform is better suited to commercial contracts, 

which are higher-dollar and are for customers that do not move as often. Tyco, however, will have access to residential 

accounts and, perhaps more importantly, is better positioned to make smaller acquisitions, particularly of hardware 

companies. This could strengthen Tyco’s edge from the financial side by giving it ownership of its own system vs. ADT’s 

franchise model. One possible scenario batted around at the ASIS confab was that Comcast was looking to buy ADT and 

ditch its home security packages for the already well-known company. 

July 23, 2014: ADT’s main opportunity to grow its revenue was from acquisitions, but many customers of the acquired 

companies had opted not to go with ADT. The company’s advertising spending continued to increase, but the ROI on 

those dollars did not appear to be paying off given the significant customer churn. ADT was not offering discounts. 

Rather, the company lured customers with a teaser price and then upsold at the point of contact. Cable and telecom 
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http://content.time.com/time/specials/packages/article/0,28804,1903155_1903156_1903152,00.html
https://www.asisonline.org/Education-Events/Global-Conferences/Annual-Seminar-and-Events/Pages/default.aspx
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companies had an edge by marketing directly to their subscriber base, either through company-owned TV channels or 

mail inserts. However, they were making more progress selling home automation services as customers were unfamiliar 

with their security services. ADT would face additional competitive challenges from Tyco once the noncompete clause 

expired in September. Tyco would then be able to market security services to residential customers. 

March 10, 2014: ADT needed to significantly improve its customer service if it was to decrease its churn rate. Comcast 

might get some existing customers to add its security service, but it would not take business from others. Meanwhile, the 

convergence of life safety and lifestyle improvements brought on by automation presented a huge opportunity for the 

industry to increase its marketplace. 

ADT 

 “I think they are still struggling with their numbers. 

 “We are seeing that ADT’s larger dealers are having to offer incentives to 

recruit or retain customers, and many are using cash gift cards, which adds 

to their origination costs.” 

 “ADT has a bad image. They’ve never been known for having good customer 

service. That is a challenge they have.” 

 “When ADT and Tyco were one company, the high attrition rate of the 

residential marketing sector for them was hidden by their commercial 

business. Now that they are pretty much operating in the residential market, 

their attrition rates have everyone very worried.” 

 “The noncompete expiration is going to be a good thing for ADT. But Tyco is 

going to be making a big push on the residential side.” 

 “The remote technology is definitely the way to go. Everyone is going to want 

this. The big question right now for ADT is whether they made the right 

decision to go with the Apple and Android technology. It forces them to be 

reliant on a third-party system. Tyco will probably build their own platform 

because that’s their ingenuity, and Vivint has already started building their 

own platform, albeit one that is being rolled out slowly, due to tweaking and licensing agreements.” 

 “There is a lot of buzz out there about how some see ADT as better than Tyco. Everyone knows the brand, no 

question about that. But is it a good brand or a bad one? On the other hand, Tyco looks a lot stronger at the financial 

level and is certainly much better positioned to make some serious acquisitions.” 

 “Here at the ASIS show, there is a lot of talk about Tyco acquiring hardware companies so that they own their own 

technology, which is exactly what they need to do. ADT doesn’t own their 

technology. You have the sort of Apple technology syndrome going on with 

Tyco and then you have the franchise model of ADT, and I think it’s pretty 

safe to say which is going to be stronger out there long term.” 

Competition from Cable/Telecom 

 “I don’t think cable/telecom has made any real traction with respect to ADT 

and others over the last several months, but the idea is definitely real.” 

 “The reality is if you do buy a new house you most likely also need to set up 

the cable and probably an alarm system, or activate an old, existing 

account. If the cable guy gets there first, then it is easy to sell. However, 

they aren’t really known for their reliability or their knowledge of the security 

industry, so customers might go, ‘Sure, I’ll add that on to my bill’ and then 

pull out a few months later when they don’t feel like they are getting the 

customer service they need and expect.” 

 “There is also some talk here [at ASIS show] about the possibility of 

Comcast recognizing the power of the ADT brand and buying them in order 

to latch onto their existing business model. It really is going to be very 

interesting to see what happens.” 

ADT in Small Business Market 

 “ADT’s customer service model is really much better suited for commercial 

business than residential. Customers will be paying more and they don’t 

move around as often, so there is opportunity for them to address the 
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attrition rates. Keep in mind that Tyco will be doing this with residential, so [the noncompete expiration] is potentially 

set to lay the groundwork for a pretty significant round of competitive strikes on both sides.” 

 “Local businesses like to buy from other local businesses, and every town has at least two or three alarm companies. 

Those guys are going to be there ready for a fight, and they’ll put up a good one because of loyalty.” 

 “Both Vivint and Protection 1 are doing very well. Vivint is very strong because it is extremely reliable. Protect 1 also 

has a very good model but I’ve heard it is also on the block, so we’ll see what happens there.” 

 

 

6. President of a Northeastern security company; repeat source 

ADT is more threatened by the potential entrance of Google’s Nest than by cable and telecom offerings. The risk is that 

Google will turn security into a checkbox on a list of home automation features. Cable, telecoms and free apps offer low-

cost or free home automation features, which have watered down the value of Pulse. ADT also will have a lot of 

competition as it expands its offerings to small and midsize businesses, for which Stanley, Tyco, Protection 1 and others 

already offer compelling products. ADT’s brand is a bit stale compared with that of Protection 1, which has done an 

outstanding job in the commercial space. Vivint will not be a viable competitor in that arena. 

July 23, 2014: ADT was at risk because its Pulse offering was under pressure from an influx of free home automation 

apps. Customers were savvier about security technology and realized that they did not need to pay a monthly fee for 

home automation. Rather than attracting customers to ADT, Pulse was pushing them away. ADT also would have a hard 

time entering the commercial security space because Protection 1 and Stanley were so far ahead. Finally, ADT had been 

left behind by the shift to video verification of alarm calls, which was part of new guidelines released by a coalition of 

security, law enforcement and insurance companies. ADT needed to incorporate video alarms that central stations could 

use to verify a break-in and ensure a priority response from the police, but the breakup with Tyco strained its resources. 

March 10, 2014: The source cited a growing push for video verification in alarm systems, with law enforcement officials 

in four of the five largest U.S. cities supporting it. This was the most important trend in security systems today, because it 

would allow central stations and police to verify a crime or emergency and reduce false alarms. Protection 1 and AT&T 

both joined PPVAR, the law enforcement/security coalition backing video verification in central stations. But ADT was 

ignoring video verification and giving up a significant opportunity to upsell this key innovation. 

Oct. 7, 2013: In the previous three months, the most striking change in the home security landscape was that Honeywell 

had joined an industry/insurance/law enforcement coalition promoting video verification of alarm calls. The effects from 

cable/telecom were minimal. Telecom companies lacked the technology to verify a crime in progress, but were 

sophisticated enough that this source maintains his belief that they would cause a significant disruption, especially for 

smaller dealers. He also expected ADT to be an acquisition target. Video verification was the turning point in further 

legitimizing the cable and telecom products. Traditional dealers’ best strategy was to incorporate video alarms that 

central stations could use to verify a break-in and ensure a priority response from police. 

May 29, 2013: Telecoms’ entry into the security market was expected to be enormously disruptive, especially for smaller 

dealers. The effect was slight to date because telecoms still were testing their home security programs. Many industry 

veterans pointed to new entrants’ previous failures, but the technology base had changed and the threat was quite real, 

at least over the long term. Telecom offerings’ fatal flaw was that they lacked the technology to verify a crime in progress, 

so they were likely to flood law enforcement with false alarms, undermine or even end police response to alarm calls, and 

put the entire home security industry at risk. Traditional dealers’ best strategy was to incorporate video alarms that 

central stations could use to verify a break-in, weed out false alarms, and ensure a priority response from the police. ADT 

appeared to be positioning itself to be bought by a telecom company, and already had joined AT&T in trying to weaken 

state licensing requirements for alarm companies. 

ADT 

 “I’m not hearing anyone say ADT is doing a stellar job. Protection 1 is getting a lot more buzz and play. ADT is the 

stodgy, old guy.” 

 “Pulse is not a security platform and especially not for commercial. Free apps and cable entrants have watered down 

its value.” 

http://www.ppvar.org/about/
http://articles.orlandosentinel.com/2013-04-16/business/os-alarm-company-legislation-20130416_1_alarm-bill-darden-restaurants-jason-brodeur
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 “I’ve heard some buzz about Protection 1 at the Atlanta [ASIS] conference. It seems that Protection 1 is trying to 

attract new investors and bring additional banks in. Protection 1’s value is going to go up. They have pushed video 

verification, and it’s really working for them.” 

 “I haven’t heard anything about ADT buying Protection 1. That wouldn’t really make sense to me. … It’s like 2+2=3.” 

Competition from Cable/Telecom 

 “Cable and telecoms are riding on Google Nest, just riding the wave. It’s like having a huge relative out there in 

front.” 

 “Some industry insiders are calling it ‘Alarmageddon.’ Google is just putting its toe in the waters, but it has more 

money that the top 100 security companies put together, and it is just getting started. They want to own home 

automation, and security is just one component. Once you’ve made security just a checkbox on a list, the value gets 

harder and harder to justify. Google may change the security model entirely.” 

 “For Google and cable companies, security is just a side play. It’s a lot of MIY—monitor yourself. Protection 1 is trying 

to drive value, and ADT is caught between both sides.” 

ADT in Small Business Market 

 “ADT will have a lot of competition in [small business/commercial]. Besides Tyco, there’s Stanley and Protection 1, 

among others.” 

 “Vivint will not really take on commercial, in my view, and Protection 1 is so far ahead of ADT in that area that it will 

be hard to catch up. They’re focusing on security as a mainstay as opposed to a Pulse.” 

 

 

7. CEO of a traditional security system dealer; repeat source 

ADT’s customer service model has not moved an inch toward the positive end of the scale since this source first spoke 

with Blueshift in March. ADT is running an extremely aggressive advertising campaign and making several dealers very 

nervous. This is likely due to the ongoing loss of customers who are unhappy with ADT’s service model, not its product. 

Attrition does not appear to have slowed in the last six months. Takeovers are increasing, further adding to the 

contentious landscape between ADT and the smaller operators. The cable and telecom sectors, however, are not posing 

a real threat, and neither is Google’s Nest. ADT’s push into larger commercial territory will not be easy given the large, 

established regional companies prepared to wage battle against it. 

March 10, 2014: ADT remained vulnerable to competitors. Determining whether Comcast could make a difference in the 

industry was difficult, but Time Warner had done nothing that was disruptive. The real wild card was Google, which 

acquired Nest for $3.2 billion. 

ADT 

 “ADT is doing what it’s always done, which is screwing things up for many of 

my dealers. Some of my dealers say it is becoming a very difficult situation 

out there and they are being ruined, while other guys say that ADT’s bad 

reputation for horrible customer service is just keeping it fun and 

interesting.” 

 “ADT is advertising like crazy everywhere. I open my AAA magazine, there 

they are. I open my mail box, there they are. So, yes, they are really 

saturating the market, and clearly this is having an impact. That said, I 

suspect they are at war with themselves to some degree because of their 

high attrition rates. Things are not getting better than they were six months 

ago. We have not heard much about dealers ditching ADT, but we know 

customers are because they do not like the service model or the lack of 

follow-through.” 

 “They are offering sign-up incentives all the time, but I’m not sure what they 

are at the moment. They do what they do best, which is make all kinds of 

promises at sign up and then disappear once the switch is flipped.” 

 “[Ascent Capital Group Inc.’s/ASCMA] Monitronics and Safe Home Security 

both have very good dealer programs, so if the dealers don’t like ADT they 

have a lot of places to go.” 

The cable guys and the cell 

providers really haven’t created 

that much of an impact for 

dealers. Sure, every time 

there’s an aggressive 

competitor with a poaching 

strategy, there’s damage. But 

we really have not seen 

telecom or cable companies 

impact the industry to the 

degree everyone was talking 

about at first. 

CEO 

Traditional Security System Dealer 

http://www.monitronics.com/
http://www.safehomesecurityinc.com/
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 “We work with Monitronics most of the time, and they are a very solid player, very courteous and knowledgeable.”

Competition from Cable/Telecom 

 “The cable guys and the cell providers really haven’t created that much of an impact for dealers. Sure, every time

there’s an aggressive competitor with a poaching strategy, there’s damage. But we really have not seen telecom or

cable companies impact the industry to the degree everyone was talking about at first.”

 “That said, they are just getting started. And it’s not just Comcast and Verizon. There’s also Google. But we haven’t

seen anything from them yet that has had any kind of significant imprint, and they are the 8,000-pound gorilla out

there. I’ve talked to major people at these huge companies such as ACA ... and not one of them is talking about

Google or the cable companies. It’s not an issue right now.”

 “I have not heard about Comcast buying ADT, but that would really change things … if it’s run correctly.”

 “It is a dynamic industry in a static mode. But things could change very rapidly. Google … could do something

overnight. But ADT is probably the only big disruptor to my dealers out there right now, because they are so much

more aggressive.”

ADT in Small Business Market 

 “This isn’t my area of expertise so much, but I do think ADT has a good product so they’ll move forward.”

 “Vivint is probably not a big competitor to ADT because they are primarily residential.”

 “What I do know is that ADT might be free to go after larger commercial accounts now, but they are playing against

some big guys, some important regionalists who have serious financing out there. These are very significant players

in the field. I can’t imagine that they won’t create more problems out there and that there won’t be some attrition,

but they are headed onto a very well-protected battleground.”

8. Vice president and cofounder of a traditional security system dealer

ADT’s poor service and response rates are always going to haunt the company, particularly now that it can move into 

larger commercial accounts. The best development may be for ADT to be purchased. Cable and telecoms are not a 

serious threat for either residential or commercial dealers because their technology is too unreliable. Pulse is attractive to 

homeowners who want a streamlined billing process for home security and entertainment products, but it is nothing more 

than a convenient way of adding an alarm system to the home. Any significant push by Tyco into residential markets will 

have to accompany a restructuring, as the company’s expertise is in commercial. 

ADT 

 “We compete with ADT on some commercial projects. While I think their marketing campaign on TV has been very

well done and really hits home and makes people feel secure, there really is no quality control with the company.”

 “We have several large retail chains across the country where we share a

contract with ADT. They are never there. I’m there to service the account, to

handle one portion of the store, and they are integrated into some of the

things that I do for this account, which is the doors and mainly the security

of the back doors and some of the common areas.”

 “We are called in all the time to deal with issues, mostly bugs that aren’t

working right with a system, and nine times out of 10 we are fixing

something they put in. They do alarm systems, but they also install cameras

and card readers and electric strikes on doors, and even some of their

wiring and their panels. Some guys just like to plug it and run, and ADT is

really known for this.”

 “ADT is really in the alarm system, not a full-scale security prevention or

services provider. They come in and install everything and just kind of limp it

along. Contractors go in and then leave and they never return to the project

site, so I don’t know if they really have what it takes to keep attrition rates in

place or lower them.”

 “I don’t know how Pulse is doing because we primarily do commercial. Residential might be attracted to the idea of

having the bundles that include products like Pulse because they want everything to seem more streamlined and in

one place. But the commercial side is pretty old-fashioned, and I don’t think they’re ready for wireless across the

We compete with ADT on some 

commercial projects. While I 

think their marketing campaign 

on TV has been very well done 

and really hits home and 

makes people feel secure, 

there really is no quality control 

with the company. 

VP & Cofounder  

Traditional Security System Dealer 

http://www.acasecurity.net/
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board. Until their buildings are totally remodeled to include a more reliable system, nothing is going to change with 

commercial.” 

 “I don’t know anything about dealers leaving ADT. We don’t sell it; we just sometimes have to work with it and fix it.” 

Competition from Cable/Telecom 

 “I don’t think there is any real threat to ADT or us or any of the traditional guys out there. The No. 1 issue with 

commercial accounts is reliability and consistency. Many of our commercial guys don’t trust the level of tech 

knowledge [that cable and telecom companies] claim to be providing.” 

 “With residential customers, I can see the attraction. If you get Verizon to 

handle your cell service and bundle the home security service, you have 

fewer bills coming into the home and things seem to be more streamlined. 

But in actuality it all goes back to service and industry knowledge, and the 

cable and phone guys don’t really hit this level.” 

 “Where a Tyco comes in to threaten ADT is with the monitoring. None of the 

big guys have ever had a reputation for outstanding customer service. So 

many of their installers just go in, get the contract signed, do the wiring and 

get out. Maybe Tyco does a little more, but that’s because they have their 

own monitoring system and they are part of the project long after the 

construction is complete.” 

ADT in Small Business Market 

 “ADT will need to revamp how they take care of larger accounts once the 

construction is done, and I think they need to consider their infrastructure. 

They have the brand recognition. But they might need to reevaluate how 

they are set up from the inside and how well they can service these larger 

accounts without more of the same mediocre to horrible service they’ve 

been known for.” 

 “As far as Tyco is concerned, I don’t see it happening for them in residential. 

They’d have to restructure everything they do in order to really make a dent. They have never been a residential 

provider. Unless they start buying up smaller companies out there, I don’t see it as a threat any time soon.” 

 “I’m not surprised to hear about a potential buy by Comcast. They would be acquiring the ADT brand recognition, and 

ADT would be getting the advantage of having a large cable giant on its team.” 

 “We are definitely moving into a new phase of buying and selling within the industry as technology evolves. But the 

truth is, with this industry it never really stops.” 

 

 

9. Independent business owner selling Vivint, ADT and other security systems through a direct sales company  

Sales for ADT, Vivint and other security systems are on the rise and do not require the use of hard-sell tactics or quotas. 

Business owners respect and use the products. The source’s company hires independent business owners to sell security 

systems, including ADT and Vivint, and other home protection products such as insurance. 

ADT 

 “I am an independent business owner who sells Vivint, ADT and others directly to my customers.” 

 “We work for a corporation that does direct sales, but we have no quotas to make. There is no pressure, and we 

don’t push the security systems on people.” 

 “I sell more Vivint security systems than others, perhaps because I have the same system at home. It is easier to 

promote because some people ask me, ‘Which one do you use?’ and I tell them Vivint. But it’s whatever system fits 

the customers; it’s their choice. I don’t try to become a salesperson and [hard-sell] them.” 

 “We sell a lot of ADT systems, too. It’s been around for a long time, and it’s a good company.” 

 “Sales are on the rise, and I have not had any complaints. No one has called me to say it isn’t working out.” 

Competition from Cable/Telecom 

 “I am not that familiar with cable [systems], but Vivint, ADT and others have been around longer and have a good 

reputation for safety.” 

ADT in Small Business Market 

 “ADT can definitely be used to protect your business.” 

As far as Tyco is concerned, I 

don’t see it happening for them 

in residential. They’d have to 

restructure everything they do 

in order to really make a dent. 

They have never been a 

residential provider. Unless 

they start buying up smaller 

companies out there, I don’t 

see it as a threat any time 

soon. 

VP & Cofounder  

Traditional Security System Dealer 
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 “Both ADT and Vivint have a cellular system. I like the fact that it is wireless. It is safer, because in a wired system 

some [intruders] cut the wires.” 

 

 

 

2) Home Security System Dealers from Cable and Telecom Companies 
All three sources said sales of their security/monitoring services are up year to year. Only one reported taking customers 

specifically from ADT, while the other two alluded to capturing customers from traditional security companies in general. One 

source said about 70% of business comes from customers who have never had a home security system and 30% is from 

customers who have left a traditional security company. The source also said one-half of customers sign up for the bundled 

package while the other half upgrade to a monitoring product or add it as a standalone. Sources believe their companies’ own 

special qualities outshine not only traditional security companies but other cable/telecom players as well. One source’s 

company tests its system every 15 minutes instead of once a month; another offers both cellular and Internet backup. One 

source said ADT is too big and old to be innovative and to adapt quickly to the changing landscape. 

 

 

KEY SILO FINDINGS 
Cable/Telecom 

- All 3 said their sales are increasing. 

- 1 said its services were superior to Comcast’s offerings, which was not really home security. 

o Also said Comcast is not pushing as hard in this arena as it once was. 

- 1 said 70% of business comes from customers who have never had a home security system and 30% is from those 

leaving a traditional security company. 

o About half of customers sign up for the bundled package while the other half upgrades to the source’s 

monitoring product or adds it as a standalone. 

- 1 described his company as superior because it tests its system every 15 minutes instead of once a month. 

ADT 

- 1 reported specifically taking customers from ADT, while 2 have taken customers from traditional security companies 

in general. 

- 1 said ADT is challenged to address the changing landscape as a legacy company. 

- 1 cited having an advantage over ADT because it offers both a cellular and Internet backup, which ADT does not. 

 

 

1. Vice president of a cable or telecom company’s home security offering  

Roughly 30% of new customers during the last year have been converts from ADT or other traditional, wired home 

security networks. Nearly half of those are purchasing the product as a bundled feature or as an upgrade to an existing 

account, while the other half are purchasing the standalone product. Roughly 70% of signups are from subscribers who 

have never had a home security system before. The source refuted concerns about being unreliable as a security 

provider. Dealers from ADT and other traditional home security providers were initially courted to help with the launch, 

but the company now hires and trains its own installers. 

Cable/Telecom 

 “We’ve seen strong growth over the last year, and that growth is accelerating at levels we anticipated.” 

 “We don’t disclose our subscriber numbers. But over the last year our research has shown that almost 70% of the 

consumers who do purchase our product are new to the home security sector, and we think that it will continue at 

this same rate.” 

 “ADT has a national presence, but we don’t track ADT converts. About 30% of our new subscribers have converted 

from a wired system over the last 12 months. I would not be surprised if we see the number of subscribers who are 

switching from traditional security systems, including ADT, grow.” 

 “What we are seeing is that almost half of our new customers are purchasing the [bundled home security] service, 

and almost half are coming in as upgrades to the product or as standalone.” 
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 “We are not getting feedback from our customers about any of the negative

commentary that may exist out there regarding reliability [of cable or

telecom systems].”

 “We are not seeing pushback over concerns about reliability or uptime.

Nothing has been materially brought up as we’ve sold in or out of systems.”

 “You have to remember that we are often going in to homes with ADT or

other traditional wired systems and overhauling those systems with

innovative and connected security networks that completely elevate the

home security monitoring and delivery platform, so it’s not just a wired vs.

wireless system.”

 “We run promotions all the time. We are finding that the video product is an

attractive sell.”

 “I don’t know if any of our dealers and/or installers are former ADT

employees, but as far as dealers go, we are always looking at interesting

channels for how we can continue to expand our reach and service.”

 “We are open to new channels, and a dealer channel is one we might

consider in the future. I know four years ago it was important for us to hire

professional installers, and some did come from our traditional competitors.

Since then, we have been bringing them all in-house.”

 “In order to build on a fourth service requires a certain level of installer, and

our installers are qualified to install not only the standard features for

wireless that we offer for TV and Internet but also home security.”

ADT 

 “We are not hearing anything from our customers about ADT Pulse or their

level of customer service, but we also don’t comment on competitors’

performance.”

 “ADT is an incumbent and has a long legacy, so it’s a challenge for them to

address the changing landscape.”

2. Sales representative for a cable or telecom company’s security offering

Sales are up, and customers are switching from ADT. The source’s product is an integrated system. The fees are constant 

over the life of the contract, and the equipment has a lifetime warranty. The system is tested remotely every 15 minutes 

rather than the 30-day period used by ADT. Also, this source’s customers can customize their systems. 

Cable/Telecom 

 “We test our system much more often than others. There’s no comparison

there.”

 “If an alarm goes off, we call you on two different numbers to make sure it’s

not a false alarm, and then we call the police and fire department. Some

other systems just notify you.”

 “Our most popular package lets you unlock your door, disarm the alarm and

turn on the lights all at the same time. You never have to walk into a dark

house or worry that you’ll set off the system by accident.”

 “Another good thing is that if you have pets ... and you leave on vacation,

you can give your neighbor a code to come in and feed your cats. And you

can destroy the code when you come back.”

ADT 

 “We’re selling more systems, and we’ve had a lot of people switching from

ADT.”

 “Our system is absolutely different than Pulse. It’s an integrated system, so

everything works as one unit. Imagine coming home and being able to

unlock the door and turn on the lights with your smartphone.”

We’ve seen strong growth over 

the last year, and that growth is 

accelerating at levels we 

anticipated. … Over the last 

year our research has shown 

that almost 70% of the 

consumers who do purchase 

our product are new to the 

home security sector, and we 

think that it will continue at this 

same rate. … About 30% of our 

new subscribers have 

converted from a wired system 

over the last 12 months. I 

would not be surprised if we 

see the number of subscribers 

who are switching from 

traditional security systems, 

including ADT, grow. 

VP of Home Security Offering  

Cable/Telecom Company 

We’re selling more systems, 

and we’ve had a lot of people 

switching from ADT. … Unlike 

ADT, we don’t offer an 

introductory rate and then raise 

it. It’s right there in their 

contract; they can do that. Our 

rate will stay the same for as 

long as you’re our customer. 

Sales Representative  

Cable/Telecom Company 
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 “Unlike ADT, we don’t offer an introductory rate and then raise it. It’s right there in their contract; they can do that.

Our rate will stay the same for as long as you’re our customer.”

 “Also unlike ADT, you have a lifetime warranty for the equipment. If there’s a tornado or earthquake and your outdoor

camera breaks, we’ll replace it. We’ll replace it no matter how it breaks, even if it’s your fault.”

 “We test our system every 15 minutes, and ADT and others have said they test it every 30 days.”

 “Unlike ADT and other companies, you can customize your system.”

 “We have outdoor cameras that take pictures of anyone within a 20-foot radius of the house. And it has night vision

built into it, so you can see what’s going on at night.”

3. Sales representative for a home security product offered by a cable or telecom company

Sales are up for this source’s security product. Other recent entrants have an inferior product because they are not true 

security companies and focus more on automation and monitoring. The source was not well informed about ADT, but 

noted that it had strong brand recognition. 

Cable/Telecom 

 “The difference between us and regular cable security systems is like night

and day. I used to work for Comcast, so I know.”

 “Instead of reinventing the wheel ... our parent company decided to buy a

successful, experienced security company. And that has served them well.”

 “With us, you get an email or text if someone breaks into your house while

you’re away, and you can download the footage to show law enforcement

authorities and help with the investigation.”

 “The video does not go to a central monitoring station. The live camera

stream is strictly for you. We’re not looking at it.”

 “We also have smash-and-crash equipment. In the old days, an intruder

could hammer your keypad and disable it before it got an alarm out. If that

happens, we have a backup system that calls the police, connects to the

Internet modem, and emits a really loud siren. It’s a triple play.”

 “We also offer fire protection, and you can save up to 20% on your

homeowner’s insurance.”

ADT 

 “I don’t know how ADT sales are doing, but my sales are up this year.”

 “Of course I’m biased, but I think our product is better.”

 “ADT is a well-known company, but there are multiple differences between

them and us. We provide customers with Internet and cellular backup, so

that if the power goes off, the cellular jumps into action. ADT gives you one

or the other but not both.

 “ADT also still offers wired systems, and a burglar can cut those wires. You

don’t have to worry about that if you have a wireless system, and ours is

completely wireless. And no other company offers our wireless/cellular

combination.”

Secondary Sources 

The following eight secondary sources discussed ADT’s role in a rapidly changing market, reviews of cable and telecom 

companies’ home security systems, and the end of ADT’s noncompete agreement with Tyco. 

Instead of reinventing the 

wheel ... our parent company 

decided to buy a successful, 

experienced security company. 

And that has served them well. 

… My sales are up this year.

ADT is a well-known company, 

but there are multiple 

differences between them and 

us. We provide customers with 

Internet and cellular backup, so 

that if the power goes off, the 

cellular jumps into action. ADT 

gives you one or the other but 

not both. 

Sales Representative  

Cable/Telecom Company 
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ADT 
These three articles stated that ADT is using innovation and acquisitions to keep up, but it also faces a rapidly growing DIY 

market and was ranked eighth in service out of home security systems. 

 

Aug. 24 article from The Buffalo News  

To stay ahead of the competition ADT is constantly adding new services and innovations, such as voice authenticated 

remote-control system. It has invested in Life360, and now offers the Canopy “Chaperone” app as well as LiveSafe (with 

Intel Corp.’s/INTC McAfee). ADT’s Pulse is seeing high adoption rates among new customers. ADT’s customer base is 

expected to grow to 8 million by 2018, with 38% of those buying the Pulse. 

 “ADT’s chief innovation officer Arthur Orduña talks into his smartphone to check the security and lights at his home. 

The ADT app recognizes his voice.” 

 “‘Security status’ he says, receiving confirmation that all is well. ‘Light status,’ he says, learning about the lights on 

for security reasons.” 

 “No competitor has a remote-control system with voice authentication, Orduña said. ‘We want not just to be at the 

party, we need to be first to market,’ he said.” 

 “ADT may be a 140-year-old company, but it is strategizing like a start-up.” 

 “The Boca Raton, Fla.-based company, with $3.3 billion in 2013 revenue, is recognized as the industry leader in 

security for the home and small business. But as it has moved into home-control products, ADT is in direct 

competition for consumers’ dollars with giant cable, smartphone and technology companies. Orduña said they may 

be competitors, but he also sees them as potential partners.” 

 “To offer new products, ADT is partnering with incubators in Silicon Valley and New York City.” 

 “Earlier this year, ADT invested $25 million for a minority stake in Life360, a San Francisco startup. Through 

Life360’s Canopy app, customers can set up circles of friends and family who they can let know where they are or 

are going, as a safety back-up.” 

 “ADT has taken the app to another level by offering ‘Chaperone’ service.” 

 “A child dropped off by the school bus can check in on the app on a smartphone. An ADT operator stays on the 

phone with the child for the walk home. When the child safely reaches the door, the operator signs off: ‘Talk to you 

tomorrow, do your homework!’ ADT said it is still testing the Chaperone service, which it plans to offer for less than 

$10 a month.” 

 “Digital security is another new product, and revenue stream, for ADT.” 

 “In January, ADT announced a partnership with digital security firm McAfee, offering its Live Safe product to existing 

customers. The current price is $40, a promotional rate to encourage customers to try the service for 12 months. 

Live Safe is embedded in electronic devices so if stolen, they will lock and prevent a thief from accessing them. 

Devices also can be wiped, if need be.” 

 “Nicholas Heymann, an analyst for William Blair & Co., said ADT Pulse, its video monitoring product, is selected by 71 

percent of ADT’s new residential customers, which is only 14 percent of ADT’s customer base. But he expects ADT’s 

customers to grow from 6.8 million to 8 million by 2018, with 38 percent buying ADT Pulse.” 

 “Heymann said he thinks ADT will expand by partnering with Verizon Wireless, which dropped its home monitoring 

and control service in February. ‘If Verizon signs up, AT&T will be right behind them,’ he said.” 

 

July 1 TMCnet.com article 

The DIY home security system market is growing rapidly. It is set to reach $1.5 billion and capture huge market share by 

2020, all based on its ability to target lower-income families with low costs and a lack of contracts. This market has been 

largely missed by large security companies like ADT. 

 “The home security business is estimated to grow by leaps and bounds in the coming years. Many small start ups are 

using the power of internet to create DIY systems. As per the latest reports, the self installable systems will be priced 

as low as $300 and that too without a contract.” 

 “The giants in security providers like ADT who have done well over the past few decades catering to the roughly 1 in 

5 US households that pay for monitored home security services will have to bring their home security costs down to 

be competitive in the market.” 

 “Many start-ups entered the market following these giant company’s model with small gadgets and are making their 

name on a considerable scale by utilizing the internet along with their home security models . Their products are 

http://www.buffalonews.com/city-region/adt-offers-new-security-products-20140824
https://www.life360.com/
https://itunes.apple.com/us/app/adt-canopy/id775038582?mt=8
http://home.adt.com/mcafee/
http://zone.tmcnet.com/topics/articles/382690-diy-home-security-estimated-be-huge-market.htm


 

 1 Ferry Building, Suite 255, San Francisco, CA 94111 | www.blueshiftideas.com 

21 

ADT Corp. 

easy to manage, less tangible and needless to say offer smart home technology for the security of the owners at a 

much conservative pricing.” 

 “However, the traditional service providers of the home security solutions reasonably argue that the newer models 

are in no comparison to the professionally installed systems. The high technology security devices offer great control 

to its consumers by giving them the remote access of their secure locations. While, the low priced models may not be 

a suitable alternative to the high priced security systems, however, they have definitely opened up a niche for 

themselves by providing security options to those people who did not have that choice in the first place.” 

 “These low cost DIY home security models are tapping into the market that has so far been left untapped by the big 

home security businesses that cater to the middle to upper class households. As per the latest reports, the DIY 

security providers are focusing on one third of households that are renters of the other properties and need home 

security solutions, albeit at affordable rates. Some start-ups are considering those customers that belong to the 

lower income groups and may require home security more than anybody else. These families live in places with high 

crime ratio and it makes business sense to take their security into account as well.” 

 “The DIY home security market is expected to grow up to $1.5 billion and capture huge market share by 2020.” 

 

Oct. 2 A Secure Life article 

ADT ranked eighth out of nine home security systems because of its lack of a DIY option and a relocation option, as well 

as its questionable customer service that may be due its business model of having local dealers. 

 “Ranking of top home security systems:” 

 “#1—Frontpoint” 

 “#2—Protect America” 

 “#3—LifeShield” 

 “#4—LiveWatch” 

 “#5—SimpliSafe” 

 “#6—Guardian Protection” 

 “#7—Vivint” 

 “#8—ADT” 

o “Relocation is not an option, but ADT does offer a ‘Mover’s Guarantee’ which allows you to get a new 

System for free and you can purchase any additional hardware that is not included for 25% off. This offer is 

only available for 2+ year current customers and you must sign a new contract.” 

o “Warranty: [manufacturer’s] warranty is in place and ADT offers an equipment warranty at an additional 

cost.” 

o “No DIY (Do It Yourself) or self-install option” 

o “Spotty customer service record due to local dealers—but keep in mind that ADT is by far the largest security 

company in America (estimated to be 10 times the next biggest company), thus there will be a larger 

amount of negative reviews” 

 “#9—AlarmForce” 

 

 

Cable/Telecom 
These three articles centered on cable and telecom companies becoming bigger players in the security space, and offered 

two negative reviews on Comcast’s home security system. 

 

Sept. 10 The Motley Fool article 

Cable and telecom companies are trying to become bigger players in the security space through their abundant resources 

and bundled offerings, which could start eating up ADT’s market share. 

 “ADT is facing new, resource-rich competitors.” 

 “ADT has built a market-leading position in the home and small business security industry; however, an influx of 

strong competitors threatens the company’s ability to meet its growth targets. The much-touted ‘Internet of Things’ 

once looked like a huge opportunity for ADT, and the company has bet big on its home automation service ADT 

Pulse, but the pending technological revolution might also damage the company’s relevance.” 

http://www.asecurelife.com/home-security-systems-reviews/
http://www.fool.com/investing/general/2014/09/10/3-reasons-adt-stock-could-fall.aspx
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 “Cable and telecom companies are aiming to become bigger players in the security and monitoring and home 

automation sectors, and their resources and positional advantages could be difficult for ADT to overcome. 

Companies like Comcast, Time Warner Cable, and Verizon Communications have the ability to bundle security and 

automation services with their more traditional offerings, enabling them to offer comparable services at prices lower 

than ADT’s model can support.” 

 “Additionally, because these companies already supply cable and telecommunications signals to consumers, they 

look to enjoy certain positional advantages. The overturning of the FCC’s net neutrality provisions means that cable 

and telecom providers could de-incentivize the use of ADT’s products by slowing service, or denying functionality 

altogether.” 

 “Further complicating matters, Internet giant Google is positioning itself to be a big player in the home automation 

segment. The company’s $3.2 billion acquisition of Nest was just the first visible step in a broader strategy to shape 

the emerging smart home market. Google and Nest recently acquired home security company Dropcam for $550 

million. ADT stock has benefited from an improvement in the performance of its Pulse automation system—take rate 

for the platform hit 49% of new customer additions as of the company’s last quarterly report—but the introduction of 

competing services from the giants of tech and telecom could disrupt its growth.” 

 

Sept. 28 Inquisitr article 

One customer of Comcast’s XFINITY home security system detailed his horrible experience with the service, including high 

fees for installation and cancellations, and faulty equipment. 

 “Comcast home security turned out to be one of Gary O’Reilly’s worst nightmares. Moving into a new house with a 

pregnant wife and a toddler on March 24, 2013, he had thought that it was worth it to spare no expense to keep his 

family safe. Apparently, Comcast took advantage of O’Reilly’s decision to ‘spare no expense,’ and the entire ordeal 

cost him more than he expected in time and money.” 

 “After moving into the family’s new home, the Chicago-area customer ordered the entire package; internet, XFINITY 

Home, cable TV, a home security system, and automation. The company 

sent two men to install everything, taking nearly ten hours, but by the time 

they were done, the home had four exterior door alarm sensors and two 

digital thermostats in action.” 

 “The following morning, the problems had already begun. At around 2 a.m., 

one of the thermostats had malfunctioned and started relentlessly beeping. 

Gary O’Reilly awoke to discover his family was freezing.” 

 “‘It was defective, and because the thermostat was digital, I could not 

control the temperature in that half of my house. My pregnant wife and 

[two-year-old] son were freezing in their own home.’” 

 “Comcast home security had become more of a nuisance than a comfort as 

O’Reilly proceeded to call the cable provider and request a service date as 

soon as possible. Rather than fixing the problem, when the service 

technician arrived several days later, they installed a replacement 

thermostat which barely worked more effectively than the first.” 

 “Comcast customer service had also decided to bill him for the additional 

service call and the replacement device, which took him an additional ten or 

so hours in live calls and online chats to remove the charges.” 

 “Less than a month later, the replacement thermostat had also stopped working and O’Reilly had to call again. The 

third thermostat they had installed was faulty right away, draining its batteries within only a few days every time. 

Comcast allegedly told him the batteries were his responsibility, and he bought more in bulk, hoping that was the 

only expense.” 

 “By mid-June, O’Reilly had discovered that the batteries were leaking and he ordered a fourth replacement for the 

device installed as part of his Comcast home security package.” 

 “After the fourth thermostat malfunctioned, Gary O’Reilly had had enough and called to cancel his service entirely.” 

 “Receiving his bill, O’Reilly quickly discovered that Comcast home security was the worst decision he’d ever made. 

The early termination fee was $1,000, a price he felt unwilling to pay. Comcast threatened to take him to court for 

collections after ruining his credit rating and charging interest on top of the fee.” 

Receiving his bill, O’Reilly 

quickly discovered that 

Comcast home security was the 

worst decision he’d ever made. 

The early termination fee was 

$1,000, a price he felt 

unwilling to pay. Comcast 

threatened to take him to court 

for collections after ruining his 

credit rating and charging 

interest on top of the fee. 

Inquisitr Article 

http://www.inquisitr.com/1504720/comcast-home-security-customer-service/
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 “With O’Reilly’s credit rating having dropped by 150 points, he could no longer qualify to refinance his mortgage and 

was in danger of losing his new home. Given no other option, O’Reilly had to compromise, though Comcast 

spokesman Joe Trost claimed they had reached an ‘agreement.’” 

 “‘Together, [we] talked about the possibility of restarting services with Comcast with the agreement to waive the 

installation fees and (early termination fees) from the previous account, as well as clearing him from collections and 

the credit bureaus. We’re providing Mr. O’Reilly with different package options and composing a letter to overnight to 

Mr. O’Reilly with the information we discussed over the phone.’” 

 “Sadly, Gary O’Reilly was given no choice but to upgrade his internet plan so he could cancel Comcast home security. 

He agreed only so they would waive the early termination fee and restore his credit rating.” 

 “After all of the news about Comcast customer service this past year, it seems they have earned the trophy as the 

worst company in America. The nation eagerly awaits changes to the company’s policies and even Comcast’s data 

caps.” 

 

Oct. 2 Inquisitr article 

A faulty Comcast home security system almost resulted in the death of a teenager, as intruders entered the basement 

that Comcast had deemed secure. The family is now suing Comcast. 

 “A Comcast home security fail nearly cost a Washington family’s teenage son his life. When the security system 

failed, intruders broke in and showed them the hard way just how effective it was.” 

 “Had the Comcast XFINITY system worked the way it was supposed to, the family might have at least had some 

warning before the mother found her child in his gruesome state. Mere weeks after moving into their Kirkland home, 

Leena Rawat had the worst night of her life.” 

 “Rawat’s son was sleeping in the basement when intruders on a mission to kill found no problem entering through 

the window. Because the basement was armed with motion sensors, the Comcast representative claimed there was 

no reason to put an alarm on the window itself. That judgment call proved almost fatal for their son Deep Rawat, 

whose injuries almost left him bleeding to death.” 

 “Leena Rawat stated that on Comcast’s installation papers, the home was verified as ‘intruder proof.’ The family is 

suing Comcast because their home security failed to keep their son safe in his bed in September 2013.” 

 “The Rawats’ attorney Ken Friedman explained how ridiculously ineffective the system and Comcast’s explanation 

really was.” 

 “If their argument is to be accepted, they could put in empty black boxes throughout the house and say, ‘That’s your 

system.’ And then something goes wrong, and they say, ‘We never promised you it would work.’” 

 It seems this Comcast home security fail wasn’t the first, but it turned out to be the most brutal so far.” 

 

 

ADT’s Noncompete Agreement with Tyco 
These two articles detailed the end of ADT’s noncompete with Tyco, ADT entering the commercial market for midsize and 

large businesses, and Tyco entering the small business market. 

 

Sept. 29 Security Systems News article 

Sept. 29 marked the end of ADT’s noncompete with Tyco, which in turn allowed ADT to change the name of its 

commercial business from ADT Small Business to ADT Business. ADT now can market to slightly larger facilities and 

expand its offerings to include fire monitoring and installations, advanced access and intrusion, and more video. 

 “Marking the Sept. 29 expiration of its noncompete with TycoIS, ADT today changed the name of its commercial 

division from ADT Small Business to simply ADT Business and it revealed the 12 markets it is targeting as it expands 

its reach into bigger business.” 

 “Since it split with its former sister company TycoIS in 2011, ADT has been limited to working with commercial 

businesses under 7,500 square feet.” 

 “ADT will begin marketing to “slightly larger facilities as well as expanding its products and services … [to include] fire 

monitoring and installation, more advanced access and intrusion and more video,’ he said.” 

 “The company is also expanding its presence in geographic markets ‘where we see the largest opportunity in the 

medium commercial space,’ [Luis Orbegoso, president of ADT Business] said. ADT is staffing the following markets 

http://www.inquisitr.com/1515128/comcast-home-security-fail-washington/
http://www.securitysystemsnews.com/article/adt-rebrands-business-unit-identifies-12-target-markets


 

 1 Ferry Building, Suite 255, San Francisco, CA 94111 | www.blueshiftideas.com 

24 

ADT Corp. 

with dedicated sales, operations and installation personnel: Atlanta, Chicago, Denver, Detroit, New York City, 

Philadelphia, Phoenix, and Seattle/Tacoma, as well as the states of California, Florida, New Jersey and Texas.” 

 “Orbegoso said ADT’s move into the larger commercial market will be gradual. The goal is ‘to do this right and give 

our customers the best experience’ and to keep an eye on the fact that ‘there is a lot of opportunity in the small 

business [market].’” 

 “In the past year, ADT has introduced vertical-specific bundled solutions. Lessons learned in researching these 

solutions will be helpful as ADT seeks to serve larger businesses, Orbegoso said.” 

 “‘We identified [target] vertical markets, their needs and [the solutions] that are applicable [to each]. We’re going to 

take what we know, expand it and tweak it for this space,’ he explained.” 

 

Sept. 30 MarketWatch article 

At the same time ADT is entering the commercial space, Tyco is setting its sights on the small business market. 

 “Tyco Integrated Security, the industry’s leading security systems integrator, today announced it will offer small 

businesses cost-effective, commercial-grade, scalable security systems and services. As the most experienced 

commercial security provider in the world, TycoIS will leverage its tenure of experience and breadth of technologies 

to deliver tailored solutions for small business customers around the country.” 

 “TycoIS offers complete service in the design, installation, maintenance and support of newly installed and existing 

security systems. Benefits small businesses can experience partnering with TycoIS include:” 

 “Efficiency: enabling more productive organizations with cost-efficient solutions that are easier to install and run—

Convenience: empowering the connected business through on-the-go mobile access from anywhere, anytime via any 

internet-connected device—Scalability: offering local services to customers of all sizes, in all industries, with the 

ability to grow with the business—Connectivity: facilitating full building control through a comprehensive, continuously 

expanding technology portfolio.” 

 

 

 

Additional research by Diana Hembree and Jacqueline Fox 
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