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Key Contact List

First editionOctober 41

ChangeDate of issueIssue 

Document Control

0844 4129009Out of hours technical support

0844 412 9009Emizon 21 Commissioning Desk

01494 763255

07730667417

Sian Lloyd – Document updates and control

Emizon

Out Of Hours contact

rogerk@southernmo
nitoring.co.uk

Tel: 087 0414 2220
Mob: 07768 123669

Roger Kay
Systems Integration Manager

glenm@southernmo
nitoring.co.uk

Tel: 0870 242 222
Mob:07787 176297

Glen Morgan – Technical 
Support Manager

Southern Monitoring

NB: Authorised users can access the latest version of the Welcome Pack 
online via the ARC Resource section within the iZone at www.emizon
.com. For authorisation contact Sian Lloyd - details above
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Welcome

1. Introduction 
� Introduction to Emizon 21
� Key Features
� Benefits of a Managed Service

2. Working with Emizon 21
� 3 Steps to Deploying the Service

� Buying the TCD
� Ordering the Emizon 21 Service
� Commissioning the Emizon 21 service

� Ceases and Transfers

3. Billing

4. Contact Numbers

5. Appendix – hard copy only

� Installer leaflet
� Installer Checklist
� Statement of Compliance
� Customer IT Survey Form
� Bosch and Pyronix TCD Data sheets
� Frequently Asked Questions & Answers
� Glossary of Terms

Welcome to Emizon 21 the first secure, managed messaging 
service designed and developed specifically for IP Networks. 

This Welcome Pack contains the operational information necessary
to provide Emizon 21 to your customers. If you have a question not 
covered, have suggestions for improvement  or want to give us some 
feedback please call us on 0844 412 9009.

The Welcome Pack is in 5 sections:



4
Issue 1 Oct 07

1. Introduction
This section provides an overview of the service, its features and the 
benefits for your ARC. 

A New Service for a New Era
Emizon 21 gives end users, installers and ARC’s the opportunity of 
embracing the benefits of IP monitoring, their improved functionality, 
flexibility and cost effectiveness whilst still maintaining the security 
standards associated with ‘traditional’ dual path signalling services. 
Because Emizon 21 has been designed specifically for the IP 
environment the service is future-proof and ready for BT’s 21 CN 
programme roll out.

Emizon 21 Key Features

Secure

� Dual path – broadband (primary) and GPRS
� EN Grade 4 signalling compliant

� Fully managed with full audit trails

Cost effective
� No connection charge

� No dedicated PSTN line

Easy to use

� One-touch commissioning
� No on-site configuration or NVM

Future proof

� Designed specifically for IP Networks
� Compatible with BT’s 21 CN deployment
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Emizon 21 Key Service Components 

1. Telemetry Communications 
Device (TCD) The hardware that fits 
into the panel providing the gateway form 
communication across the Emizon Service 
Platform..

2. Emizon Service Platform
Providing the know-how to manage the 
messages across both paths end-to-end.

3. ARC Connections
Allows the ARC to 
interrogate the TCD via 
secure encrypted 
network connections
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Benefits For ARC Customers

• Management Control
� Proactive fault management
� Remote diagnostics and audit trails

� Designed and backed by industry experts 

� Supported by a free 24hr helpdesk
� Performance reports against EN standards

� Value Added Services
� Remote walk tests for installers

� Service Management
� Fixed fee – no unexpected call charges on either path

� Cost Effectiveness
� Simple order and commissioning process

� integrates with existing ARC software
� Grade 4 signalling at highly competitive rates

� Future proof service continuity
� Ready and waiting for 21 CN deployment

Emizon 21: The secure service that you can trust. 

What sets the Emizon 21 service apart is its ability to manage the 
end-to-end message delivery process across both wired and wireless 
paths. This means a service with increased reliability, resilience and 
accountability; bringing you:
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2. Working with Emizon 21
Where can you use Emizon 21?

Emizon 21 is a dual-path, grade 4 service suitable for all premises that have access to the
internet for the wired path, and a Vodafone signal, for the wireless path. Ask the customer to 
complete a Customer IT Survey Form, to check the internet access at each premises. This 
form can also be completed on-line at:: www.emizon.com/surveyform/

3 Simple Steps to Deploying Emizon 21

Emizon 21 follows existing industry practice. For installers the three simple steps to deploying 
the service are shown below

Installer orders 
Emizon 21 from ARC

Installer buys hardware 
(TCD)  from distribution

Installer fits TCD in panel and 
calls ARC to Commission 

The Emizon 21 service

Step 1

Step 3

Step 2

� Installers order Emizon 21 using the 
MASweb order application form including 
the information from the Customer IT 
Survey form.

� Bosch and Pyronix Stand-Alone TCDs are 
available from distribution.
� Castle Integrated TCD comes installed  
the Castle EURO ONE IP panel.

� Installer calls ARC with order reference and 
the TCD’s unique serial number.
� ARC then enters these two numbers  in the 
MAS management system and activates the 
service.
� Installer then commissions the TCD on site 
and can then run through the normal test
Procedure 

These three steps are covered in more detail overleaf…
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Step 1: Buying the  Hardware (TCD) for the panel

Manufactured by Bosch, Castle and Pyronix the TCD is available either as a Stand-Alone unit
from distribution nationwide; see picture below,  or as an Integrated unit as in the Castle
Euro-ONE range of control panels

Key features

Not site specific until commissioned with the ARC
Compatible with any pin start input panel
One-touch commissioning
Works with any broadband/network service provider
No on-site configuration or NVM

Pin Configuration

The Stand-Alone TCD has 16 pins set positive removed with pin 4 open/close set 
positive applied.  As supplied the TCD is set for BSIA Form 175 to permit the 
indication of single path faults to compliant panels using alarm channels 16 as the
ATS test input. Channels 14 and 15 are designated for path test alarms 

To change the pin configuration, disable Form 175 or allocate an IP address
simply call the Emizon 21 Commissioning Desk  on 08444129009. 

Tips on Installation

1. See the Installer Ready for Service Check list in Appendix or on-line at
www.emizon.com to help with installation.

2. Each premises must complete a Customer IT Survey Form to take account 
of any special network security measures, for example allocation an IP address.
This form is available on line at www.emizon.com/surveyform/

3. View the Pyronix commissioning video on our website www.emizon.com
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The Bosch and Pyronix Stand-Alone TCDs

View the Pyronix commissioning video online at www..emizon.com

GPRS transmission
path LEDEthernet transmission

Path LED

ARC Tip: Check with the installer that the TCD is communicating on both 
networks before commissioning.
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Step 2: Ordering the Emizon 21 Service

The Installer Orders  to Southern

The installer orders the Emizon 21 service using the Emizon 21 Monitoring Application form. 
The installer will need to specify the TCD type i.e. Bosch or Pyronix for the Stand-Alone 
TCD or Castle for the Integrated and transfer details from the Customer IT Survey Form. 

Southern Orders To Emizon

On receipt of an installer order form the ARC completes the sections marked in blue on the 
Emizon 21 order form, a word document shown overleaf:
� Details of the date the service is required – up to one month in advance,
� E-mail address for Emizon to return the form, 
� TCD type – i.e. the manufacturer (Bosch, Pyronix, Castle) of the TCD being used
� Details of the installer company.  

Once completed, save the changes and E-mails to orders@emizon.com. On receipt Emizon 
will log the details on the Emizon Service Platform and enable the service ready for 
commission on-site with the installer. Emizon will then return this form by email  with the EM 
number , (the unique Emizon identifier number). A confirmation note will be sent to the ARC 
software once the service  is enabled. 

Orders received before 4pm will be processed that day. Orders taken after 4pm
will be processed by 12 noon the following day.

Complete  Emizon 21 
order form

And email to Emizon

Emizon e-mails back form 
with EN number

Once enabled confirmation
note sent to ARC software 
quoting the ARC reference 
number from the order form

Emizon logs EM details on 
Emizon Service Platform 
and enables the service

ready for commission
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Please complete all sections in blue  for orders , save changes  and e-mail to orders@emizon.com . We will then 
return the form via your contact e-mail address wit h the Emizon 21 Installation number. For ceases com plete the section 
in orange . For assistance call 0844 4129009 between 8am and 6pm.  
 
 

Date service required  
(Up to 1 month in advance)  

  TCD Type  Castle Care-Tech (Integrated)    

Contact e-mail   (Please tick) Bosch (Stand-Alone)   
Date cease required    Pyronix (Stand-Alone)   

Contact e-mail      

 
Your ref: ARC Reference  Alarm Maintainer : Name  Location/City  

   
 
 
 Our Ref: Emizon 21 Installation Number   

EM  
 
 
 
 
 

Action Box : (Record of any comments and or changes made with respect to this order)  	

Form: CF:2Emizon 21 Order FormARC

Orders received by 4pm 
will be issued that day. 
This date also activates 
billing .

Email address for Emizon to
return the form.

The Order Form Explained

Complete the sections in blue, save and return to: orders@emizon.com

TCD Type
Tick the manufacturer 
of the TCD that the installer
is going to use.

Details of the 
Installation company.

Emizon’s  order reference 
number which will be 
used on all our records 
including  billing.  This 
number will also be 
shown in the signalling. 

Your ALT ID  reference for this
order which will be shown
on your confirmation note



12
Issue 1 Oct 07

Step 3: Commissioning Emizon 21

Once the TCD is installed in the panel and both paths are communicating it will need to be 
commissioned on-site by the installer  by your alarms team. The commissioning process 
‘marries’ the TCD in the panel on site to the ARC customer records so that alarm signals can be 
correctly identified and ensures that the ARC can communicate across both paths via the 
Emizon Service Platform. 

Installer Commissioning on site
To commission the TCD the installer simply:
� Calls ARC giving  their order reference number together with the TCD’s unique Serial Number 
– found on the TCD label.  
� When the ARC has activated the service the installer then pushes the set button on the TCD 
(right hand side) for 5 seconds until the user display on the TCD runs through the sequence t1, 
01, ca. The TCD is then ready for testing as normal.

Southern Commissioning the Emizon 21 Service

1. Check the installer has the TCD serial number and his order reference number ready and 
both the GPRS and IP path lights are lit up indicating that both signalling paths are 
available. 

2. Using PC Anywhere,  connect to the Emizon Gateway server screen :
1. Enter the 6 digit Emizon EM number (from your Emizon order form) in the

Installation number field (ensure it is the CS Number in MAS).
2. Enter the  TCD Serial number  in the ‘Unit Serial Number’ field – see overleaf.
3. Select the  ‘Associate and ‘Activate’ command. This will then marry the 

customer details to the panel and activate the service ready for use.
4. Set the act/deact box to 15 minutes or more – this is the time allowed for the 

commissioning period.

Remote Functionality at Commissioning Stage
•While on-site the installer can call the Emizon Commissioning Desk to:
Change the pin settings – the unit comes positive removed
•Input a static IP address via the SMS path
•Disable BSIA Form 175.
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.Screen Shots
Enter EM number from
the Emizon 21 order form

Enter the TCD
Serial number
from installer

Click the associate and activate command

Set a time-out period for 
commissioning of between 
15 min and two hours.
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How to Transfer – Same Installation: New ARC
Emizon will need to be involved in any transfer of service between ARCs as  this 
represents a change of customer and will need to be documented as a contract change. 
Emizon’s approach is based on the need for clear and accurate information on the 
installations being agreed  without compromising security or data privacy guidelines.

For transfers of up to 100 installations:

� The losing ARC will provide Emizon details of each installation in terms of the EM 
number and the date and time that the transfer is to take effect.

� In acknowledgement of this information Emizon will then e-mail the loosing ARC a 
randomly generated 6 digit code 

� The gaining ARC will then need to email Emizon this exact 6 digit code in order to 
confirm agreement between the transferring  ARCs. 

Transfers of over 100 installations must be agreed in consultation with the Emizon team.

Ceases and Transfers

The service will first need to be dissociated and deactivated on the management software. 
Once deactivated  simply e-mail the original order form (with the EM number),  giving details of  
when the cease is required to take effect in the  ‘date cease  required’ box . Emizon will then 
return this form via e-mail, including the details of the date that this will be ceased in the 
‘Action Box ’.

How to Transfer – Same Installation: New address  

Emizon do not need to be involved in internal moves or service transfers – i.e. those where 
the Emizon 21 service is being moved from one address to another, under the instruction of 
the installer.  Rather the policy  will be determined by the ARC and the contract that they 
have with their installers. 

Note that the Emizon EM here does not change and it is this number that  will continue to 
be used for signalling, billing and in any correspondence. 

How to Cease the service



15
Issue 1 Oct 07

3.  Billing
Provision of the Emizon 21 service is on the basis of a 12-month minimum 
contract term with payment in advance for the first year and from there after 
monthly in advance.   

Key points to note:

� Year 2 Invoices are generated on the last day of each calendar month and 
payable within 30 days of the invoice date.

� The invoice is supported by a detailed schedule  of payments prepared for 
each installation- see payment schedule overleaf.

� The payment schedule commences from the ‘service delivery date’ as 
stated on the order form.

� Where service for an installation is terminated within the initial 12-month 
contract term, no refund will be made. Where service for an installation is 
terminated after expiry of the initial 12-month contract term, this is effective 
from the day of termination, and any money paid for the installation beyond 
this date will be credited.

� Where an installation is transferred-in from another ARC within its initial 
twelve-month contract, no charge will be made until the expiry of the initial 
twelve-month period as the original ARC will be responsible for payment.

� Where an installation is transferred-in from another ARC outside the initial 
twelve-month contract, service will be billed from the date of transfer.

� Whole months are invoiced at the yearly rate divided by 12. 
Odd days are billed at the yearly rate divided by 366.

. 
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3. Billing Continued

� Exceptionally, if, after provision of service for an installation, it proves 
impossible to complete the installation (e.g. due to inadequate signal 
strength, or other valid technical reason) within 14 days of provision of 
the service then, after consultation with Emizon, service may be
terminated and the normal twelve-month minimum period will not be 
effective, however a one-month charge will be made. If the installation 
has already been billed beyond one month, a credit will be made as 
appropriate.

� An example  installation payment schedule is shown below for an 
installation with a service required date of 15th July 2007 and ceased 
on 3rd March 2010:

Cease on 3rd March 2010

Credit 4/3/2010 to 31/3/201031/3/2010

1/3/2010 to 31/3/201028/2/2010

1/9/2008 to 30/9/200831/8/2008

1/8/2008 t0 31/8/200831/7/2008

15/7/2008 to 31/7/200830/6/2008

No payment31/5/2008

No payment31/8/2007

15/7/2007 to 14/7/200831/7/2007

Payment From -ToPayment schedule
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4. Our Support

End user Insurance approval on behalf of the 
installer. All aspects of insurance approval.

Office hours01858 
570630

Emizon 21 
Insurance 
Information line

All aspects of the Pyronix Stand-Alone TCD 
and Pyronix control panels.

7.00am-7.30 
pm Mon-Fri

0870 122 
3360

Pyronix

All aspects of the Castle care-tech Emizon 
ready control panels and 

7.00am-7.30 
pm Mon-Fri

0870 
1211 632

Castle-Care 
Tech

All aspects of the Bosch Stand-Alone TCD 
and Bosch  control panels

9am -5pm 
Mon-Fri

01895 
878093

Bosch 
Technical

All aspects of commissioning the TCD so 
that it can send  alarms from the alarm panel 
to the ARC over the Emizon Platform.

8am -6pm 
Mon-Fri.

0844 412 
9009

Emizon 21 
Commissioning 
Desk

Areas CoveredTimesNumber Support

Service/Technical
Emizon 21 has been designed by experts with extensive hands-on industry 
experience. The ARC technical support is available 24/7 on 0844 4129009, 
backed up with the following helpdesk support:

Marketing
For copies of customer collateral such as installer leaflets and or to discuss 
upgrade campaigns, arrange overview sessions or to provide feedback on 
any aspect of our service please email  sian.lloyd@emizon.com. 

General 
Go to www.emizon.com for full details of our service, how it works, the key 
benefits. You can also use the site to view the ‘Why Emizon’ video which 
gives a comprehensive introduction to IP. September also sees the launch 
of the TCD commissioning video.

The website also holds downloads of the TCD manuals, commissioning 
guides, diagnostics as well as installer leaflets and press releases.
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Appendix

� Installer Leaflet
� Installer checklist

� Statement of Compliance
� Customer Survey IT Form

� TCD Data sheets
� FAQs

� Glossary of Terms
� Emizon 21 order form


