
 

Quality Management System 

In Alignment with ISO 9001:2015 

Sectrol Security – Leadership in Regional Victorian Security Since 1979 

Introduction 

As a family-owned security company proudly serving regional Victoria since 1979, Sectrol 
Security has built its reputation on trust, personal service, and a genuine commitment to 
protecting people, property, and communities. Over 45 years, we’ve grown from a small family 
business into a trusted security company supporting customers in Ballarat, Geelong and across 
Central/Western Victoria, guided always by the belief that strong relationships and consistent 
service are the true markers of quality. 

In 2021, we undertook the most significant transformation in Sectrol’s history supported by the 
company’s first Strategic Plan. This Plan resulted in a three-year capacity building program, 
underpinned by a complete redevelopment of our systems architecture. This capacity-building 
initiative has prepared our business for the future and strengthened the reliability and 
responsiveness that our customers have always counted upon.  

Key project/milestones of our corporate transformation program included the rollout of: 

• Patriot Systems: a state-of-the-art security monitoring platform 

• Ascora: CRM, project management, stock control, job management, and field service 
delivery package  

• An integrated rostering, time & attendance and payroll system 

• A new finance EPR: Microsoft Dynamics 365 Business Central which has been designed 
to consolidate data from the other operating systems. 

Additionally, in 2025, Sectrol has grown to a business with 60+ Staff. Over the last 4 years the 
company has embraced diversity in workforce planning. Our Team now includes people from all 
walks of life irrespective of age, cultural background, race, religion, gender, and sexual 
orientation. 

These investments ensure our Quality Management System is underpinned by modern, 
intelligent technology and demographic sensitivity— allowing us to continue delivering 
excellence with the personal care that only a regional, family-run business can provide. 

Sectrol’s Quality Management System is built upon a foundation of seven (7) principal pillars. 

1. Customer Focus 

We are committed to understanding, meeting, and exceeding the needs and expectations of our 
customers. Customer satisfaction is central to our success, and we: 

• Regularly collect and review customer feedback 

• Measure satisfaction through service calls, job follow-up, and surveys 

• Customize our services to meet diverse needs across the region 

• Align key process improvements with customer outcomes 

  



 
2. Leadership 

Our leadership is grounded in values passed down through three generations: accountability, 
integrity, and community-mindedness. As custodians of this legacy, the current leadership team 
is committed to embedding quality into every corner of the organisation. 

We strive to: 

• Provide clear directions and lead by example 

• Support innovation while preserving the core values that built our reputation 

• Align quality goals with long-term strategic growth 

• Invest in systems and people to meet evolving customer expectations 

3. Engagement of People 

Our team is the backbone of our business. Many of our employees are long-serving members of 
the community — locals protecting locals. Through regular training, technological support, and a 
culture of inclusion, we strive to ensure every team member is engaged, capable, and 
empowered to uphold our standards. 

We: 

• Deliver consistent training on QMS processes and security industry best practice 

• Encourage employee feedback and participation in problem-solving 

• Use technology and systems tools to give staff real-time job insights 

• Recognize contributions that improve quality or customer experience 

4. Process Approach 

We operate through well-defined, interlinked processes supported by technology and tools that 
give us complete visibility and control. Our investments in Patriot, Ascora, and Business Central 
allow us to manage workflows with clarity and accuracy — from the first customer call to final 
service delivery and invoicing. 

In particular, we: 

• Map each stage of the customer and job lifecycle 

• Define clear roles and responsibilities across field and administration teams 

• Monitor process outcomes. To this extent, we are currently developing real-time 
dashboards 

• Continuously review workflows to remove delays or risks 

• Are developing a safety culture, with a focus on ensuring the health and safety of our 
staff, sub-contractors, suppliers and customers 

• We are constantly monitoring risk on a multi-level basis. Risk extends to every facet of 
our business including but not limited to workplace safety, the protection of data and 
cyber threats. 

  



 
5. Improvement 

For a business built on the experience of three generations, standing still has never been an 
option. We’ve thrived for 45 years because we constantly adapt — and our ISO 9001 framework 
ensures improvement is built into our operations. 

In particular, we: 

• Set and track measurable quality objectives (e.g., response times, job closure rate, 
project and assignment accuracy) 

• Review all customer concerns as opportunities to improve 

• Treat near misses to improve risk management, policies and process 

• Use root cause analysis and corrective actions to prevent recurrence 

• Regularly audit and refine our QMS processes 

6. Evidence-Based Decision Making 

Our new integrated systems allow us to make informed, data-driven decisions at every level of 
the business. Whether it’s rostering more efficiently, tracking technician productivity, or 
forecasting security trends, we now have the tools to act quickly and confidently. 

We: 

• Use data from Patriot, Ascora, Business Central and other productivity tools to assess 
performance 

• Monitor KPIs across departments for transparency and accountability 

• Evaluate financial and operational outcomes against quality goals 

• Record and report on all QMS activities to ensure traceability 

7. Relationship Management 

As a regional business, our relationships go beyond contracts — they’re personal and deep-
rooted in the community. We have long-standing partnerships with a diverse range of suppliers, 
stakeholders, customers and service providers who share our values.  

In particular, our customer base extends across an extremely wide cross section of the 
community/industries including state and local government, health and education, social 
welfare, manufacturing, retail, hospitality, agriculture, renewable energy, transport aged care 
and of course residential homes. 
We: 

• Work closely with vendors to ensure material and technology quality 

• Maintain open, respectful communication with customers sub-contractors and partners 

• Actively engage with our local communities to support their safety needs 

• Foster long-term partnerships built on trust, not transactions 

Conclusion 

Our ISO 9001:2015-aligned Quality Management System isn’t just a compliance exercise — it’s a 
formal commitment to the quality our customers have relied on since 1979. By blending tradition 
with innovation, we’re proud to deliver professional-grade security with the care and integrity of a 
family business. 
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