NOT PROTECTIVELY MARKED – Revised Police Operational Advice and Security Industry Requirements for Response to Security Systems (FEB 2026)

APPENDIX K (February 2026)

POLICE LETTER TO CUSTOMER ON COMPLETION OF INSTALLATION

To whom it may concern,

We are pleased to note that you are having a security system installed at your premises. Every possible attention is paid to calls emanating from such systems but in this connection we must seek your co-operation on the following important matters. Failure to comply with any of the following conditions may result in the police withdrawing response to your system.

1.	FALSE ALARMS

Because of the considerable amount of time expended attending false calls, the police have adopted the following requirements:

· Every user having a system which produces two false intruder alarm system calls (one for Hold-Up) within a rolling 12 month period, shall be served with a notice requiring action to be taken to prevent further false calls.  

· Should three (two for Hold-Up) such calls be received within any rolling 12 month period, police response will be withdrawn. Response may be reinstated if remedial action has been taken to rectify the fault, or when the system has achieved three months free of false calls. In the event of restoration of response being delayed for more than six months, the URN will be deleted. If the URN is for a combined Intruder/Hold-Up Alarm, only the element that is off response will be withdrawn.

Will you therefore please ensure that those involved in the operation of your security system are familiar with its functions and are informed of the importance of avoiding its accidental operation.  Also, in the event of technical faults, please inform your system maintenance company as soon as possible after the fault has become apparent.

Ensure that the maintaining alarm company or the alarm receiving centre is informed before commencement of any building or electrical work that may affect the operation of the intruder or hold-up system.

2.	KEYHOLDERS

You should provide your alarm company with at least two keyholders for your premises. These keyholders shall be trained to operate the alarm, be contactable by telephone, have adequate means of transport to attend the premises at all hours, shall have access to all relevant parts of the premises and able to attend the premises within a 20 minute period. A key safe product is not to be used as an alternative to a keyholder.

If a keyholder is not available for any reason (e.g. sickness, holiday) a replacement must be provided to cover for any keyholder unavailability.

Please note that police personnel may have to be withdrawn from the premises before the arrival of a keyholder. In this case, the keyholder may contact the police and ask them to re-attend if there is evidence of an offence.

3.	NOISE NUISANCE

Your attention is also drawn to the Clean Neighbourhoods and Environment Act 2005 and The Environmental Protection Act 1990. This includes a 20 minute limit on the operation of audible warning devices.

4.	HOLD-UP ALARMS (HUA)

[bookmark: _Hlk65076206]The police requirements for security systems states “HUAs may be operated to summon urgent police assistance when a person is threatened or is in fear of immediate personal violence or criminal act.” However, in many instances HUAs are used where there is no threat to persons within a defined area. Without knowing the circumstances under which the HUAs are activated, the police must respond. You should be aware that in the current police security requirements, if you use the HUA twice within in a rolling 12 month period and there is no threat to persons in the defined area, you may lose police response.

Accidental misuse happens when staff are not trained in the use of HUAs, or visitors to the premises have access to the HUA and press it out of curiosity. It is important that the HUA is placed where members of the public cannot have access. 

Accidental misuse of your HUA system could cause you to lose police response. Please ensure every possible precaution is taken to prevent false activations. 

The following are examples of intentional but non-essential operation of a HUA activation;

· Forecourt drive off without payment for fuel.
· Theft/shoplifting from a retail store with no threat of violence.
· Report of a fight or public order incident in progress.
· A suspicious noise outside a premises.

[bookmark: _Hlk65076319]A HUA is there to summon police assistance when there is a threat or fear of immediate personal violence. Please do not use it for any other purpose.
										
5.	DATA PROTECTION ACT AND GENERAL DATA PROTECTION REGULATION

Personal data supplied may be held on, and/or verified by, reference to information already held on police systems.


Should you require further advice, please do not hesitate to contact this office.

Yours faithfully

