
FULL COUNCIL 19 MAY 2026 
COUNCIL OUT OF HOURS (OOH) SERVICE REPORT 

1 RECOMMENDATIONS 

1.1 It is recommended that the Council: 

a) Notes the contract between Section 23 and the Council entered into under
delegated authority from 1 April 2026 (Appendix 1);

b) Notes the Service Level Agreement at Appendix 2;

c) Notes the provision of non-cash consideration in support of the Out of Hours
service;

d) Notes that Section 23 acts as Data Processor for the purposes of service
delivery;

e) Notes that the decision was taken under delegated authority by the Executive
Officer, in consultation with the Chair of the Council, where it was not
reasonably practicable to defer the decision;

f) Notes that the decision has been recorded in accordance with the Council’s
Scheme of Delegation;

g) Agrees that the arrangement will be reviewed after 12 months to ensure
continued value for money and suitability;

h) Delegates authority to the Executive Officer in consultation with the Chair of the
Council to manage the contract within the approved budget, with any renewal or
material variation to be brought to Full Council in accordance with Financial
Regulations.

2 PURPOSE OF REPORT 

2.1 The purpose of this report is to record the implementation of the Council’s Out of 
Hours (OOH) service, which commenced on 1 April 2026 under delegated 
authority, to maintain service continuity, safeguard Council assets, and ensure 
operational efficiency outside normal working hours. 

2.2 At the time the decision was taken, the next scheduled Full Council meeting was a 
further seven weeks away, and it was not practicable to delay implementation 
without risking operational continuity and asset protection. The service was 
therefore commenced under delegated authority by the Executive Officer, acting in 
accordance with the Council’s Scheme of Delegation, in consultation with the 
Chair of the Council. 

2.3 This report records the action taken in accordance with the Scheme of Delegation 
and presents the contract and Service Level Agreement for noting. 
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2.4 The arrangement does not constitute a new undertaking but formalises an existing 
operational requirement previously delivered informally. 

3 BACKGROUND 

3.1 From time to time, issues arise at Council buildings and Council-managed sites 
outside normal working hours. The Council does not operate a formal alarm 
monitoring contract, as such arrangements would be disproportionate and cost 
prohibitive given the Council’s size and risk profile. 

3.2 It is therefore necessary for the Council to maintain an appropriate out-of-hours 
response capability. This ensures Council assets are protected, operational risks 
are managed, and business continuity is maintained without placing inappropriate 
demands on staff. 

3.3 Section 23 operatives do not exercise police powers. Their role is limited to 
observation, deterrence, proportionate intervention where immediately necessary, 
and prompt referral of criminal matters to the police, in line with Security Industry 
Authority (SIA) standards and training. 

3.4 The Council’s telephone system enables callers reporting issues at Council 
buildings, car parks, parks, or green spaces to leave a message for officers to 
respond during working hours or to be redirected to the OOH service where 
immediate assistance is required. 

3.5 The arrangement also provides an operational benefit, as Section 23 can remain 
present at Horton Heath Community Centre after hours, providing passive 
surveillance, discouraging antisocial behaviour, and enhancing overall site 
security. 

3.6 Historically, elements of out-of-hours cover were provided informally by Council 
staff, particularly members of the grounds team, in exchange for time off in lieu 
(TOIL). This approach proved unsustainable, as accumulated TOIL reduced staff 
availability during core working hours and did not provide a consistent or resilient 
long-term solution. 

4 CONTRACT SUMMARY 

4.1 The contract provides out-of-hours response coverage between 17:00 and 09:00 
on weekdays, with continuous cover across weekends and bank holidays. 

4.2 The first 90 minutes of attendance at each incident is included at no cost to the 
Council. Where attendance exceeds this period, additional time is charged at 
£14.25 per hour or part thereof. 

4.3 Office space and committee room access at Horton Heath Community Centre are 
provided as non-cash consideration, equating to an annual rental value of £5,820. 



4.4 In accordance with the Council’s Financial Regulations, the arrangement has been 
considered in terms of value for money. Given the operational benefits, integrated 
site use, and nature of the service, the approach is considered proportionate and 
does not represent an avoidance of procurement requirements. 

4.5 Section 23 acts as Data Processor for the Council in accordance with Data 
Protection legislation, with all operatives holding appropriate SIA licences. 

5 FINANCIAL IMPLICATIONS 

5.1 The non-cash consideration provided by the Council has an assessed value of 
£5,820 per annum. In return, the Council receives a comprehensive out-of-hours 
service without a cash retainer or guaranteed payments. 

5.2 The inclusion of the first 90 minutes of attendance at no cost provides a clear 
financial benefit. Any additional attendance is charged at £14.25 per hour and, 
based on historic incident levels, the anticipated annual cost is expected to be 
minimal. 

5.3 The equivalent cost of providing comparable cover through alternative 
arrangements would be significantly higher, and the arrangement therefore 
represents value for money. 

5.4 Previous reliance on TOIL introduced operational inefficiencies by reducing staff 
availability during core hours. The current arrangement removes this indirect cost 
and supports effective workforce planning. 

6 CONCLUSION 

6.1 The OOH service was implemented under delegated authority to ensure continuity 
of operations and protection of Council assets where prior Council approval could 
not reasonably be obtained. 

6.2 This report is presented to ensure transparency and to formally record the action 
taken in accordance with the Scheme of Delegation. Members are invited to note 
the contract, the Service Level Agreement, and the ongoing operational 
arrangements. 

FOR FURTHER INFORMATION 
Michelle Leadbitter-Allen 
deputyexec@fairoak-pc.gov.uk 

mailto:deputyexec@fairoak-pc.gov.uk


SERVICE CONTRACT BETWEEN: 

This Contract is entered into having regard to the Out of Hours Service Report approved 
by Full Council on 19 May 2026, which authorised the arrangement retrospectively from 1 
April 2026 and confirmed the financial and non-financial considerations applicable to the 
Services. 

Fair Oak and Horton Heath Parish Council, of 2 Knowle Park Lane, Fair Oak, SO50 7GL 
(“the Council”) 

Section 23, registered address: 45 Oakgrove Road, Bishopstoke, Eastleigh, Hampshire, 
SO50 6LN   Director: Chloe Holmes (“the Contractor”) 

1. DEFINITIONS

• Council Sites: All parks, buildings and assets listed in Appendix A.

• Out-of-Hours (OHH): defined as 17:00–09:00 Monday – Thursday, 17:00 Friday –
09:00 Monday (weekends), and all Bank Holidays.

• Premises: Office space and Committee Room at Horton Heath Community Centre
provided by the Council.

• DPA: Data Processing Agreement between the parties.

1.1 Service Level Agreement (SLA) 

The Services provided under this Contract shall be delivered in accordance with the Service 
Level Agreement dated 1 April 2026 between the Council and the Contractor, as may be 
amended from time to time by agreement. 

In the event of any inconsistency between this Contract and the SLA, the terms of this 
Contract shall prevail in relation to legal, financial, risk, insurance, and termination matters, 
and the SLA shall prevail in relation to service standards, reporting, and operational delivery. 

2. TERM

The Contract commences on 1 April 2026 for 12 months, renewable annually by mutual
written agreement.

Either party may terminate with 3 months’ written notice.

3. SERVICES

The Contractor shall provide:

3.1 Gate Locking Services 

a) Opening/locking of parks and car parks at agreed times.

b) Reporting of damage, antisocial behaviour or hazards.

3.2 Ad Hoc Patrols 

a) Patrols upon request.

b) Written reports provided within 24 hours.
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3.3 CCTV Installation, Monitoring & Maintenance 

a) Installation of CCTV where authorised.

b) Monitoring as Data Processor under the DPA.

c) Secure handling, storage, retention and deletion of data.

d) Immediate reporting of suspected or confirmed data breaches.

4. OHH TELEPHONE RESPONSE SERVICE

The Contractor shall:

a) Receive diverted Council calls during OOH periods.

b) Attend Council premises when required to respond to alarms, security issues or
persons locked in car parks.

c) Engage proportionately as set out in SIA Guidelines; may disable alarms where
authorised or call Police when necessary.

d) Log all OOH calls and incidents.

e) Provide an OOH report by 09:30 next working day.

4.1 Limits of Authority and Police Involvement 

The Contractor and its operatives do not hold police powers and shall refer suspected 
criminal matters to the police without delay. 

4.3 Charging Structure for OOH Service 

a) The first 90 minutes of attendance per Out of Hours incident shall be provided at no
cost to the Council.

b) Where attendance exceeds 90 minutes, additional time shall be charged at £14.25
per hour, calculated pro rata in 30-minute increments and invoiced monthly in
arrears.

c) No retainer, standing charge, or minimum usage fee shall apply.

d) Fees may be reviewed as part of the 12-month contract review and may only be
varied by written agreement and, where required, Council approval in accordance
with the Council’s Financial Regulations.

e) Where attendance is required to assist persons locked within Council car parks, time
shall be charged at £14.25 per hour, or part there-of in 30-minute increments,
invoiced monthly in arrears.

5. COUNCIL CONSIDERATION (NON-CASH)

In exchange for the Services, the Council shall provide:

5.1 Office Space 

Use of designated office space at Horton Heath Community Centre. 



5.2 Committee Room Use 

For operational meetings, storage of equipment and administrative purposes. 

5.3 Conditions of Use 

The Contractor shall: 

a) Keep spaces clean and compliant with Council building policies.

b) Store equipment safely.

c) Not permit third-party use without written Council consent.

5.4 Value of Consideration 

No rent shall be payable provided that the Services are delivered satisfactorily and in 
accordance with this Contract and the SLA. 

The provision of office space and committee room access constitutes non-cash 
consideration, assessed at £5,820 per annum. 

6. INSURANCE

The Contractor shall maintain, for the duration of this Contract, insurance with reputable
UK-authorised insurers adequate to cover the risks arising from the Services, including as a
minimum:

a) Public Liability Insurance with a limit of indemnity of £5,000,000 per claim

b) Employer’s Liability Insurance as required by statute £5,000,000 per claim

c) Cyber and Data Protection Liability Insurance with a minimum limit of £1,000,000,
where the Contractor processes or accesses CCTV or personal data.

Evidence of insurance shall be provided to the Council on request and upon renewal. 

Failure to maintain appropriate insurance shall constitute a material breach of this Contract. 

7. INDEMNITY

The Contractor shall indemnify and keep indemnified the Council against all claims, losses,
damages, costs, and expenses arising from:

a) The negligent acts or omissions of the Contractor or its operatives;

b) Any unlawful or disproportionate intervention by operatives;

c) Any breach of statutory duty, including data protection legislation;

d) Any injury to persons or damage to property caused in connection with the Services.

This indemnity shall not apply to losses arising solely from the Council’s own negligence or 
wilful misconduct 



8. DATA PROTECTION

a) The Contractor is Data Processor; the Council is Data Controller.

b) Processing only under Council instruction.

c) Compliance with the DPA is mandatory.

9. TERMINATION

Immediate termination permitted for breach, data breach, unsafe practice, or unlawful
conduct.

10. DISPUTE RESOLUTION

9.1 Informal Resolution

In the event of any disagreement or dispute arising under this Contract, the Parties shall first 
seek to resolve the matter promptly and in good faith through informal discussion. Each 
Party shall nominate an appropriate senior representative to discuss the issue and attempt 
to reach a mutually acceptable resolution. 

9.2 Escalation to Mediation 

If the dispute cannot be resolved informally within 14 days, either Party may request that the 
matter be referred to mediation. The Parties shall jointly appoint an independent mediator 
who is accredited by a recognised UK mediation body. The mediation shall be conducted in 
accordance with the mediator’s recommended procedure, with the costs of mediation shared 
equally between the Parties, unless otherwise agreed in writing. 

9.3 Formal Resolution 

If the matter remains unresolved 28 days after the appointment of a mediator, or if either 
Party declines to participate in mediation, the dispute may be referred to the courts of 
England and Wales for determination. 

9.4 Jurisdiction 

This Contract, and any dispute or claim arising out of or in connection with it (including 
non-contractual disputes or claims), shall be governed by and construed in accordance with 
the laws of England and Wales. The Parties agree that the courts of England and Wales 
shall have exclusive jurisdiction. 

9.5 Continuation of Services 

During any dispute, the Contractor shall continue to provide the Services under this Contract 
without interruption, unless otherwise directed in writing by the Council, to ensure continuity 
of service and protection of Council assets. 
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SCHEDULE 1 — SERVICE LEVEL AGREEMENT (SLA) 

Between Fair Oak and Horton Heath Parish Council (Owner) and Section 23 
(Contractor) 

1. PURPOSE OF THE SLA

This SLA defines the service standards, reporting duties, and performance expectations
applicable to services provided by Section 23 on behalf of Fair Oak and Horton Heath
Parish Council.

Fees, rates, and payment terms applicable to the Services shall be set out in the Contract,
fee schedule, or written quotation agreed separately between the parties and are expressly
excluded from this SLA.

2. SCOPE OF SERVICES

The Contractor shall provide the following services on behalf of the Council in accordance
with the Contract and this SLA.

Gate Locking and Unlocking
The Contractor shall open and secure gates and access points at Council-managed sites at
times agreed with the Council. Attendance shall include a basic visual check of gates and
access routes, with any defects, damage, or safety concerns reported in line with the Service
Standards.

Gate locking at Brookfield car park shall include securing the external toilet during the
Splashpad season (May to September).

Out of Hours (OOH) Call-Out Charges for Locked-In Individuals
If the gates are closed at 20:00 or 16:00 (depending on the time of year) and someone is
locked inside, the Out of Hours (OOH) service can be called to let them out. In this situation,
the hourly rate set out in Section 23 will be charged.

Charges start from the time of the call-out until the person is released. The first 15 minutes
after the hour are not charged, as this is covered by the normal patrol. Charges will therefore
begin at 15 minutes past the hour.

If the job takes up to 30 minutes, half the hourly rate will be charged. If it takes longer than
30 minutes, the full hourly rate will be charged.

Charges will only apply up to 21:00 or 17:00, depending on the seasonal closing time.

Ad Hoc Security Patrols
The Contractor shall provide ad hoc security patrols as instructed by the Council. Patrols
shall be commissioned individually and undertaken at specified times, dates, and locations
agreed in advance. Patrols shall include visual inspections of buildings, boundaries, access
points, lighting, and general site conditions.

CCTV Monitoring and Maintenance
The Contractor shall monitor Council CCTV systems in accordance with written instructions
provided by the Council and the Data Processing Agreement. This includes responding to
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alerts, reporting incidents observed, maintaining secure access controls, and assisting with 
routine maintenance support or fault reporting. CCTV monitoring shall be undertaken only by 
authorised and appropriately licensed operatives. 

Out of Hours (OOH) Response Service 
The Contractor shall provide an OOH response service outside normal office hours, 
including evenings, weekends, and bank holidays. This service includes receiving and 
responding to OOH calls relating to Council sites, attending in person where required, 
responding to alarm activations, assisting where members of the public are locked in Council 
car parks, and taking reasonable steps to secure Council buildings or assets. 

Incident Reporting and Record Keeping 
The Contractor shall prepare and retain accurate records of all attendances, incidents, and 
actions taken while delivering the Services, including patrol reports, OOH call logs, and 
CCTV access records where applicable. 

Performance Monitoring and Review 
The Contractor shall participate in quarterly review meetings with the Council to assess 
performance, review incidents and reports, and agree any necessary improvements to 
service delivery. 

3. SERVICE STANDARDS

The Contractor shall deliver the Services set out in Section 2 in accordance with the
following Service Standards.

Gate Locking and Unlocking
• Completion at times agreed with the Council.

• Any issues, defects, or concerns reported on the same day or the next working day.

Ad Hoc Security Patrols 
• Patrols scheduled individually in accordance with Council instructions.

• Incident or observation reports submitted within 24 hours where issues are identified.

CCTV Monitoring (Data Processor Duties) 
• Only authorised operatives holding the appropriate SIA CCTV licence may access

CCTV systems or footage.

• CCTV access logs must be maintained and made available to the Council on
request. Any, actual or suspected data breach must be reported to the Council within
12 hours.

Out of Hours (OOH) Response 
• Immediate attendance where site attendance is required following assessment of the

incident.

• Full OOH incident logs provided to the Council by 09:30 on the next working day.
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General Performance Requirements 
Services shall be delivered professionally, safely, and in accordance with Council policies, 
instructions, and applicable guidance. 

4. COMPLIANCE & LICENSING REQUIREMENTS

All operatives engaged in delivering the Services under this SLA must hold valid and
appropriate Security Industry Authority (SIA) licences relevant to the duties they perform.

Services shall be delivered in accordance with relevant SIA guidance and standards, as
applicable to the activities being undertaken. The current SIA Guidelines are attached at
Appendix 1 and form part of this SLA.

Licensing Requirements by Service Type
• Operatives undertaking gate locking, patrols, alarm response, keyholding, or OOH

attendance must hold a valid SIA Security Guarding or Door Supervisor licence.

• Operatives undertaking CCTV monitoring or accessing live or recorded CCTV
footage must hold a valid SIA Public Space Surveillance (CCTV) licence.

Contractor Responsibilities 
The Contractor shall: 

• Ensure all operatives are correctly licensed before being assigned to Council duties.

• Maintain up-to-date records of all SIA licences held by staff.

• Provide evidence of valid SIA licences to the Council upon request.

• Ensure no unlicensed or incorrectly licensed operative undertakes work under this
Agreement.

Compliance and Remedies 
Failure to comply with SIA licensing requirements shall be treated as a material breach of 
this SLA. 

Engagement Protocol 
Where this Agreement would otherwise restrict engagement with individuals, response and 
engagement shall be aligned with SIA guidance and standards. This enables operatives 
to act within the scope of their professional training, including dynamic risk assessment, 
conflict management, and proportionate response where necessary, in line with nationally 
recognised best practice. 

Limits of Authority and Engagement 
The Contractor shall deliver the Services in accordance with applicable Security Industry 
Authority (SIA) guidance and licence-linked training, including the appropriate use of 
observation, de-escalation, proportionate intervention, and timely referral of criminal matters 
to the police. 
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5. HEALTH & SAFETY

General Requirement
The Contractor shall manage the health and safety of its operatives in accordance with
applicable legislation and its own operating procedures.

Compliance with Council Requirements
When operating on Council land or premises, the Contractor shall comply with all reasonable
Council site rules, access requirements, and safety instructions.

Contractor Operating Procedures
The Contractor shall maintain appropriate written operating procedures covering activities
undertaken under this Agreement, including OOH attendance and lone working.

Incident Reporting
Any accidents, near misses, or health and safety incidents occurring on Council sites shall
be reported to the Council without undue delay.

Non-Compliance
Failure to comply with health and safety requirements may be treated as a service failure.

Working Dog
Mattina is a trained working dog and is permitted to work with the Contractor’s operative
while delivering services under this Agreement. Mattina must be kept on a lead at all times
when in public areas and managed in accordance with professional handling standards to
ensure public safety and welfare.

6. REVIEW

Quarterly Performance Reviews
The Contractor shall participate in quarterly performance review meetings with the Council or
its appointed representatives. These reviews shall provide an opportunity to assess the
Contractor’s performance against the Service Standards set out in this SLA and to ensure
services are being delivered consistently and effectively.

Review Scope
Quarterly reviews may include, but are not limited to: 

• Review of OOH incident logs and response activity

• Review of gate locking, patrol, and attendance records

• Review of CCTV access logs and compliance with Data Processing
requirements

• Consideration of any incidents, complaints, or service failures

• Identification of recurring issues or risks

• Agreement of any corrective actions or service improvements
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Continuous Improvement 
Where service issues are identified, the Contractor shall work with the Council to agree 
reasonable and proportionate actions to improve service delivery. Any agreed actions shall 
be recorded and monitored at subsequent review meetings. 

7. RECORD KEEPING

General Record-Keeping Requirements
The Contractor shall maintain accurate, complete, and up-to-date records of all activities
undertaken while delivering the Services. Records must be sufficiently detailed to allow the
Council to audit service delivery, investigate incidents, and demonstrate compliance with
contractual and legal obligations.

Required Records
The Contractor shall, as a minimum, maintain the following records:

• CCTV access logs, including details of each access event and the operative
involved

• Ad-hoc patrol reports, where patrols have been undertaken

• OOH incident logs, including call details, response actions, and outcomes

• Incident reports for any security, safety, or access-related matters

• SIA licence records for all operatives assigned to Council services, demonstrating
that licences are valid and appropriate

Availability and Retention 
Records shall be: 

• Retained in accordance with agreed retention periods and data-protection
requirements

• Made available to the Council upon reasonable request

• Provided in a format that allows effective review and audit where required

Failure to maintain or provide required records may be treated as a service failure under this 
Agreement. 

8. SERVICE FAILURES

Definition of Service Failure
A Service Failure shall occur where the Contractor fails to deliver the Services in accordance
with the Scope of Services or the Service Standards set out in this SLA.

Service Failures include, but are not limited to, the following:

• Missed attendance, where the Contractor fails to attend a site when attendance is
required or agreed.

• Late or incomplete reporting, including failure to submit required patrol reports,
incident logs, or OHH records within the specified timescales.





Parish Council owned buildings & facilities 

• Parish Council Offices

• Horton Heath Community Centre

• The Lapstone Pavillion

• The Community Library

• The Fountain Cafe

• Woodlands Community Centre

• The Splash pad - New century park

• Tennis Courts

• Football Goals

• Bus stops x 3

• War Memorial & Village Clock

• Defibrilators x 8

• Yellow Food Bank Donation Bins x 5

Play Parks: 
• Horton Heath community centre

• New century park/shorts road

• New century park gym equipment

• Knowle park

• Skate park at Knowle park

• Pembers estate

• Crowdhill estate
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Parish Council owned green open spaces: 

• Knowle Park

• Knowle Park Allotments x 64

• Knowle Hill Conservation area

• Lapstone Farm & Orchard

• Lapstone Playing Fields (cricket & football)

• New Century Park

• Campbell Way Allotments x 6

• Fair Oak Cemetery

• Wyvern Meadow

• Daisy Dip open space

• Oak Walk open space

• Dean Road open space

• St Toms Churchyard

• Crowd hi 11 Estate

• Pembers Estate 1

• Pembers estate 2

• Upper Barn Copse Estate

• Knowle Park Lane Estate

• Horton Heath Community Centre open space

• Sandy Lane Planters x4

• Village Square Planters x 5

• Summerlands Road open space



1. Company compliance requirements (SIA)

All security companies operating in the UK must comply with the Private Security
Industry Act 2001 and associated SIA requirements. While the SIA licenses individuals
rather than companies, providers remain legally responsible for ensuring compliance
across all services delivered.

2. Licensing compliance

The Contractor must ensure that all operatives deployed in licensable roles hold a valid,
in-date SIA licence appropriate to the activity being undertaken.

No unlicensed individual may be deployed. Failure to comply may constitute a criminal
offence.

The Contractor must have robust systems in place to verify licences prior to deployment
and monitor expiry dates on an ongoing basis.

3. Employment and right to work

The Contractor must verify that all staff have the legal right to work in the United
Kingdom.

Identity checks and right-to-work documentation must be completed, recorded, and
retained.

4. Training and competence

The Contractor must ensure all staff hold the relevant SIA licence-linked qualifications
required for their role.

Processes must be in place to maintain competency, including refresher training where
appropriate.

5. Operational management and service delivery

The Contractor must maintain clear operational procedures covering service delivery,
incident management, escalation, and reporting.

Risk assessments must be undertaken for activities carried out, including patrols, alarm
response, and attendance at Council sites.

6. Record keeping and audit trail

The Contractor must maintain accurate and up-to-date records, including:

• SIA licence verification records

• Training and qualification records
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• Right-to-work checks

• Incident reports and actions taken

Records must be available for inspection on request to support compliance monitoring 
and audit. 

7. Health and safety

The Contractor must comply with all relevant health and safety legislation, including the
Health and Safety at Work etc. Act 1974.

Appropriate risk assessments, safe systems of work, and staff briefings must be in place
for all activities.

8. Professional standards and conduct

The Contractor must ensure all personnel act in accordance with SIA standards of
professionalism, including lawful conduct, use of force, and appropriate behaviour when
dealing with members of the public.

Any issues relating to conduct must be addressed promptly, including removal of staff
from duty where necessary.

9. Organisational standards (good practice)

While not mandatory, security providers are expected to demonstrate standards broadly
aligned with the SIA Approved Contractor Scheme (ACS) framework.

This includes:

• Clear governance and management structures

• Effective staff management and supervision

• Quality assurance and performance monitoring

• Customer service and feedback processes

• Continuous improvement of service delivery
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	FOR FURTHER INFORMATION
	Michelle Leadbitter-Allen
	deputyexec@fairoak-pc.gov.uk
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