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Trusted partner for service
maintenance & support

CCTV and network enabled camera systems | Access Control | Intruder Detection | 
Fire Detection and Suppression | Public Address and Voice Evacuation | Fibre Optic and Wireless Systems |  



Reflex provides you with a range of options so
you can tailor the support level to your needs. 

A flexible approach to
maintenance and support

Our extensive expertise gained from over 25 years industry experience assures you that 
Reflex have the skills, knowledge and capability to support established, current and 
emerging technologies.

Reflex has direct supply chain and training partnerships with leading manufacturers which
enables us to offer support for all aspects of your systems from small, stand alone product
applications to larger more comprehensive, integrated environments.  Whether you are a large
or small company looking for cover for one system or all your fire and security systems, Reflex
can help you get the right combination of scheduled preventative maintenance, product
support and engineer response to meet your business requirements and your budget.

This means you only pay for what you need.
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Reflex has over 25 years experience of providing service and
maintenance support for many national and global brands as 
well as local independent businesses throughout the UK.  We 
have a proven reputation for building and supporting long 
term relationships through trust and our ability to work to
our customer's commercial and financial needs. 

We have a network of qualified and skilled technical personnel
which are regionally based and are able to deliver preventative
maintenance, routine servicing, repairs and replacements and
most importantly provide an effective response and the
necessary corrective action in the event of component or
system failures. 

Through ongoing relationship management we are able to
provide a consultative approach that ensures that you are 
able to call on our expertise to ensure that your security 
and safety technologies are future proofed and compliant .

· Specialist experts in all aspects of 
security, fire and integrated technologies

· Accredited and compliant

· Full UK coverage24/7

· 100% customer focused

· Ongoing technical support

· Direct manufacturer support

· Addressing of any training needs

· Excellent value

· Suitable for businesses of all sizes
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Why choose Reflex?



· As per Level 3 PLUS;

· Contracted response times

· In and out of hours call centre

· All call charges for engineers *

II. Service Call Out and Maintenance - (Reflex level 2)

· Provision for loan equipment where available

· Option of scheduled meetings to review key 
performance indicators

· As per Level 2 PLUS;

· Replacement or repair of faulty equipment*

III. Fully Comprehensive - (Reflex level 1)

· Scheduled preventative maintenance visits

· Call centre for logging faults/requesting 
support (office hours)

· Documented service levels for responding 
to service requests

· Reduced call out and engineer rates

· Access to Reflex technical support

· Production of audit & condition report 
with recommendations

· Addressing of any training needs

· Provision of suitable access equipment to 
enable safe working at height for engineers

· Option for authorized remote diagnostics 
and support 

Level 3+ 

· Option for contracted response times 
including out of hours call centre.

I. Planned Preventative maintenance- (Reflex level 3)

* Excludes call outs as a result of misuse, vandalism or acts of God

* Excludes consumables and faults due to misuse, vandalism or acts of God

1.    Level of Cover

Total flexibility 
& control



And finally¼.
The size and complexity of your system
Your contract price will be calculated using detailed information about the technologies you have in place,
together with the age, scale and complexity of your system.  This will ensure you are given a price which
accurately reflects the skills you require to support it.

If you choose an option which doesn't include call and labour charges we will set out the charging
structure in advance and ensure these charges are appropriate for the skill set you need.  We operate a
tiered approach which reflects the size and complexity of your system meaning that you won't be paying
for skills you don't need.

2. Response times

If you experience problems, the criticality of your
system(s) to your business and your risk profile will
determine the response you require.  When tailoring
your plan you can choose the guaranteed response
suitable for you.  Here are some typical examples: 

When?

· During working hours

· 24/7

How quickly?

· Within a given number of hours - 4hr, 8hr, 24 hr, 
48 hr etc

· Same day (if reported before 10am)/ next day

· Combination ± e.g. 4 hour for business critical, 
48 hour for others

3. Frequency of maintenance visits

We will provide options and recommendations for
the most appropriate frequency for maintenance
visits, taking into consideration your regulatory
responsibilities.  Options include annual, half yearly
or quarterly visits, completing 100% check each
time or spreading the service equally across each
visit throughout the year.

4. Materials

To facilitate a 1st visit fix wherever possible and so
reduce the time taken to return to normal service,
you can chose to keep stock spares on site.  We will
provide options and recommendations to enable
you to get the best outcome for your budget.
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