
Cancel or Verify Alarms from the Customer App
Cancel/Verify allows users to respond to alarm events directly and to communicate to a monitoring station when the
cause might be accidental or a real emergency. This feature is included with any interactive service package and is
available to the primary login or users with Master Control.

For more information about activating Cancel/Verify Alarms for a customer account, see Activate Cancel/Verify or In-App
Panel Panic on a Customer Account.

Important: Cancel/Verify only appears when the panel has registered that sensors have been tripped and the system is
in an alarm state.

To cancel an alarm using the Customer app:

1. When the system is in alarm, log into the Customer app.
2. Use the Time Remaining to review video cameras or communicate with those at home quickly.
3. Press and hold Cancel Alarm for 3 seconds.
4. A confirmation screen pops up to let users know the signal has been canceled.

To verify an alarm using the Customer app:

1. When the system is in alarm, log into the Customer app.
2. Use the Time Remaining to review video cameras or communicate with those at home quickly.
3. Press and hold Verify Alarm for 3 seconds.
4. A confirmation screen lets users know the signal has been confirmed.
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Frequently asked questions

Why use Cancel/Verify?

The Cancel/Verify monitoring station-supported feature has the potential to help reduce the number of accidental alarm
dispatches made each year. A user can quickly resolve an alarm situation by pressing a button whether the cause
is accidental or an emergency.

Additionally, accidental dispatches can result in fines at all levels of accountability: users, dealers, and monitoring
stations. Not to mention distracting emergency personnel from potential real emergencies. With the press of a button
and without needing to wait for a call from a monitoring station, an entire situation can be resolved saving time and
money.

When can Cancel/Verify be used by a customer?

Whenever an alarm is triggered at the home location and the entry delay timer has elapsed, the alarm signal is sent to
the monitoring station, and the Cancel/Verify card appears in the Alarm.com Customer app. Cancel/Verify appears for all
alarm events but does not appear in the Customer app outside of an alarm event.
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Who can use the feature once it is activated?

The Cancel/Verify feature is included with any type of interactive service package and once it is activated, only the
primary login or users with Master Control on the account have the ability to interact with it. Any logins with permission
levels less than Master cannot view or use the feature.

Can Cancel/Verify be used with Linked Logins or Enterprise Groups?

Yes. Cancel/Verify can be added to accounts accessed through Linked Logins and Enterprise Groups. However, when
an alarm goes off the user must select the specific account in the Customer app to view and interact with the Cancel/
Verify card. It is suggested to set up push notifications for alarm events to allow for easy accessibility to cancel/verify the
specific account in alarm.

How long is Cancel/Verify active during an alarm?

By default Cancel/Verify remains active in the Alarm.com app until 2 minutes past the alarm signal was sent. The length
of time may be reduced based on monitoring station preference to allow for the best user and dispatch experience.

What does the 2-minute counter represent?

The 2-minute counter is the estimated amount of time for a monitoring station to receive, process, act on, and dispatch
based on an alarm signal or event. Response times vary between monitoring stations so a user's signal may be sent
after dispatch has occurred while still in the 2-minute Cancel/Verify window. Monitoring stations still receive the signal if
sent before the time has elapsed and may adjust their response accordingly. This time varies between monitoring
stations. Contact the monitoring station account rep to learn how they handle Cancel/Verify.

Are alarm signals held until a Cancel/Verify button is pressed?

No. All alarm signals still send as expected and no communications are inhibited in any way. The user is able to interact
with the Cancel/Verify buttons once the signal has been sent to and received by the monitoring station.

What happens when users press a button?

When users press and hold either Cancel Alarm or Verify Alarm, a signal is sent from the Alarm.com app through
Alarm.com’s backend to the monitoring station and communicates the selection. Depending on what stage the
monitoring station is at with handling the original alarm signal, the selection may resolve situational concerns or may
help influence post-dispatch communications between the monitoring station and the emergency personnel.

Note: Selecting Cancel Alarm does not cancel the original alarm. Instead, a separate signal is sent , and the monitoring
station determines the next steps. Contact the monitoring station for more information about dispatch procedures.

The following are examples of what the customer sees when canceling or verifying an alarm using the Customer app:
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Cancel Confirmation Verify Confirmation

When pressing Cancel Alarm, a disarm signal is sent to
the panel, similar to disarming directly at the panel. The
disarm command in the Event History lists which login
name the disarm was sent from.

The following is what the customer sees when they
submit a Cancel response to an alarm event:

The following is the confirmation message that appears
on the customer's home page after they submit a Cancel
response to an alarm event:

When pressing Verify Alarm, the alarm signal is verified
and sent to the monitoring station. The system remains
in the alarm state when the alarm event is verified.

The following is what the customer sees when they
submit a Verify response to an alarm event:

The following is the confirmation message that appears
on the customer's home page after they submit a Verify
response to an alarm event:
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Cancel Confirmation Verify Confirmation

What if multiple users attempt to Cancel/Verify an alarm from different devices?

Only the first user to enter the app and respond with a Cancel or Verify has the corresponding event code forwarded to
the monitoring station. Any other users attempting to submit a simultaneous response are presented with a Signal
Already Sent message indicating whether it was canceled or verified.
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Signal Already Sent examples
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Why is there a 5-minute refresh period?

Alarms triggered within 5 minutes are likely linked to the same situation. Monitoring Stations still receive all alarms as
expected, and the Cancel/Verify signal provides a contextual clue to the cause/urgency. The reps can interpret the
scenario based on the signal sent from the user. The monitoring station may deem it within its own protocol to still call in
any situation as a follow-up. Each monitoring station is individually consulted before providing support for the features.

What does the monitoring station get?

The monitoring station receives new signals created for the Cancel/Verify feature. These signals are:

CID SIA Title Zone/User Code

E778 AC In-App False Alarm 0 or 999

E779 AV In-App Verified Alarm 0 or 999

Note: The default Zone/User Code is 0, dependent on the monitoring station profile configuration.
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These signals were created so monitoring stations could create new procedures for user-submitted alarm responses.
Procedures are set at the dealer and monitoring station levels. Contact the monitoring station for more information.

How can customers get Cancel/Verify?

Customers can reach out to their security dealer and ask if they support the features. If dealers do not support Cancel/
Verify, a good follow-up question is whether the monitoring station supports it. Prompting them to contact Alarm.com is a
great way to get started.

The Cancel/Verify feature is included with any interactive service package. For more information about activating
Cancel/Verify Alarms for a customer account, see Activate Cancel/Verify or In-App Panel Panic on a Customer Account.

https://answers.alarm.com/Partner/Installation_and_Troubleshooting/Website_and_Apps/Security/Cancel_or_Verify_Alarms_f…
Updated: Thu, 09 Jan 2025 13:58:09 GMT

8

https://answers.alarm.com/Partner/Partner_Tools_and_Services/Management/Monitoring_Stations/Monitoring_station_features_and_integrations/Activate_Smart_Signal_(Cancel%2F%2FVerify_or_In-App_Panics)_on_a_customer_account
https://answers.alarm.com/Partner/Installation_and_Troubleshooting/Website_and_Apps/Security/Cancel_or_Verify_Alarms_from_the_Customer_App

	Cancel or Verify Alarms from the Customer App
	To cancel an alarm using the Customer app:
	To verify an alarm using the Customer app:
	Frequently asked questions
	Why use Cancel/Verify?
	When can Cancel/Verify be used by a customer?
	Who can use the feature once it is activated?
	Can Cancel/Verify be used with Linked Logins or Enterprise Groups?
	How long is Cancel/Verify active during an alarm?
	What does the 2-minute counter represent?
	Are alarm signals held until a Cancel/Verify button is pressed?
	What happens when users press a button?
	What if multiple users attempt to Cancel/Verify an alarm from different devices?
	Signal Already Sent examples  

	Why is there a 5-minute refresh period?
	What does the monitoring station get?
	How can customers get Cancel/Verify?



