[Insert Company Logo Here]	Quote Follow-Up  |  [Company procedure]
[COMPANY NAME]  –  COMPANY PROCEDURE
QUOTE FOLLOW-UP
How we follow up every quote in a helpful, consistent way, so customers have what they need to decide and we know where every quote stands. No pressure, no false deadlines.
	Reference
	Version
	Date issued
	Review date

	ARB-ACP-[XX]
	1.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it is for
	Making sure every quote gets a clear, polite follow-up, so we don't lose work just because nobody answered a question.

	Who does it
	The office sends and follows up. The surveyor or estimator answers questions about the trees or the work. A Manager approves any change to price or scope.

	When (the trigger)
	Every quote, from the day it is sent (Day 0) until the customer says yes or no, or the quote expires.

	Time needed
	About 5 minutes per contact. No more than 5 emails and 2 calls per quote.

	You will need
	The quote and job reference, the customer's contact details, the quote register, and the templates in Section 4.

	What "done" looks like
	Every quote has a status (Won, Lost, On hold, Expired or Do not contact), every contact is logged, and the next action date is set.

	Where records go
	Quote register and job file. Won quotes kept for [6 years] after the job; lost and expired quotes for [2 years], in line with the retention schedule in ARB-POL-04.



Where this fits in the office flow
	Enquiry
	›
	TPO / CA check
ACP-01
	›
	Quote
ACP-08
	›
	Quote follow-up
ACP-[XX]
THIS PROCEDURE
	›
	RAMS
ACP-07
	›
	Job
	›
	Invoice
ACP-08


This procedure starts when the quote is sent (ARB-ACP-08) and ends when the customer accepts, declines, or the quote expires. Accepted quotes go back to ARB-ACP-08 to be booked.

	The rule
Every quote gets followed up, and every follow-up is logged. No discounts on the phone, no false deadlines, and no more contact once a customer asks us to stop.



  1     Why this matters
              Section 1 of 5  ·  About 1 minute to read  ·  Everyone in the office
Most quotes that don't turn into work aren't turned down. They're forgotten, or the customer had a question nobody answered. Every survey visit costs time and fuel, so a quote that's never followed up is money spent for nothing.
1. Polite, well-timed follow-up wins work we've already paid to price.
1. Customers remember a business that keeps in touch without being pushy.
1. Consumer law bans false deadlines and pressure selling, and what we tell a domestic customer about the work can become part of the contract.
1. A logged history shows Managers which quotes we win and lose, and why.

  2     Step by step
              Section 2 of 5  ·  About 5 minutes per contact  ·  Office
Day 0 is the day the quote is sent. If a step falls on a weekend or bank holiday, do it on the next working day. Stop as soon as the customer replies and go to Section 3.
	#
	What to do
	Who
	Record it

	1
	Send the quote and log it (Day 0)
Send the quote with cover email E1, with our Terms & Conditions and Client Summary of Key Terms attached.
Log it on the quote register with the expiry date and the next action date.
e.g. Q-1045 sent 02/11, valid until 02/12, next action 05/11.
	Office
	Quote register; sent email in the job file



	2
	Check it arrived (Day 3)
Send check-in email E2. Our emails sometimes end up in junk folders.
	Office
	Quote register



	3
	First call (Day 7)
Call using script C1. No answer: leave voicemail V1 and send text T1.
Pass any question about the trees or the work to whoever surveyed the job, to call back within 1 working day.
	Office; surveyor / estimator for technical questions
	Call note on the quote register



	4
	Follow-up email (Day 14)
Send E3 with useful information: when we're booking, options, and any permissions needed.
	Office
	Quote register



	5
	Second call (Day 21)
Call using script C2. No answer: leave voicemail V2.
	Office
	Call note on the quote register



	6
	Final reminder (7 days before expiry)
Send E4. Only ever state the real expiry date.
	Office
	Quote register



	7
	Close it off (after expiry)
Send E5 and mark the quote "Expired – no response".
If the customer comes back later, a Manager decides whether the job needs re-surveying or re-pricing.
	Office; Manager
	Quote register status



  3     What happens next, and when to stop
              Section 3 of 5  ·  About 2 minutes to read  ·  Office, Manager
	Customer response
	What happens next

	Yes, go ahead
	Get acceptance in writing: email, signed quote or online acceptance. A phone "yes" isn't enough.
Domestic: send E6 with the cancellation information. Commercial: send E7 and get the purchase order.
Book through ARB-ACP-08. No start date until any TPO consent or conservation area notice is in place (ARB-ACP-02).

	No thanks
	Send E8. Mark "Lost" with the reason: price, timing, chose another contractor, no longer needed, permission refused, or other.

	Question or price concern
	Answer what you can. Technical questions go to the surveyor. Price or scope changes are for a Manager only, issued as a revised quote. Never discount on the phone.

	Not right now
	Mark "On hold" with a review date, e.g. waiting for TPO consent (up to 8 weeks), the 6-week conservation area notice, after nesting season, or a landlord or committee decision.

	Urgent or dangerous tree
	If the surveyor recorded the work as urgent, call within 1 working day of sending the quote and check the customer has our written advice. The office doesn't give its own opinion on a tree.

	"Please stop contacting me"
	Stop straight away. Mark "Do not contact". Don't add them to any mailing list.



	Stop – do not continue if…
1. the customer asks for a discount, or a different price or scope;
1. the customer wants work to start within their 14-day cancellation period but hasn't asked in writing;
1. the customer asks whether a tree is safe, or says it's dangerous;
1. the customer is unhappy or makes a complaint (follow ARB-POL-15);
1. the quote is part of a formal tender: only contact the buyer in the way the tender documents allow;
1. you're about to say a price or offer is ending when it isn't.
If any of these apply, stop and speak to [Manager name] before you go any further.



	What this means for you
Mrs Ahmed had a quote on Monday to reduce two sycamores and grind a stump. On Thursday the office sends the check-in email. No reply. The following Monday you call, and she says the price is more than she expected. You don't knock money off. You explain what's included, log the call and pass it to the Manager, who issues a revised quote with the stump grinding moved to a later visit. She accepts by email the next day. You send the booking confirmation with her cancellation rights, and the job goes to booking. It's all on the quote register, so anyone in the office can pick it up.



  4     Scripts and templates
              Section 4 of 5  ·  Copy, paste and fill in  ·  Office
Use these so every customer hears the same clear, friendly message. Change the wording so it sounds like you, but keep the facts.
	E1 – Cover email: sending the quote (Day 0)
Subject: Your quote for tree work at [site address] – [quote number]
Hi [first name],
Thanks for having us out to look at the trees at [site address]. Your quote is attached, along with our terms and conditions and a one-page summary of the key points.
In short, it covers [brief description, e.g. reducing the oak in the rear garden and removing the leylandii hedge, with all waste taken away]. The price is £[amount] [including / plus] VAT, and the quote is valid until [date].
If anything isn't clear, or you'd like to talk through options, just reply to this email or call me on [phone number].
Kind regards, [name, role, company, phone]



	E2 – Check-in (Day 3)
Subject: Re: Your quote for tree work at [site address]
Hi [first name],
Just checking the quote for [short description] came through OK. Our emails sometimes end up in junk folders.
If you have any questions about the work, I'm happy to help, or I can ask [surveyor's name] to give you a call.
Kind regards, [name, role, company, phone]



	E3 – Follow-up email (Day 14)
Subject: Any questions about your tree work quote?
Hi [first name],
I wanted to follow up on the quote we sent on [date] for [short description]. In case it helps, here are a few things people often ask:
1. When could you do it? We're currently booking work for [month / weeks].
1. Can the work be split? [We can do the most important work first and the rest later.]
1. Do I need permission? [We'll check whether a Tree Preservation Order or conservation area applies and sort out the paperwork for you.]
If now isn't the right time, that's fine. Just let me know and I'll make a note to get back in touch later.
Kind regards, [name, role, company, phone]



	E4 – Final reminder (7 days before expiry)
Subject: Your quote is valid until [date]
Hi [first name],
A quick reminder that your quote for [short description] at [site address] is valid until [date].
If you'd like to go ahead, just reply to this email and we'll be in touch to arrange a date. If you need a little longer to decide, let me know and I'll see what we can do.
Kind regards, [name, role, company, phone]



	E5 – Close-out (after expiry)
Subject: Your quote [quote number]
Hi [first name],
We haven't heard back about the quote for [short description], so I'll close it on our system for now. That's no problem at all, as plans change.
If you'd like us to take another look in future, just get in touch. We may need to check the trees again and update the price, as things can change over time.
Kind regards, [name, role, company, phone]



	E6 – Booking confirmation: domestic customers
Subject: Booking confirmed – tree work at [site address]
Hi [first name],
Thanks for confirming you'd like to go ahead with quote [quote number] for [short description], at £[amount] [including / plus] VAT.
1. [We'll be in touch by [date] to agree a date for the work.] / [The work is booked for [date].]
1. [A deposit of £[amount] is due by [date]. Our bank details are below.]
1. [We'll send the Tree Preservation Order application / conservation area notice. Work can't start until we have consent / the notice period has ended.]
Your right to cancel. You have the right to cancel this contract within 14 days without giving a reason. The 14 days end 14 days after the day you accepted our quote. How to cancel, and a cancellation form you can use, are in the attached cancellation information.
If you'd like us to start the work within those 14 days, please reply to this email to say so. If you then cancel after we've started, you'll need to pay for the work done up to that point. Once the work is finished, you can no longer cancel.
Kind regards, [name, role, company, phone]



	E7 – Order confirmation: commercial customers
Subject: Order confirmed – [site / job reference]
Hi [first name],
Thanks for your instruction to go ahead with quote [quote number] for [short description] at [site address]. To get the work booked in, please could you send:
1. your purchase order number, if you use them
1. the name and number of the site contact
1. any site induction, access or permit requirements.
We'll send our risk assessment and method statement for the job before we start.
Kind regards, [name, role, company, phone]



	E8 – Thank you: quote declined
Subject: Thanks for letting us know
Hi [first name],
Thanks for getting back to me about the quote for [short description]. I appreciate you letting us know.
If you don't mind me asking, was there anything that put you off? It helps us improve, but there's no need to reply if you'd rather not.
If anything changes, or you need help with your trees in future, we'd be glad to hear from you.
Kind regards, [name, role, company, phone]



	T1 – Text after a missed call
Hi [first name], it's [your name] from [company name]. I tried to call about your tree work quote for [site address]. No rush. Reply here or call [phone number] if you have any questions.



	C1 – First call (Day 7)
Open: "Hi, is that [first name]? It's [your name] from [company name]. Have you got a couple of minutes? I'm calling about the quote we sent for the trees at [site address]."
Wrong time: "No problem. When would be a better time to call?"
Check: "Did it come through OK? Have you had a chance to look at it?"
Question about the trees or the work: "That's a good question for [surveyor's name]. I'll ask them to call you by [day / time]."
Still thinking: "That's fine. Is there anything I can explain, or anything that would help you decide? Would it be OK if I checked back in a week or so?"
Wants to go ahead: "Great, thank you. Could you reply to the quote email to confirm? Then I'll send over the booking details."
Gone elsewhere: "Thanks for letting me know. Can I ask what made the difference? It really helps us."
Close: sum up what happens next and when. Log the call straight away.



	C2 – Second call (Day 21)
Open: "Hi [first name], it's [your name] from [company name]. I'm just following up on your quote for [short description]. Is now an OK time?"
Check: "Have you had a chance to think about it? Is there anything holding you back that I can help with?"
Price: explain what's included (qualified team, equipment, waste removal, insurance). Only offer options such as phasing the work if a Manager has approved them.
Validity: "Just so you know, the quote is valid until [date]." Only say it's ending if that's true.
Not now: "No problem. When would be a good time for me to get back in touch?"
Close: "I'll leave it with you. Just give us a call if you'd like to go ahead."



	V1 and V2 – Voicemails
V1 (first call): "Hi [first name], it's [your name] from [company name], calling about the quote for the trees at [site address]. I'm just checking it reached you and whether you have any questions. You can call me back on [phone number], or reply to the email. Thanks, bye."
V2 (second call): "Hi [first name], it's [your name] from [company name] again, following up on your tree work quote, which is valid until [date]. If you have any questions or you'd like to book in, just call me on [phone number]. Thanks, bye."



  5     Records and evidence
              Section 5 of 5  ·  About 1 minute to read  ·  Office, Manager
Keep enough to show what we offered, what the customer agreed, and how we followed up.
	What to keep
	Where
	How long
	Why

	Quote and cover email
	Job file
	[6 years] after the job if won; [2 years] if lost or expired
	Shows what was offered, at what price, and when.

	Quote register entries: status, each contact, next action, reason lost
	Quote register
	As the quote
	Shows the follow-up happened, and why quotes are won or lost.

	Written acceptance
	Job file
	[6 years] after the job
	Proves the customer agreed the price and scope.

	Cancellation information sent, and any written request to start within 14 days (domestic customers)
	Job file
	[6 years] after the job
	Protects our right to be paid if the customer cancels.

	Monthly quote figures: sent, won, lost, expired, conversion rate, top reasons lost
	Management meeting records
	[2 years]
	Shows Managers what's working and what isn't.



	Guidance for the business owner – remove before issue
How to use this procedure. Fill in everything in [red], including the reference number, quote validity period ([30] days), calling hours ([8am to 6pm, Monday to Friday]) and retention periods, then delete this box. Check that E6 matches your Terms & Conditions, and that you have cancellation information and a cancellation form to attach. Train the office on it, and review the monthly quote figures.
The law (checked 12/10/2026). Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013: for most contracts made away from business premises or at a distance (phone, email, online), domestic customers can cancel within 14 days of the day the contract is made (reg 30). If they aren't told about this right, the period is extended by up to 12 months (reg 31). Work must not start within the 14 days unless the customer expressly asks, in writing for off-premises contracts (reg 36(1)). If they then cancel, they pay a proportionate amount, but nothing if they weren't given the required information (reg 36(4)–(6)). A model cancellation form is in Schedule 3.
Digital Markets, Competition and Consumers Act 2024, Part 4 Chapter 1, replaced the Consumer Protection from Unfair Trading Regulations 2008 from 6 April 2025. Falsely stating that something will only be available for a limited time is a banned practice (CMA guidance CMA207). Consumer Rights Act 2015, section 50: what the business says about a service can be binding. PECR 2003, regulation 22: marketing emails and texts to individuals need consent or the soft opt-in. The ICO's guidance is under review following the Data (Use and Access) Act 2025.
Owner decisions. Set the quote validity period, the calling hours, whether staff may offer phased work (with Manager approval), and whether to use text messages.
Tenders are not covered. Follow the buyer's rules on contact.
Arborella provides this template as documentation support. It is not legal advice, and it does not replace advice from a qualified adviser on a specific case.



Related documents
	Reference
	Document

	ARB-ACP-08
	Quote to Invoice

	ARB-ACP-01
	TPO and Conservation Area Status Check

	ARB-ACP-02
	TPO and Conservation Area Application

	ARB-ACP-06
	Invoice Chasing & Credit Control

	ARB-SITE-001
	Tree Survey and Quotation Form

	ARB-POL-15
	Customer Care and Complaints Policy

	ARB-POL-04
	Data Protection Policy (retention schedule)

	[Ref]
	Terms & Conditions and Client Summary of Key Terms



Document control
	Document
	Quote Follow-Up (ARB-ACP-[XX])

	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.
	Date
	Author
	Summary of changes

	1.0
	[Date]
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	New document

	
	
	
	



[COMPANY NAME]  –  Quote Follow-Up  –  ARB-ACP-XX
Version: [VERSION]   Date Issued: [DATE]   Review Date: [REVIEW DATE]   						Page 1 of 1
Not controlled when printed.
