

[Insert Company Logo Here]	Email Management  |  [Company procedure]
[COMPANY NAME]  –  COMPANY PROCEDURE
EMAIL MANAGEMENT
How we run the office inbox so no enquiry, quote request, complaint or payment query is missed, and every customer gets a reply on time – even when everyone else is up a tree.
	Reference
	Version
	Date issued
	Review date

	ARB-ACP-04
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it is for
	Handling every email consistently and on time, and keeping a proper record of what was agreed.

	Who does it
	The Office Manager or Administrator owns the main inbox ([info@ address]). Everyone deals with their own emails. A Manager or Director oversees.

	When (the trigger)
	Start of every working day, [late morning and mid-afternoon], end of day, and a short weekly review.

	Time needed
	About 20–30 minutes at the start of the day, 5–10 minutes at each later check, 15 minutes for the weekly review.

	You will need
	Access to the main inbox and job management system ([app name]), the folder structure (Section 2), the templates (Section 6) and the cover rota.

	What "done" looks like
	Every email sorted, logged and allocated; every customer answered within our standards; nothing left more than 5 working days without an update; key emails saved to the job file.

	Where records go
	Client or job folder, filed by job reference. Kept in line with the retention schedule (ARB-POL-04).



Where this fits in the office flow
	Enquiry
THIS PROCEDURE
	›
	TPO / CA check
ACP-01
	›
	Quote
ACP-08
	›
	RAMS
ACP-07
	›
	Job
	›
	Invoice
ACP-08
	›
	Credit control
ACP-06


Email feeds every stage of the office flow. This procedure makes sure each enquiry enters the flow, and nothing drops between stages.

	The rule
The main inbox is never left unmanaged. Someone is named as responsible for it every working day, including when the Directors or the owner are on site, on holiday or off sick. Cover: [name], then [name].



  1     Our email standards
              Section 1 of 6  ·  About 2 minutes to read  ·  Everyone who handles email
These match ARB-POL-15 Customer Care. If you change a time here, change it there too.
	What
	Our standard

	Check the main inbox
	At the start of each working day, and at least [twice more] during the day.

	New emails
	Opened and sorted the same working day.

	Customer enquiries
	Reply within [1 working day], even if it is only to say when we will be in touch.

	Quote requests
	Logged in the job system straight away, with a job reference.

	Emails for someone else
	Forwarded the same working day, with confirmation of receipt requested.

	Complaints
	To a Manager the same day. Acknowledged within [2 working days] (ARB-POL-15).

	Requests about personal data
	For example a copy of their data, or "stop emailing me". To [data protection lead] the same day. The legal time limit is one month (ARB-POL-04).

	Unresolved items
	Nothing sits for more than 5 working days without an update to the sender.



  2     Sorting and filing
              Section 2 of 6  ·  About 2 minutes to read  ·  Office
Put every new email into one of these. The examples show what each looks like in a tree surgery or landscaping office.
	Category
	What it means
	Examples

	Action required
	We need to do something.
	Quote request; customer asking for a date; principal contractor asking for RAMS; council asking for more detail on a TPO application.

	Awaiting response
	We have replied or asked, and are waiting.
	Waiting for a customer to accept a quote, a tree officer to reply, or a supplier to confirm a chipper hire.

	Filing only
	No action. Keep it as a record.
	Booking confirmation, remittance advice, waste transfer note, signed acceptance.

	Spam or suspicious
	Junk, or something that might be a scam.
	Unexpected invoice, "log in to view document", bank detail change, prize or parcel email.



Folders: [1 Action  ·  2 Awaiting response  ·  3 To file  ·  Clients and jobs (by job ref)  ·  Suppliers  ·  Tenders  ·  Accounts  ·  Admin]. Put the job reference in the subject line when you reply, so emails file themselves. [If you use a shared mailbox or job app that stores emails, describe it here.]
  3     Step by step
              Section 3 of 6  ·  Every working day  ·  Office, and anyone the email is passed to
Steps 1–6 repeat at each inbox check.
	#
	What to do
	Who
	Record it

	1
	Open, scan and sort
Open the main inbox and any shared inboxes. Check the cover rota and who is off. Look first for anything urgent:
1. emergency call-outs – a fallen tree, a tree on a road, a building or a power line (ARB-POL-17);
1. complaints, accidents or damage;
1. tender and portal deadlines today.
If something is an emergency, phone – do not rely on email. Then put every new email in a category (Section 2). Nothing is left unsorted at the end of the day.
	Office
	Urgent items flagged; emails in folders



	2
	Log and allocate
Log every enquiry and quote request in the job system with a job reference, an owner and a due date. Attach or link the email.
e.g. "JOB1234 – crown reduction, 12 Oak Lane – survey visit – Surveyor – due Thu"
	Office
	Job system entry



	3
	Forward to the right person
If someone else must deal with it, forward it the same working day with a short note: what is needed, by when, and whether the customer has had a holding reply. Ask them to confirm they have it.
If they are on site and do not confirm by [2pm], ring or text them.
	Office; person it is forwarded to
	Forward sent; confirmation noted



	4
	Make sure the customer gets a reply
The person responsible replies, copying the main inbox. If they cannot reply in time, the office sends a holding reply from the main inbox (template in Section 6). The office checks that every customer has been answered.
	Responsible person; office checks
	Reply in the job file



	5
	Escalate what needs it
1. Complaints – to [Manager] the same day (ARB-POL-15).
1. Money or legal – invoice disputes, solicitor or insurer letters, council enforcement, contract notices – flag high priority and pass to [Director].
1. Personal data requests – to [data protection lead] the same day (ARB-POL-04).
1. Bank detail changes – never act on an email. Call back on a number we already hold (ARB-POL-06 Appendix A).
1. Suspicious emails – do not click or reply. Report them (ARB-POL-03).
	Office
	Flag; escalation noted in the job system



	6
	File completed emails
Save finished correspondence to the client or job folder. Always save emails that record a price, an instruction, a change to the work, a customer’s request to start inside their 14-day cancellation period (ARB-POL-15), or anything about permissions such as TPO consent.
Keep customer data in work systems, not personal inboxes or phones.
	Office; everyone
	Job file



	7
	End of day check
Check that urgent emails have been dealt with, every "Action" item has an owner and a date, and nobody is waiting past our standards. If you or a colleague are off tomorrow, check the out-of-office and cover are set.
	Office
	Inbox clear of unsorted email



	8
	Weekly review
Every [Friday]: chase anything more than 5 working days old; empty the "To file" folder; check the junk folder for misfiled enquiries; delete what the retention schedule says we no longer need (ARB-POL-04).
	Office; Manager spot-checks
	Weekly review ticked in the office diary




  4     Absence, cover and when to stop
              Section 4 of 6  ·  About 2 minutes to read  ·  Office, Managers
When someone is away, customers must still get answers.
1. Set an out-of-office reply for any absence of [1 working day] or more, saying who to contact (template in Section 6).
1. Where possible, work from a shared or team mailbox so cover staff can see everything they need.
1. Nobody opens a colleague’s personal work inbox without a Director’s written approval, and then only for the specific urgent email (ARB-POL-33 Appendix C).
	Stop – do not continue if…
1. an email asks you to change bank details, pay urgently, or keep a payment secret;
1. a link or attachment is unexpected, or asks you to log in to see a document;
1. the email is about an accident, an injury, a dangerous tree or a power line – phone now;
1. a customer says "go ahead" on protected trees before consent or the 6-week notice has run (ARB-ACP-02);
1. it contains a complaint, a legal threat or a request about someone’s personal data;
1. you are about to send personal data to the wrong person, or reply-all to a group;
1. you want to paste a customer’s email into an AI tool that is not approved for personal data (ARB-POL-11).
Stop, tell [Office Manager / Director], and follow the linked procedure.



	What this means for you
It is Friday at 3.45pm. The surveyor is on a site visit and the Director is at a tender meeting. Two emails arrive. One is from a customer: "A big limb from our beech came down in the wind onto the fence and it is hanging over next door’s greenhouse." The other appears to be from your chipper hire firm: "Our bank details have changed, please pay today." You ring the on-call Team Leader about the beech (ARB-POL-17), send the customer a holding reply, and log the job. You do not pay the hire firm. You ring them on the number already in your records, and they have never heard of the email. You report it and delete it. Both emails are dealt with properly in 15 minutes.



  5     Records and evidence
              Section 5 of 6  ·  About 1 minute to read  ·  Office, Manager
	What to keep
	Where
	How long
	Why

	Emails that record prices, instructions, changes, permissions and acceptance
	Job file (by job reference)
	[6 years] after the job (ARB-POL-04)
	Proves what was agreed if there is a dispute or claim.

	Enquiries that did not become jobs
	Enquiries folder or job system
	[12 months] (as quotes not accepted, ARB-POL-04)
	Follow-up and tender evidence, without keeping data too long.

	Complaints and how they were handled
	Complaints log (ARB-POL-15 Appendix C)
	[6 years] after the complaint closes
	Customer care and audit evidence.

	Personal data requests and replies
	Rights request log (ARB-POL-04)
	[6 years] after the request is closed
	Shows we met the legal time limit.

	Weekly review record and cover rota
	Office diary
	[12 months]
	Shows the inbox is managed every day.




  6     Templates
              Section 6 of 6  ·  Copy, paste and fill in  ·  Office, everyone
Save these as templates or signatures in your email system.
	Holding reply to a customer
"Thank you for getting in touch with [COMPANY NAME]. We have received your email about [e.g. the trees at your property] and [name] will be in touch by [day / date]. If it is urgent, for example a tree that has fallen or is at risk of falling, please call us on [phone]."



	Out-of-office reply
"Thank you for your email. I am away until [date]. For quotes and bookings, please email [main inbox] or call [phone]. For anything urgent, such as a fallen or dangerous tree, please call [emergency number]."



	Email signature (companies)
[Name]  ·  [Role]  ·  [Phone]
[COMPANY NAME] Ltd. Registered in [England and Wales], company number [number]. Registered office: [address].
Sole traders and partnerships trading under a business name show the owner’s or partners’ names and an address for documents instead.



	Guidance for the business owner – remove before issue
How to use this procedure. Fill in everything in [red], set up the folders and templates, and delete this box before issue. Check it works in your office audit.
The law (checked 27/09/2026). Emails about customers, staff and suppliers are personal data under the UK GDPR and the Data Protection Act 2018, as amended by the Data (Use and Access) Act 2025. They must be kept secure, accurate and no longer than needed, and they are included in subject access requests (one month to reply, ARB-POL-04). Marketing emails to private customers need consent or the "soft opt-in" (PECR, ARB-POL-04). The ICO becomes the Information Commission on 30 September 2026.
Trading disclosures. Companies must show their registered name, registered number, part of the UK where registered and registered office address on business letters and websites (Company, Limited Liability Partnership and Business (Names and Trading Disclosures) Regulations 2015, regulations 24 and 25, on legislation.gov.uk). ICAS guidance confirms this includes business emails. Sole traders and partnerships using a business name have separate disclosure rules (Companies Act 2006, Part 41). Check your signature with your accountant.
Errors fixed from the original. "Emails must not remain unread for more than 24 working hours" meant up to 3 working days, which clashed with the 1-working-day reply standard; emails are now sorted the same day. It had nothing on scam emails, bank detail fraud, personal data requests, access to a colleague’s inbox, AI tools, retention, or which emails to save to the job file.
Owner decisions. Check times, reply standards (to match ARB-POL-15), cover, folders and review day.
Arborella provides this template as documentation support. It is not legal advice, and it does not replace advice from the council, your insurer or a qualified adviser on a specific case.



Related documents
	Reference
	Document

	ARB-POL-15
	Customer Care and Complaints Policy

	ARB-POL-33
	IT, Communications and Monitoring Policy

	ARB-POL-04
	Data Protection Policy

	ARB-POL-03 / 06
	Cyber Security Policy; Fraud Prevention & Financial Integrity Policy

	ARB-POL-11/14/17
	AI in the Workplace; Business Continuity; Emergency Call-Out



Document control
	Document
	Email Management (ARB-ACP-04)

	Owner
	Company Director

	Approved by
	[Name, role]

	Status
	Controlled template – Live once approved

	Review
	At least every 12 months, and sooner if the law, guidance or the way we work changes



	Ver.
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	1.0
	[DATE]
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