[Insert Company Logo Here]				Privacy Notice – Customers and Website  |  COMPANY policy
[COMPANY NAME]  –  PRIVACY NOTICE
PRIVACY NOTICE
How we look after the information you give us when you ask for a quote, have work done, visit our website or live next to one of our jobs.
	Reference
	Version
	Date issued
	Review date

	ARB-POL-05
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it covers
	The personal information we collect about customers, website visitors and neighbours, and what we do with it.

	Who it applies to
	You, if you are a customer, ask us for a quote, use our website, contact us, or live near a job we are working on.

	The key rule
	We only use your information to quote for, do and invoice your work, and to keep everyone safe. We never sell it.

	Who to contact
	[Name, email and phone]

	Time to read
	About 15 minutes. The first page gives you the main points.

	Where it is kept
	On our website at [web address]. Ask us for a paper or large-print copy.



	Guidance for the business owner – remove before issue
The law (checked 24/09/2026). UK GDPR Articles 13 and 14 list what a privacy notice must include; this notice covers every item, including sources of data (Art 14), overseas transfers and automated decision-making. Sources: legislation.gov.uk, and ICO guidance on the right to be informed, cookies and complaints.
Data (Use and Access) Act 2025. Since 5 February 2026, statistics and website-appearance cookies can be set without consent if you give clear information and an easy way to object; advertising cookies still need consent. PECR fines now go up to £17.5 million or 4% of turnover. Since 19 June 2026 you must make complaints easy (for example a website form), acknowledge them within 30 days and respond without undue delay. On 30 September 2026 the ICO becomes the Information Commission.
Who it applies to. Every business that collects personal data from the public, of any size, including sole traders.
Tailor it. Fill in everything in [red], delete rows you do not use (such as CCTV) and complete the cookie table with your web developer, using your cookie tool’s scan. If you collect staff or job applicant data, use a separate staff privacy notice (see the Employee Handbook, ARB-HR-002). Check the retention periods match your Data Protection Policy (ARB-POL-04, Appendix A).
Before you publish. Delete this box, the "Who is responsible", "Evidence auditors may ask for" and "Document control" sections and the signature block from the version you put on your website. Keep them in your policy file.
Arborella provides this template as documentation support. It is not legal advice.



	This policy on one page
1. We collect your name, contact details, property details and photos so we can quote for and do your work.
1. We keep gate codes and access details only for your job, and delete them afterwards.
1. We only share your information with people who need it, such as our crew, the council (if you ask us to apply) and our accountant. We never sell it.
1. We keep it only as long as we need to, then delete it securely.
1. You can ask to see, correct or delete your information, or stop marketing, at any time. It is free.
1. Questions or complaints? Contact [name, email and phone].



	1
	Who we are and how to contact us
Section 1 of 9  ·  About 1 minute to read



1.1	We are [COMPANY NAME]. We are the "controller" of your personal information. This means we decide how it is used, and we are responsible for looking after it.
	Business name
	[Company legal name], [company number, or "a sole trader" / "a partnership"]

	Address
	[Postal address]

	Email
	[Privacy email address]

	Phone
	[Phone number]

	Who to ask
	[Name and role of data protection lead]. We do not have a Data Protection Officer because the law does not require one for a business like ours. [Delete if you have appointed a DPO and give their details instead.]

	ICO registration
	[ICO registration number]



	2
	The information we collect
Section 2 of 9  ·  About 2 minutes to read



2.1	We only collect what we need to quote for, carry out and invoice your work, and to run our business safely.
	Type of information
	For example

	Contact details
	Your name, address, phone number and email address.

	Your property and how to get in
	Where the trees or garden are, parking, gate codes, key safe or alarm codes, pets on site, and anything we need to know to work safely.

	Photos and notes of the work
	Photos of your trees, garden or property before, during and after the job, and site notes.

	Money
	Quotes, invoices, payments and bank details for refunds. [We do not store full card numbers – our card payment provider handles those.]

	Messages and calls
	Emails, texts, messages, voicemails and notes of phone calls. [Say if you record calls.]

	Website information
	How you use our website, from cookies (see Section 9) and from forms you fill in.

	Cameras
	[Delete if not used:] CCTV at our yard, and dashcams in our vehicles, which may record you if you visit or are near our vehicles.

	Anything you tell us
	For example, if you tell us about a health condition so we can make the visit easier for you. We only use this with care, and only for that reason.



Where we get it from
2.2	Most of it comes from you. Sometimes we get it from someone else:
1. someone acting for you, such as a letting agent, managing agent, main contractor, insurer or family member;
1. a neighbour, if we need to talk to you about access or about trees near your boundary;
1. public sources, such as HM Land Registry, and council planning and Tree Preservation Order records;
1. [websites that send us enquiries, for example Checkatrade or a tender portal – delete or edit].
	What this means for you
If you give us your gate code, it goes only on the job sheet for the crew doing your job. It is not written on the van, and we delete it when the job is finished. You can change your code after the job if you prefer.



	3
	Why we use it, and the law that allows it
Section 3 of 9  ·  About 3 minutes to read



3.1	The law says we must have a lawful reason (a "lawful basis") for everything we do with your information. This table sets out what we do, why, our lawful basis and how long we keep it.
	What we do
	What we use
	Lawful basis
	How long we keep it

	Give you a quote and visit your site
	Contact details, property and access details, photos
	Contract (steps you ask us to take before a contract)
	[12 months] if you do not go ahead

	Do the work safely, and give aftercare
	Contact, property and access details, photos, notes
	Contract; legal obligation (health and safety)
	[6 years] after the job

	Invoice you and keep our accounts
	Contact details, invoices, payments
	Legal obligation (tax and accounting law)
	6 years from the end of our financial year

	Apply to the council for work to protected trees, if you ask us to
	Your name, address and tree details
	Contract
	As for the job. The council keeps and may publish the application.

	Before-and-after photos for our job records
	Photos of your trees and property
	Legitimate interests (recording that the work was done safely and properly)
	[6 years] after the job

	Show our work on our website or social media
	Photos where your home can be recognised
	Consent – we will ask you first
	Until you ask us to remove them

	Send you offers, reminders or news
	Email address or mobile number
	Consent, or as an existing customer, until you opt out
	Until you opt out

	Talk to neighbours about access, noise or boundary trees
	Names and addresses
	Legitimate interests (doing the work safely and considerately)
	As for the job

	Keep our yard and vehicles safe
	CCTV and dashcam images
	Legitimate interests (security, safety and insurance claims)
	[30 days], unless needed for an incident

	Deal with complaints and claims
	Anything relevant
	Legitimate interests; legal obligation
	[6 years] after it is closed

	Help in an emergency, or help the police
	What is needed
	Vital interests; recognised legitimate interests (set by law)
	As long as needed



3.2	Legitimate interests means we use your information in ways you would reasonably expect, where it is needed for our business and does not unfairly affect you. You can object at any time (see Section 7).
3.3	Do you have to give us your information? We need your name, address and contact details to quote for and do the work. Without them, we cannot take the job on. Anything else is up to you.
3.4	We do not make decisions about you using only computers (automated decision-making), and we never sell your information.
	4
	Who we share it with
Section 4 of 9  ·  About 2 minutes to read



4.1	We only share what is needed, with people who need it:
	Who
	Why

	Our crews and approved subcontractors
	To do your job. They must keep your details safe and use them only for your job.

	Your local council
	If you ask us to apply for permission to work on protected trees. Councils usually publish these applications on their website.

	Utility companies and highway authorities
	If the work is near power lines or needs a road or pavement permit.

	Companies that help us run the business
	Our accountant, insurers, bank, card payment provider, IT and email provider, and job management and accounts software ([for example Connecteam, Xero, Microsoft 365]).

	The police, HMRC or other authorities
	Only when the law requires it, or to prevent crime.

	Debt recovery
	Only if an invoice is not paid.



4.2	[Some of our providers store information outside the UK, for example in the EU or the USA.] When this happens, we make sure it is protected, for example because the UK Government has approved that country, or because the provider has signed an approved UK data transfer contract. Ask us for details.
	5
	How long we keep it, and how we keep it safe
Section 5 of 9  ·  About 1 minute to read



5.1	We keep your information only as long as we need it. The table in Section 3 shows the main periods. After that, we delete it securely or shred it. We may keep something longer if we need it for a legal or insurance claim, or if the law requires it.
5.2	We protect your information with locked phones and computers, strong passwords, two-step login on our accounts, secure cloud systems and locked storage for paper. Only people who need your information can see it, and our team are trained in how to look after it.
5.3	If something goes wrong and there is a high risk to you, we will tell you quickly and explain what to do.
	6
	Your rights
Section 6 of 9  ·  About 2 minutes to read



6.1	You have rights over your information. Using them is free in almost all cases.
	You can ask us to…
	What it means

	Tell you what we hold
	Get a copy of your information. This is called a subject access request.

	Put it right
	Correct anything that is wrong or incomplete.

	Delete it
	Erase it where we no longer need it or you withdraw consent. We may need to keep some records by law, such as invoices.

	Pause it
	Restrict how we use it, for example while we check it is correct.

	Stop using it
	Object to how we use it where we rely on legitimate interests. You can always tell us to stop marketing.

	Move it
	Send it to you or another business in a common digital format.

	Change your mind
	Withdraw your consent at any time, for example for photos online or marketing.



6.2	We will reply within one month. If we need to check who you are, or what information you are asking for, the month starts when we hear back. If your request is complex, we may need up to two more months, and we will tell you why.
How to use your rights
	1
	Contact us by email, phone, post or in person using the details in Section 1. You do not need to use any special words.

	2
	We may ask for proof of who you are, if we are not sure.

	3
	We reply within one month, and tell you if we need longer.



	What this means for you
You had a hedge reduced last year and now keep getting emails about our winter tree checks. Just reply "stop" or tell the office. We will stop straight away, and keep only a note so that we do not contact you again.



	7
	Complaints
Section 7 of 9  ·  About 1 minute to read



7.1	If you are unhappy with how we have used your information, please tell us first. We will acknowledge your complaint within 30 days, look into it properly and tell you the outcome without undue delay.
7.2	You can complain to us by [email, our website complaint form, phone or post].
7.3	You also have the right to complain to the UK regulator, the Information Commissioner’s Office (ICO). From 30 September 2026 it is called the Information Commission.
	Website
	ico.org.uk

	Helpline
	0303 123 1113

	Post
	Wycliffe House, Water Lane, Wilmslow, Cheshire SK9 5AF



Contact details correct at 24/09/2026.

	8
	Our website and cookies
Section 8 of 9  ·  About 2 minutes to read



8.1	Cookies are small files that a website saves on your phone or computer. We use them as follows. The full list is in the Appendix.
1. Essential cookies make the website work, for example to send a contact form securely. They do not need your consent.
1. Statistics cookies tell us how many people visit and which pages they use, so we can improve the site. The law allows these without consent, but you can turn them off [using the cookie settings link at the bottom of every page].
1. Appearance cookies remember choices such as text size. You can turn these off in the same way.
1. Advertising and social media cookies are only used if you say yes. [Delete if you do not use them.]
8.2	Our website may link to other websites, such as review sites and social media. We are not responsible for how they use your information, so please read their privacy notices.

	9
	Changes to this notice
Section 9 of 9  ·  Less than 1 minute to read



9.1	We review this notice at least once a year. If we make an important change, we will tell you. The date at the top shows when it was last updated.
Who is responsible for looking after your information
	Who
	What they must do

	Directors
	Responsible for this notice and for making sure we follow it.

	Data protection lead
	[Name]. Answers your questions, requests and complaints.

	Office team
	Keeps customer records accurate and secure, and deletes them on time.

	Team Leaders and crews
	Use your details only for your job and keep job sheets, phones and photos secure.

	Subcontractors
	Use your details only for our jobs, keep them secure and return or delete them afterwards.



Evidence auditors may ask for
	Evidence to keep
	Where / how often
	✓

	This notice, published on the website, with the date last reviewed
	Website and policy file – yearly
	☐

	Short privacy wording on quote forms, the website contact form and emails (Appendix B)
	Policy file – yearly
	☐

	Records of consent for marketing and for photos used in marketing
	Customer records – ongoing
	☐

	Cookie list and cookie banner or settings, checked against the website
	Web developer – yearly
	☐

	Log of rights requests and complaints, with response dates
	Confidential file – ongoing
	☐



Appendix A – Cookies on our website
[Complete with your web developer. List every cookie your website sets. Your cookie tool or web developer can run a scan. Delete the example rows.]
	Cookie name
	Provider
	What it does
	Type
	How long it lasts

	[e.g. session cookie]
	[Our website]
	[Keeps the contact form secure]
	Essential
	[When you close the browser]

	[e.g. _ga]
	[Google Analytics]
	[Counts visits and shows which pages are used]
	Statistics
	[2 years]

	[e.g. text size]
	[Our website]
	[Remembers your text size choice]
	Appearance
	[1 year]

	[e.g. advertising cookie]
	[Provider]
	[Shows our adverts on other websites]
	Advertising – only with consent
	[Duration]

	
	
	
	
	



How to change your cookie choices: [Click "Cookie settings" at the bottom of any page]. You can also delete or block cookies in your browser settings. Blocking essential cookies may stop parts of the website working.
Appendix B – Short privacy wording to copy
Use these short notices where you collect information, with a link to this full notice.
	Where
	Wording to use

	Website contact or quote form
	We will use your details to reply to your enquiry and, if you go ahead, to do your work. We never sell your information. See our privacy notice at [web address].

	Marketing tick box
	☐ Yes, please send me occasional seasonal reminders and offers by [email / text]. You can opt out at any time.

	Photo consent (on the quote or job sheet)
	☐ Yes, you may use photos of the work at my property on your website and social media. You will not show my house number or street name. I can change my mind at any time.

	Email footer
	We handle your personal information in line with our privacy notice: [web address].

	Letter or card to neighbours
	We are working on trees at [address] on [date]. If you need to contact us, call [phone]. We will only use your details to talk to you about this work. Our privacy notice is at [web address].

	Phone script (office)
	"We’ll use your details to arrange your quote. Our privacy notice is on our website, or I can post you a copy."



	Tip
Keep the photo consent and marketing ticks with the customer record. If someone later says no, update the record the same day.



	Policy statement
We respect your privacy. We collect only what we need to do your work well and safely, we keep it secure, and we never sell it.



Signed on behalf of [COMPANY NAME]. This policy is reviewed at least every 12 months.
	
	Director / Managing Director

	Name
	

	Signature
	

	Date
	



Related documents
	Reference
	Document

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

	ARB-POL-03
	Cyber Security Policy

	ARB-HR-002
	Employee Handbook (staff privacy information)

	[ref]
	Complaints procedure; website terms



Document control
	Document
	Privacy Notice – Customers and Website (ARB-POL-05)

	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 you work changes



	Ver.
	Date
	Author
	Summary of changes

	1.0
	[Date]
	[DIN]
	First edition Created
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