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[COMPANY NAME]  –  COMPANY PROCEDURE
QUOTE TO INVOICE
The controlled route every job follows, from the first enquiry to the paid invoice, so no permission, safety step, customer right or invoice is missed.
	Reference
	Version
	Date issued
	Review date

	ARB-ACP-08
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it is for
	One traceable path for every domestic, commercial, local authority and utility job.

	Who does it
	Office Administrator (enquiries, permissions, invoicing), Surveyor or estimator (survey and quote), Office or Compliance Lead (RAMS), Team Leader (delivery). A Manager or Director oversees it.

	When (the trigger)
	Every enquiry, from the moment it arrives.

	Time needed
	The office steps take about 1–2 hours across a typical job. Permissions can add 6 to 8 weeks.

	You will need
	The job management system, ARB-SITE-001 Survey and Quote, ARB-SITE-002 Job Sheet, the cancellation form (ARB-POL-15 Appendix B), ARB-ACP-01, 02, 06 and 07.

	What "done" looks like
	Work done as quoted (plus agreed changes), signed off, invoiced and paid, with every stage recorded in the job system.

	Where records go
	The job file in the job management system. Kept for [6 years] after the job.



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


This procedure is the whole office flow. It calls up ARB-ACP-01 (TPO check), ARB-ACP-02 (application), ARB-ACP-07 (RAMS) and ARB-ACP-06 (credit control) at the right points.

	The rule
Every stage is done in order, unless a Manager authorises otherwise, and every stage is recorded in the job system. No quote without a TPO and conservation area check. No booking without written acceptance, permissions and RAMS where needed. No invoice that does not match the quote and agreed changes.



  1     The gates
              Section 1 of 5  ·  About 1 minute to read  ·  Everyone in the office
A job cannot pass a gate until the check is done and recorded.
	Before we…
	This must be done and recorded
	Where

	Send a quote
	Survey done; TPO and conservation area status recorded (ARB-ACP-01)
	ARB-SITE-001 Part A; job file

	Book the job
	Written acceptance; home customer cancellation rights dealt with; permissions in place; RAMS approved and issued where needed
	ARB-SITE-001 Part B; ARB-ACP-02; ARB-ACP-07

	Start work
	Job Sheet issued; SSRA done and crew briefed on the day; consent or notice in the job pack
	ARB-SITE-002; ARB-SITE-004

	Invoice
	Completion confirmed; changes recorded and agreed with the customer
	ARB-SITE-002 sections 5 and 7



  2     Step by step
              Section 2 of 5  ·  Across the life of the job  ·  Office, Surveyor, Team Leader, Manager
	#
	What to do
	Who
	Record it

	1
	Log the enquiry
Enter every enquiry in the job management system the same day: customer name, address and postcode, phone and email, what they want done, how they found us, and any deadline. Reply within [1 working day] (ARB-POL-15).
	Office
	Job system: new enquiry and job reference



	2
	Survey the site (ARB-SITE-001 Part A)
The Surveyor assesses the scope, access, public interface, utilities and overhead lines, wildlife, biosecurity and environmental constraints, and takes photos. Office follow-ups are ticked at the end of Part A.
	Surveyor / estimator
	ARB-SITE-001 Part A; photos in the job file



	3
	Check TPO and conservation area status (ARB-ACP-01)
Complete ARB-ACP-01 before the quote is sent. Save the evidence in the job file and tag the job.
	Office / Surveyor
	Dated screenshot or council email; job tag



	4
	Send the quote (ARB-SITE-001 Part B)
Send within [1 working day] of the visit, or tell the customer the new date. It must show: the scope tree by tree, exclusions, the total price including VAT and every compulsory charge, optional extras separately, validity, payment terms, deposit, our terms and conditions, and the complaints route.
Home customers agreeing at home, on site, or by phone, email or online: give the cancellation information and the cancellation form (ARB-POL-15 Appendix B), on paper or by email if they agree, before they accept. Include the Privacy Notice (ARB-POL-05).
If a TPO or conservation area applies, quote "subject to council consent" or "subject to the 6-week notice".
	Surveyor / estimator; office sends
	Quote in the job system; "Given to customer" ticks on Part B



	5
	Record the acceptance
Get written acceptance: the signed Part B, an email, or online approval. Record the date.
Home customers can cancel within 14 days. Only book work inside the 14 days if they ask us to, in writing (the signed tick on Part B, or an email or text). If they cancel, refund any payment, including the deposit, within 14 days.
	Office
	Acceptance date; express request (if any) saved



	6
	Get the permissions (ARB-ACP-02)
Apply for TPO consent or give the conservation area notice, and arrange any felling licence, highway permit, network operator agreement or wildlife check ticked on the survey.
TPO: do not book until consent is granted in writing – no reply from the council is not consent. Conservation area: book no earlier than the end of the 6-week notice, unless the council confirms sooner that it has no objection.
	Office
	Consent, notice and permits in the job file



	7
	Prepare RAMS where needed (ARB-ACP-07)
Where the contract requires RAMS, or the work is higher risk, follow ARB-ACP-07. Never reuse a RAMS pack without a project-specific review.
	Office / Compliance Lead; Manager approves
	Approved RAMS pack and issue record



	8
	Schedule and deliver the job
Book the job only when every "Book the job" gate is passed. Issue the Job Sheet (ARB-SITE-002) with sections 1 to 4 copied from the accepted quote.
On the day, the Team Leader completes the SSRA and briefs the crew. Any change to the work or price is agreed with the customer before it is done, recorded in Job Sheet section 5 and confirmed in writing. The Team Leader gets the completion sign-off (section 7) or takes after photos if the customer is out.
	Office books; Team Leader delivers
	Job Sheet, signed SSRA, photos back in the job file



	9
	Invoice and monitor payment (ARB-ACP-06)
Invoice within [2 working days] of completion, or on the agreed staged dates. The invoice must match the quote plus the agreed changes. Then follow ARB-ACP-06 for reminders and escalation.
	Office
	Invoice in the accounts system; Invoice Register



  3     When to stop, and an example
              Section 3 of 5  ·  About 2 minutes to read  ·  Office, Manager
	Stop – do not continue if…
1. the TPO or conservation area status is not recorded, or the council has not replied;
1. a home customer wants us to start within 14 days but has not asked in writing, or has not been given the cancellation information;
1. the customer asks for a "cash price" or no invoice (ARB-POL-07);
1. the Job Sheet does not match the accepted quote, or the crew is asked to do extra work that has not been agreed and priced;
1. RAMS are needed and not approved, or client comments are unresolved;
1. the invoice would differ from the quote without a recorded, agreed change.
If any of these apply, stop and speak to [Manager name].



	What this means for you
A homeowner rings on Monday about an overgrown sycamore. You log it and the estimator visits on Tuesday. The council map shows a conservation area, so the quote goes out on Wednesday "subject to the 6-week notice", with the cancellation form and our Privacy Notice attached. She accepts by email on Thursday. The office gives the notice (ARB-ACP-02) the same day and books the job for the week after the notice ends. On the day she asks the crew to lift the crown of a holly too. The Team Leader prices it, records it in Job Sheet section 5 and gets her initials. The office invoices the sycamore plus the agreed holly work two days later.



	Urgent work
If a customer asks us to come out for urgent work, for example a split limb hanging over the road after a storm, there is no right to cancel for that urgent work. Anything extra agreed on the same visit does carry the right to cancel. Protected trees still need a Manager’s decision on the dead or dangerous exception (ARB-POL-29) and notice to the council. See ARB-POL-15 Section 3 and ARB-POL-17.




  4     Templates
              Section 4 of 5  ·  Copy, paste and fill in  ·  Office
	Confirming a home customer’s acceptance
Hello [name], thank you for accepting quote [Q-REF] for [work] at £[total inc VAT]. As you agreed this [at home / by email], you have 14 days to cancel if you change your mind; the cancellation form is attached. We will not start before [date] unless you ask us to. If you would like us to start sooner, please reply "Please start before the 14 days end". If you then cancel, you would pay only for work already done. Kind regards, [name]



	Confirming a change agreed on site
"Hello [name], thanks for today. As agreed with [Team Leader], we also [extra work] for £[price inc VAT], which will be added to your invoice. Please reply if anything is not as you expected."



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

	Enquiry record, survey (ARB-SITE-001 Part A) and photos
	Job system / job file
	[6 years] after the job
	Shows what we saw and planned before pricing.

	TPO / CA evidence, consents, notices and permits
	Job file → Planning / TPO
	[6 years] after the job
	Proves permissions were in place before work.

	Quote, acceptance, cancellation information given, express request to start
	Job file
	[6 years] after the job
	Contract evidence; consumer law compliance.

	RAMS pack, Job Sheet, signed SSRA, changes and completion sign-off
	Job file
	[6 years] after the job
	Safety and delivery record; basis of the invoice.

	Invoice, payments and chase notes
	Accounts system
	[6 years] from the end of the financial year
	Accounting records law (ARB-ACP-06).



	Guidance for the business owner – remove before issue
How to use this procedure. Set your response and invoicing times, fill in everything in [red], and delete this box before issue. Check your job management system records every stage (ARB-ACP-09).
Consumer law (checked 27/09/2026, matches ARB-POL-15 and ARB-SITE-001). Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013: off-premises and distance service contracts carry a 14-day cancellation right; off-premises information must be on paper, or another durable medium if the customer agrees (reg 10); work may start within 14 days only on the customer’s express request, on a durable medium for off-premises contracts (reg 36); a customer who cancels then pays a proportionate amount; refunds within 14 days of being told; not giving cancellation information for an off-premises contract is a criminal offence (reg 19), and it extends the cancellation period by up to 12 months. Urgent repairs the customer asked for are excluded, but extra services on that visit are not (reg 28). Since 6 April 2025 the headline price must include every compulsory charge (Digital Markets, Competition and Consumers Act 2024).
Trees. TPO: the council should normally decide within 8 weeks; if it does not, the applicant can appeal, but the work still needs consent. Conservation areas: 6 weeks’ notice (s211 Town and Country Planning Act 1990). Dead trees: 5 working days’ notice. See ARB-ACP-01, ARB-ACP-02 and ARB-POL-29.
VAT. VAT-registered businesses issue a VAT invoice to VAT-registered customers within 30 days of the time of supply (HMRC VATREC6010). Tree work that is part of construction may fall under CIS and the VAT domestic reverse charge: ask your accountant.
Errors fixed from the original. It allowed booking once "the statutory period expires" for any planning check. That is right for conservation area notices but not for TPOs: silence from the council is not consent. It also had no customer cancellation rights, price rules or change control. Owner decision: the original applied for permissions before acceptance. This version applies after acceptance, so you do not make free applications; change step 6 if you prefer to apply first.
Arborella provides this template as documentation support. It is not legal advice, and it does not replace advice on your terms and conditions.



Related documents
	Reference
	Document

	ARB-SITE-001
	Tree Survey and Quotation Form

	ARB-SITE-002
	Job Sheet

	ARB-POL-15
	Customer Care and Complaints Policy (cancellation form, Appendix B)

	ARB-ACP-01 / 02
	TPO and Conservation Area Status Check / Application

	ARB-ACP-06 / 07
	Invoice Chasing and Credit Control / RAMS Preparation Pack

	ARB-ACP-09
	Job Management Software Workflow



Document control
	Document
	Quote to Invoice (ARB-ACP-08)

	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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	Summary of changes

	1.0
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