
 

Sectrol Systems Pty Ltd (trading as Sectrol Security) 
ABN 82 005 582 632 

106 Armstrong Street South BALLARAT CENTRAL VIC 3350 
P: 03 5329 0802 E: admin@sectrol.com.au 

 

RE: CUSTOMER MONITORING AGREEMENT & INFORMATION FORM 

Thank you for trusting Sectrol with your monitored security solutions. 

Please refer to the attached Customer Information and Instruction Form. 

This important document establishes your security monitoring relationship with Sectrol.  

Please complete and return this document as soon as possible to ensure your instructions are 
implemented and maintained by our monitoring centre. 

We specifically direct you to Sections I and J. You must complete this section to confirm your Alarm 
Action Plan and any additional specific instructions.  

You should also contact us should you wish to vary these instructions at any time. 

Please be advised, if you do not return this Form to us before security monitoring is commenced, 
Sectrol will deploy its standard monitoring protocols (set out in the Form). This may result in Sectrol 
attending alarms at its discretion. 

In the absence of specific instructions, you the Customer will be liable to pay all fees and costs 
associated with these services.  

If you have any questions regarding this Form, please contact Sectrol Sales and Development on 03 
5329 0802 as soon as possible. 

We look forward to working with you. 

 

Sincerely 

 

 

For and on behalf of Sectrol Security 
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Customer Information and Instruction Form 
Information obtained by completing this form is used to 

monitor your security system. Please ensure all information is 
current and accurate.  

It is the Customer’s responsibility to keep Sectrol informed of 
any updates to your information 

Sectrol Systems Pty Ltd (trading as Sectrol Security) 
ABN: 82 005 582 632 

PO Box 354 
Ballarat, Victoria, 3353 

Phone: (03) 5329 0802 
Email: admin@sectrol.com.au 

Commercial Businesses Please complete the Green highlighted fields 

Residential  Please complete the Purple highlighted fields 

Compulsory Fields Please complete the Dark Blue highlighted fields 
 

Office Use Only  

Received Administration:                Date: Received Monitoring Centre:                Date: 

Received Maintenance:                    Date: Keys Sighted:                                                  Date: 
 

Section A: Commercial Businesses – Monitored Site Details 

Business Name:  

Trading As (if different from 
above) 

 

Site Contact Number  Business Hours:             AM                  to                          PM 

Site Address  

Suburb/Town/Post Code                                                                                                                                       Post Code: 

Map Ref/Nearest Cross Street  

Email Address                                                                                                                                        

Section B: Residential – Monitored Site Details 

Customer Name  

Site Contact Number  

Site Address  

Suburb/Town                                                                                                                                       Post Code: 

Map Ref/Nearest Cross Street  

Email Address  

Section C: Billing Details – Complete if different from Sections A or B. Please indicate Payment Method 

Method of Payment  

    Cash    Cheque    Electronic Funds Transfer 

   Credit Card 
 (Note: a Credit Card Request Form is required) 

   Direct Debit (Direct Debit Request 
Form Required) 

 

Name on Account                                                                                                                                        Phone Number: 

Street Address                                                                                                                                          

Suburb/Town                                                                                                                                       Post Code: 

Email Address  
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Section D: Alarm Site contacts / After Hours Contacts: 
NUMBERS TO NOTE: We recommend you save the following numbers in your mobile phone or company records:    
INCOMING: Sectrol MAY contact you on: 03 7034 8262  OR   03 5329 0801 
OUTGOING: If you need to call Sectrol Monitoring Centre, please phone: 03 5329 0801 

Unless specified in the checkbox below, Sectrol will initiate this contact list in sequence by phone OR text in the 
event of an alarm or after-hours enquiry. 

 Preferred after-hours contact instructions to be provided by the Customer in Section J (Special Requirements) 

1. Name:  Relation/Position:  

 Phone:  Mobile:  

2. Name:  Relation/Position:  

 Phone:  Mobile:  

3. Name:  Relation/Position:  

 Phone:  Mobile:  

    Note: Residential Customers: 
Please contact Sectrol as soon as possible to advise us of your holiday plans and a contact person to reach while you are away. 

Section E: Arming & Disarming Alarms (Commercial Customers ONLY) 

Sectrol can regularly check your security system to determine if it is armed. 

If the security system has not been armed by the time you have specified and you have NOT provided alternative instructions, 
Sectrol will arm your security system. Late to Close and Out of Hours Access will be automated via SMS. 

Please confirm your preferred arming time by ticking the relevant box below: 

 7:30pm  9:30pm  10:30pm  Other  Open on Saturday 

 00:30am  02:00 am  03:30  Do NOT call if left off  Open on Sunday 
NOTE: IF YOU ARE WORKING LATE, PLEASE NOTIFY THE MONITORING CENTRE ON (03) 5329 0801 TO ENSURE NO EXTRA CHARGES 
ARE APPLIED.   
PLEASE ALSO SAVE THE FOLLOWING NUMBER - 0466 793 988 AS LATE TO CLOSE TEXT MESSAGES MAY BE SENT BY US  

Section F: Cleaners 

Are cleaners expected to be on the Premises?  YES                                                 NO 

Cleaner Name  Contact Name:  

Days  Mon   Tues   Wed   Thurs   Fri  Sat   Sun   

Times                   AM                                                  PM Duration                               Hours 
Section G: Keys 
Are Key Holders allowed After-Hours Access? 
Have you supplied Sectrol with Keys? 

    YES      NO 
    YES      NO 

Will Sectrol be provided with keys?     YES      NO 
IF KEYS ARE NOT SUPPLIED, POLICE MAY NOT ATTEND 
Please refer to Special Condition Clause 8 attached to this document for further details. 

If YES, please 
list the 
intended date 
of supply 

Date: 

Section H: Maintenance 
It is important to maintain your system to Australian Standards that meet “Category A” requirements. 
Please note your monitoring fee does not include servicing or maintenance of your security system. These services are subject to a 
separate agreement and associated charges. Please nominate your maintenance preference in the appropriate box below. 

Please refer to Item 7 attached to this document for more details.  

  12-Month Maintenance Plan: Sectrol will schedule annual services 

  By Request: you will contact Sectrol when your system requires servicing 

  No Maintenance Required: You do not require a Category A security system.  
        (Please note, this may conflict with the requirements of your insurance policy) 
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Section I: Alarm Action Plan 
CUSTOMERS ARE PROVIDED WITH FOUR (4) ALARM RESPONSE ACTION PLANS. YOU MUST CHECK ONE OF THE BOXES BELOW: 

  Action Plan 1#:  
Upon activation of an alarm, our team will contact the designated individuals. If there is no response, a message will be left, and 
no further action will be taken. 

  Action Plan 2#:  
Upon activation of the alarm, our team will contact the designated individuals. If there is no response, a message will be left, and 
Patrols will be dispatched.  

  Action Plan 3#:  
Upon activation of alarm, our team will dispatch patrols and will only contact the designated individuals of a confirmed break and 
enter.  

  Action Plan 4#:  
 
Upon activation of an alarm between the hours 0700 to 2300, our team will contact the designated individuals. If there is no 
response, a message will be left, and a patrol will be dispatched.  
Upon activation of an alarm between the hours of 2300 to 0700 our team will dispatch patrols and will only contact the designated 
individuals in the event of a confirmed break and enter. 
 
Please also refer to Clause 4 of the attached Alarm Monitoring and Attendance Supply Schedule for more details. 
 

Section J: Special Requirements  

Do you have any special monitoring requirements?  
Suggested categories of special instructions include but are not limited to Keylock 
Location/Combination Lock Codes or advising us there are pets on site. Please 
specify in the spaces below: 

 YES     NO  

(If yes, please list themselves) 
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**IMPORTANT NOTICE** 

All customers are encouraged to conduct a regular walk-test of their security system.  Please contact the Monitoring 
Centre on (03) 5329 0801 to arrange a suitable time to coordinate your walk-test. Customers with duress / hold-up 
buttons are strongly advised to conduct monthly testing. Please ensure that Sectrol’s Monitoring Centre is informed 
before any duress / hold up testing is conducted. 

SPECIAL NOTES FOR CUSTOMERS RELATING TO MONITORING SERVICES 

i. Ensure that you have access to our phone number as well as any contacts you have nominated. Ensure you and the users of your 
system are supplied with access codes and voice codes as necessary.  

ii. Insure your property and valuables on your premises against theft, damage or destruction. Sectrol’s liability under this 
Agreement is limited to the cost of delivering the services and will only apply in the event of monitoring negligence or breach of 
this Agreement.  

iii. The communications link between your security system and Sectrol’s Monitoring Centre is provided by an independent network 
service provider. The communications link and the independent network service provider are not under the control of Sectrol 
monitoring.  

iv. Under the terms of this Agreement Sectrol is only required to contact the Contact(s) nominated by you in Section D. You should 
note that if there is a failure or other problem with the communications link, there is a risk that an alarm signal may not reach the 
Monitoring Centre.  

v. All telephone calls made or received by Sectrol may be recorded for security and quality purposes. Please advise all staff 
members on the premises as well as nominated contacts.  

vi. Sectrol may use subcontractors to provide any of the services provided under this Agreement.  

vii. Telephoning the Premises will depend on the time of the day/night and the type of response. If the alarm has been armed (turned 
on) and the Monitoring Centre receives an alarm activation, the premises will not be contacted. The Monitoring Centre will 
proceed to call the contacts listed in Section D above.  

GENERAL NOTES 

Police action will be in accordance with prevailing police procedures.  

Patrol Response Services will only be actioned in accordance with Sectrol’s Standard and/or Special Terms and Conditions of 
Agreement.  

The above responses are the most popular types of responses to intruder alarms.  

Sectrol’s response may vary depending on specific system events received from the client’s alarm. These event (which differ from an 
intruder alarm), include but are not limited to a communications failure, power failure or low battery alarms etc. For these types of 
alarms, the Monitoring Centre will firstly call the premises if the alarm is disarmed, or the alarm panel does not send open and close 
signals. If no answer or if the alarm is armed, the client’s response instructions will be followed.   
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Alarm Monitoring and Attendance Supply Schedule (“Schedule”)  
 

This Schedule is designed to explain what your obligations are when receiving alarm monitoring and attendance services from Sectrol. This 
Schedule also details the obligations of Sectrol as your service provider. Sectrol recommends that you keep this document in a safe place for 
future reference. 
1. Definitions and Interpretation 

Unless otherwise defined in this Schedule, capitalised terms used have the meaning given to them in the Sectrol General Terms and Conditions or the 
Sectrol Service Specific Terms and Conditions. 

This Schedule will be interpreted so as to be consistent with the law and in the manner set out in the Sectrol General Terms and Conditions. If this 
Schedule for any reason is inconsistent with the law, then the law will take precedence over this Schedule and this Schedule will continue in its 
fullest capacity under the law. 

2. Your Obligations 

As set out in Sectrol’s Service Specific Terms and Conditions, it is your responsibility to ensure that your security system is adequately 
maintained. You are responsible for ensuring that the Security System components are regularly cleared of dust, spider webs and other 
environmental contaminants. Components should be free from moisture, rodents and harmful chemicals.  

To meet the Australian Standards, the following items (as applicable) must be maintained to a satisfactory level: 

• alarm panel; 

• detectors; 

• switches; 

• radios; 

• wiring; and 

• battery. 

Sectrol will endeavour to inform you if it is determined that your security system has begun to become unreliable or faulty. However, it is 
ultimately your responsibility to ensure that equipment is maintained and that regular tests are completed. This includes all requirements for 
retaining “Category A” status. Refer to Clause 7 (Victoria Police Grading). 

You will ensure that all relevant voice codes, passwords, radio keys and other security access information are kept secure and provided only 
to those persons who reasonably require access to the Monitored Site. 

3. Holidays 

You must promptly notify Sectrol if you plan to be away from your property for a period of time. This is an essential component to monitoring 
your Site effectively. It is your obligation to notify Sectrol of any planned vacation or leave from your premises with prior notice. Where 
possible, Sectrol requires at least one (1) weeks’ notice. 

4. Alarm Attendances Services 

Item I of the Customer Information and Instruction Form provides four (4) alarm plan options. You are required to nominate one of these 
options. 

In the event of an alarm activation, Sectrol will action the alarm as soon as possible. If required, a patrol car will be dispatched from the nearest 
location and the time of arrival on site will be dependent upon the location of the patrol car, distance to travel, traffic and weather conditions. 

Alarm system monitoring and alarm attendances are performed, actioned and recorded as to be consistent with Australian Standards 
AS2201.2. 

Sectrol is a local Ballarat business and uses reasonable endeavours to understand your needs. Sectrol reserves the right to make informed 
decisions and actions on your behalf as deemed necessary. These decisions may include, but are not limited to, requesting emergency services 
to attend at your premises, performing interior and exterior security sweeps (where applicable) and any other decisions which Sectrol deems 
necessary. 

5. Walk Test / Duress Test 

Before a Walk Test / Duress Test is conducted, you must first call the Sectrol Monitoring Centre on (03) 5329 0800. An operator will be able to 
talk you through the process of how to conduct a Walk Test whilst giving you feedback on the performance of your security system in real-
time. 

It is important to conduct regular Walk Tests / Duress Tests to ensure that your security system is functioning as intended. It is the 
responsibility of the security system owner to ensure their security equipment is adequately maintained and serviced as outlined in Clause 2 
(Your Obligations). 

6. Warranty 

Sectrol provides a 12-month warranty on any new Sectrol Supplied Security System purchased by you. Sectrol’s warranty applies only to new 
Sectrol Supplied Security Systems installed by Sectrol and does not cover existing Third-Party Security Systems or Sectrol Supplied Security 
Systems over 12 months old. 

The relevant Manufacturer’s warranty (if any) applies to equipment used in a Sectrol Supplied Security System installation and therefor may 
exceed Sectrol’s 12 months warranty.  

To the extent that the Sectrol Supplied Security System is covered by a Manufacturer’s warranty, Sectrol assigns the benefit of the warranty 
to the extent that it is capable of assignment to you.  

Sectrol will provide all reasonable assistance to you in obtaining the benefits of a Manufacturer’s warranty. 
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7. Victoria Police Grading 

7.1  

Victoria Police grades all security systems into 3 categories [A, B and C] and the alarm system grade determines how Victoria Police responds to 
alarms: 

(a) Category A security systems are defined as meeting all four criteria listed in clauses 7.2(a), 7.2(b), 7.2(c) and 7.2(d). Police will 
attend unconfirmed alarms from this system (Category A). 

(b) Category B security systems are defined as meeting at least the criteria in clauses 7.2(a) and 7.2(b). Category B systems may also 
comply with either of the criteria in clauses 7.2(c) and 7.2(d), but not both. Police will attend only if the monitoring company can 
confirm an offence (Category B). 

(c) Category C security systems are defined as any and all unmonitored alarm systems. These systems require no response from 
Victoria Police until an offence is confirmed (Category C). 

7.2 

 There are 4 key criteria that determine the grade of a security system grade: 

(a) the alarm system is monitored, and:  

(i) the monitoring company holds a current Private Security Business Licence in the State of Victoria; and 

(ii) The monitoring company only employs trained and licensed operators in accordance with the Private Security Act 2004; 
and 

(b) the security control room is certified and complies with Australian Standards AS2201.2 Grade 1, 2 or 3 (Grade A1 – C3); 

(c) the security system is annually maintained in accordance with Australian Standards (AS2201.2 2007) as part of a planned 
maintenance program; and 

(d)  appropriate keys, access codes and access passes are held by the security company (to assist Victoria Police access to the 
premises). 

Monitoring Services provided by Sectrol ensure compliance with the requirements in clauses 7.1(a) and 7.1(b). 

It is important to note that duress and hold-up alarms are governed differently than standard monitored alarms. For more information on duress 
and hold-up alarms, please contact Sectrol. 

8. Keys 

It is important to note that Victoria Police may not attend an alarm immediately if keys are not supplied to Sectrol. If keys are not supplied, 
a security guard or witness is required to physically confirm the validity of a break before police will be dispatched. This costs valuable time. 
For more information, refer to clause 11 (Victoria Police Grading). 

Supplied keys are always kept securely and locked in secure storage. If you have any concerns about the security of your keys, please contact 
Sectrol for more information. 

9. Insurance 

The Fees in this Schedule are based solely on the value of the Services provided and are not related to the value of your property or the 
property of others located on the Site. Sectrol is not an insurer of the Site, other property or risks and the Services cannot be guaranteed to 
prevent all or any unauthorised entry, loss or damage at the Site. It is strongly advised that you effect and maintain all normal and prudent 
insurance policies for all usual risks, including fire, burglary, damage  

Your insurance policy may have requirements and stipulations regarding the maintenance and functionality of your security system. You 
should check with its insurance provider to find out their requirements or for further information. 

 

 

 

Sectrol Systems Pty Ltd (trading as Sectrol Security) 
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