[Insert Company Logo Here]	Business Continuity Policy and Plan  |  [Company policy]
[COMPANY NAME]  –  POLICY
BUSINESS CONTINUITY POLICY AND PLAN
How we keep working safely when something goes wrong – from storms and breakdowns to fire, cyber attacks and losing a key customer – and how we get back to normal.
	Reference
	Version
	Date issued
	Review date

	ARB-POL-14
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it covers
	What matters most to the business, how fast it must be back, and step-by-step playbooks for 9 common disruptions. Includes an emergency contacts sheet, message templates and a yearly exercise.

	Who it applies to
	Everyone who works for us. Subcontractors follow the parts that affect them.

	The key rule
	People first. Make it safe, tell the office straight away, and do not post about it. One person speaks for the business.

	Who to contact
	[Continuity lead name], [phone]. Out of hours: [phone].

	Time to read
	About 20 minutes. Team Leaders should also know Appendices B and C.

	Where it is kept
	[Shared drive / HR app / office], with a printed copy in the office and every vehicle. Reviewed every 12 months.



	Guidance for the business owner – remove before issue
This plan rebuilds your original Business Continuity Policy. All of its priorities, scenarios, arrangements and recovery targets have been kept, and the plan now links to your business risk register in ARB-POL-02.
In force now (checked 26/09/2026)
1. No general law requires a small private business to have a continuity plan. But clients, principal contractors, tender evaluators and accreditation schemes often ask for one, with evidence that it has been tested.
1. Related legal duties the plan supports: emergency procedures for serious and imminent danger (Management of Health and Safety at Work Regulations 1999, reg 8); a fire risk assessment for the yard and office (Regulatory Reform (Fire Safety) Order 2005, England and Wales); being able to restore personal data quickly after an incident, and reporting notifiable data breaches within 72 hours (UK GDPR Articles 32 and 33); and Working Time limits during storm surges (Working Time Regulations 1998).
1. Employers’ liability insurance. Most employers need cover of at least £5 million. You can be fined £2,500 for every day you are not properly insured, and £1,000 for not displaying the certificate where staff can see it (on paper, a website or intranet). Source: GOV.UK. Motor insurance is required by law for vehicles on the road.
1. The regulator for data breaches. On 30 September 2026 the Information Commission takes over all the functions of the Information Commissioner’s Office (Data (Use and Access) Act 2025; SI 2026/1015). It will still be known as the ICO. The website (ico.org.uk) stays the same, and no change to the helpline (0303 123 1113) had been announced by 26/09/2026.
1. Councils give free business continuity advice. Under section 4 of the Civil Contingencies Act 2004, local authorities must give businesses advice and help on business continuity for emergencies. Contact your council’s emergency planning team.
1. ISO 22301:2019 (Security and resilience – Business continuity management systems – Requirements), with Amendment 1:2024 (climate action changes), is the current edition. ISO 22313:2020 gives guidance on using it. The plan uses ISO 22301 principles and terms (business impact analysis, recovery time objectives, exercising, continual improvement), but using it does not make you certified. Never claim certification unless an accredited body has certified you. Source: iso.org.
1. Official guidance. The Cabinet Office National Risk Register 2025 (published 16 January 2025) is written for businesses as well as responders, and helps you decide which scenarios to plan for. The NCSC Small Business Guide: Response and Recovery advises keeping an offline list of key contacts and testing backups. NCSC Exercise in a Box offers free cyber tabletop exercises for small businesses. Sources: GOV.UK, ncsc.gov.uk.
Coming changes to watch
1. ISO 22301 revision. A new edition is being drafted (ISO/CD 22301; the comment period closed 10 May 2026). No publication date has been set. When it is published, check the plan’s terms and structure against it. If you are certified, ask your certification body about your transition period.
1. National Risk Register. The government now updates it as risks change. Check it at each yearly review and add any new scenario that fits your business.
1. Cyber Security and Resilience Bill. This is not yet law (see ARB-POL-03). Your IT provider may come into scope, and clients may ask more supply-chain questions.
1. Employment law. If losing a customer leads to changes in staff contracts, note that restrictions on "fire and rehire" and the 6-month unfair dismissal qualifying period both start in January 2027 (Employment Rights Act 2025). These dates are from the AOS verified list, checked 23/09/2026. Take advice before any redundancy or contract change.
Tailor it. Set your own recovery times in Section 4. The figures in [red] are suggestions only. Fill in the worksheet (Appendix A), the playbook leads (Appendix B) and the contacts sheet (Appendix C). Replace the England-only numbers if you work in Wales, Scotland or Northern Ireland. Delete this box before issue.
Arborella provides this template as documentation support. It is not legal, insurance or technical advice. Check your cover with your broker, and your IT arrangements with your IT provider.



	If your business is larger (optional – delete if it does not apply)
If you have several depots, more than one office or more than about [20] staff, do a separate business impact analysis for each site or department, and name a deputy continuity lead for each.
Public-sector frameworks and larger principal contractors may ask for a business continuity management system aligned to ISO 22301, or for certification. Keep exercise records and management review minutes as evidence.
Consider a formal agreement for an alternative site, key person insurance, and written succession plans for Directors.



	This policy on one page
1. People first: make it safe and call 999 if anyone is in danger. Then tell your Team Leader or the office straight away.
1. We know what matters most: emergency work, the phones and at least one crew come back first – within [24–48 hours]. Full service within [3–5 working days].
1. We have a playbook for storms, breakdowns, key person absence, yard fire or theft, cyber attacks, fuel shortages, pandemics, losing a major customer and insurance problems (Appendix B).
1. No aerial rescuer, no climbing – however urgent the job.
1. One voice: only [Continuity lead name] speaks for the business. Never post photos or comments about an incident online.
1. We practise every year with a desktop exercise, and fix what does not work.




	1
	Why we have this plan
Section 1 of 8  ·  About 2 minutes to read  ·  Everyone

	1.1	We are committed to giving our customers a reliable, professional tree and landscaping service, even when things go wrong.



1.2	Storms, breakdowns, illness, fire, theft, cyber attacks and supplier problems can all stop us working. This plan sets out how we keep going safely, and how we get back to normal as quickly as we can.
In any disruption, our priorities are always in this order:
	1
	Protect people – our staff, subcontractors, customers and the public.

	2
	Protect the business – vehicles, plant, equipment, data and money.

	3
	Keep essential services going – dangerous trees, emergency call-outs and key contracts first.

	4
	Get back to normal as quickly as it is safe to do so, and learn from what happened.



1.3	The plan follows the principles of ISO 22301, the international standard for business continuity: understand what matters most, decide how quickly it must be back, plan for it, practise it and keep improving. We use it as good practice. We do not claim ISO 22301 certification. [Delete the last sentence if you are certified.]
1.4	If you would like this plan in a different format, or someone to go through it with you, just ask [Continuity lead name].

	2
	Who and what this plan covers
Section 2 of 8  ·  About 1 minute to read  ·  Everyone

	2.1	It applies to Directors, Managers, Team Leaders, employees, apprentices and agency workers. Subcontractors must follow the parts that affect them, such as the stop-work and communication rules.



It covers every part of the business:
1. all site work: tree surgery, felling, stump grinding, hedge cutting, landscaping and grounds maintenance;
1. the office: enquiries, quoting, scheduling, invoicing, payroll and records;
1. vehicles, trailers, chippers, stump grinders, MEWPs, tools and PPE;
1. the yard, the office and any storage; and
1. IT, phones, the job app, email, the website and social media.
2.2	It works for any legal structure. Where it says "Director", read Owner, Partner or LLP Designated Member as appropriate.

	3
	How this plan fits with our risk register
Section 3 of 8  ·  About 2 minutes to read  ·  Managers and Directors

	3.1	Our Risk Management Policy (ARB-POL-02) is where we find and score business risks. Its business risk register (Appendix C) lists each risk, its controls, its owner and its score. This plan does not repeat that register.



The two documents do different jobs:
	Question
	Where the answer is

	What could go wrong, how likely is it, and what do we do to prevent it?
	ARB-POL-02, Appendix C – business risk register (5 × 5 scoring)

	What are the one-line first steps if it happens?
	ARB-POL-02, Section 8 – first steps table

	What matters most, and how fast must it be back?
	This plan, Section 4 and Appendix A – business impact analysis and recovery times

	What exactly do we do, hour by hour, when it happens?
	This plan, Appendix B – scenario playbooks

	Who do we call and what do we say?
	This plan, Appendices C and D – contacts sheet and message templates

	How do we know the plan works?
	This plan, Section 8 and Appendix E – yearly desktop exercise



3.2	When an incident or an exercise shows a new risk, or shows that a control did not work, the continuity lead adds it to the risk register in ARB-POL-02 and updates the score. The register and this plan are reviewed together.
The ISO 22301 cycle in plain English
	Step
	What we do
	Where

	Plan
	Work out our critical activities and how long we can cope without each one. Score the risks.
	Section 4, Appendix A, ARB-POL-02

	Do
	Put backup arrangements in place. Write the playbooks, contacts and messages.
	Sections 5 to 7, Appendices B to D

	Check
	Test the plan with a yearly desktop exercise and review every real disruption.
	Section 8, Appendix E

	Act
	Fix what did not work. Update the plan, the register and training.
	Section 8



	4
	What matters most and how fast it must be back
Section 4 of 8  ·  About 4 minutes to read  ·  Managers and Directors

	4.1	We have looked at every part of the business and asked two questions. How long could we cope without it? How quickly must it be back? This is our business impact analysis. The worksheet with dependencies and workarounds is in Appendix A.



Three terms are used below:
1. Longest we can cope – after this, the damage to customers, safety, money or reputation becomes serious. (ISO 22301 calls this the maximum tolerable period of disruption.)
1. Recovery time objective (RTO) – our target for getting a minimum service back. It is always shorter than the longest we can cope.
1. Minimum service – the reduced level we will run at while we recover.
	Critical activity
	Why it matters
	Longest we can cope
	RTO (target)
	Minimum service while we recover

	Office and quoting
	Enquiries, emergency calls, scheduling, quotes and invoices. No office means missed emergencies and lost work.
	[2 working days]
	[4 hours] for phones and email
	Calls answered and emergency jobs booked. New quotes can wait.

	Crews
	Our income and our customers’ safety. Dangerous trees cannot wait.
	[3 working days]
	[24 hours]
	At least one competent crew for dangerous tree and emergency work.

	Chipper and plant
	Without a chipper, brash cannot be cleared. Stump grinders, MEWPs and loaders are booked for specific jobs.
	[2 working days]
	[24 hours] (hire)
	Hired chipper, or brash stacked safely on site with the customer’s agreement and collected later.

	Vehicles and trailers
	Moving crews, kit and arisings.
	[2 working days]
	[24 hours] (hire or swap)
	Priority jobs only, sharing vehicles within legal towing and load limits.

	Yard and storage
	Secure storage for vehicles, plant, fuel and tools. Somewhere to tip arisings.
	[5 working days]
	[48 hours] for temporary secure storage
	Kit kept at [alternative site]. Arisings taken to [licensed site].

	IT and phones
	Job app, email, phones, accounts, payroll, backups, website.
	[3 working days]
	[4 hours] phones; [24 hours] job app and email; [5 days] accounts
	Paper job packs, phones forwarded to a mobile, manual invoicing.

	Key people
	Climbers and aerial rescuers, Team Leaders, the Director, and whoever runs the office and payroll.
	Climbing: none without a rescuer. Office: [2 days]
	Same day for a rescuer; [1 day] for office cover
	Ground-based or MEWP work only. Named deputies take over key tasks.

	Suppliers
	Fuel, parts, PPE, plant hire, waste sites, subcontract climbers.
	[1 week]
	[48 hours] to switch to a backup supplier
	Priority jobs only. Use the backup supplier list (Appendix C).

	Insurance and accreditations
	Employers’ liability and motor insurance are legal requirements. Public liability, CHAS, SafeContractor, Constructionline and AA status are needed to win and keep work.
	None for insurance – no work without cover. For schemes: [before the renewal date]
	Renew before expiry
	Only work that our current cover and accreditations allow.



	Our overall recovery targets
1. Essential operations (phones, emergency work, one crew) back within [24–48 hours].
1. Full operating capacity back within [3–5 working days].
1. These are targets. The real time depends on what has happened. Safety always comes first.



	What this means for you
A storm has brought an oak down across a customer’s drive, and the chipper has a broken feed roller. You will not be asked to hand-feed or "make do". The office books a hire chipper for the next morning (RTO 24 hours). Today, the crew makes the tree safe, clears the drive and stacks the brash neatly at the side, with the customer’s agreement.



	5
	When something goes wrong: what to do
Section 5 of 8  ·  About 3 minutes to read  ·  Everyone

	5.1	Anyone can raise the alarm. You do not need to decide whether something is a "continuity incident". If it could stop us working, or put people at risk, report it.



If you are first to find a problem
	1
	Make it safe. If anyone is in danger, call 999 first. Stop work and keep people away.

	2
	Tell your Team Leader, or the office on [office number]. Out of hours, call [Continuity lead name] on [mobile].

	3
	Say what you know: what has happened, where, whether anyone is hurt, and what kit, vehicles or data are affected.

	4
	Do not post anything about it on social media, and do not speak to the press. Refer anyone who asks to the office.

	5
	Follow instructions from the continuity lead, and write down anything you did.



The continuity lead then
	1
	Decides whether to start the plan, using the triggers below. If in doubt, start it – it is easy to stand down.

	2
	Picks the playbook (Appendix B) and names who does what.

	3
	Opens the incident log (Appendix C) and records decisions and times.

	4
	Communicates with staff, customers, insurers and others (Section 6).

	5
	Stands down when the minimum service is back, then holds a short review within [5 working days] (Section 8).



Start the plan if any of these apply:
1. anyone is seriously injured, or there is a fire, flood or major theft;
1. we expect to miss an RTO in Section 4;
1. more than [1] crew cannot work for a day or more;
1. we lose the office, phones, email or the job app for more than [4 hours];
1. there is a suspected cyber attack or data breach; or
1. insurance cover or an accreditation lapses or is at risk.
	What this means for you
Your Team Leader rings in at 6am with a high temperature, and the second climber is on holiday. That means no aerial rescuer. The office uses Playbook 3: today’s climbing jobs become MEWP or ground-based work, or are rebooked, and customers are told by 8am. Nobody climbs without a rescuer, however urgent the job.



	6
	Crisis communications
Section 6 of 8  ·  About 3 minutes to read  ·  Office, Managers and Directors

	6.1	In a disruption, clear and honest messages protect our customers and our reputation. One person speaks for the business: [Continuity lead name], or [deputy] if they are unavailable.



	Who
	What they need to know
	How and when
	Who tells them

	Staff and subcontractors
	Are they working today, where to go, what has changed, who to call.
	Phone or [group message / app] as soon as possible, and at least daily.
	Continuity lead or Team Leaders

	Customers with booked work
	Whether their job is going ahead, the new date, and who to call.
	Phone or text before the crew would have set off. Template in Appendix D.
	Office

	Emergency and priority customers
	When we can attend and what we will do first to make things safe.
	Phone, the same day.
	Office or Manager

	Principal contractors, councils and contract clients
	Impact on their programme, what we are doing, and when we will update them.
	Phone, then email, within [4 hours]. Follow any contract notice clause.
	Director or Manager

	Insurer or broker
	What has happened, when, what is damaged or lost, and any injury or third-party claim.
	Phone the claims line as soon as it is safe, then write. Checklist in Appendix D.
	Director

	Social media and website
	A short, calm holding message if customers will notice (for example, delays after a storm).
	Only by [named person], using the template in Appendix D.
	Named person only

	Regulators and police
	Only what the law requires, on time (see the contacts sheet).
	HSE (RIDDOR), the environment regulator (pollution), the Information Commission (data breach, within 72 hours), police (crime).
	Director or named lead



Rules for everyone:
1. Do not admit liability or blame anyone, on site or online. Say: "We are looking into it. The office will be in touch."
1. Never post photos or videos of an incident, damage or injured person on social media.
1. Never name anyone who is injured, or share their details.
1. Do not guess. If you do not know, say you will find out.
1. If a journalist contacts you, take their name and number and pass it to the office.
	What this means for you
A section of a conifer lands on a customer’s greenhouse. Nobody is hurt. A crew member takes photos for the job file, which is right. They do not post them in a group chat or on their own social media. The Team Leader tells the customer calmly that the office will contact them today, and the Director rings the broker.




	7
	Backup arrangements we keep in place
Section 7 of 8  ·  About 3 minutes to read  ·  Managers and Directors

	7.1	These are the everyday arrangements that make recovery possible. They are checked at every review.



	Area
	What we keep in place

	People and skills
	A trained workforce with the right NPTC/City & Guilds (or equivalent) qualifications for their work. A skills matrix showing who can do what. At least [2] trained climbers and aerial rescuers. A named deputy for every key role (Appendix A). Vetted subcontract climbers and crews we can call on (ARB-HR-008, ARB-POL-19). Work is rearranged, and qualified staff reassigned, so that work stays safe.

	Vehicles and machinery
	Planned servicing and pre-use checks for chainsaws, chippers, stump grinders, vehicles and trailers. Backup saws and hand tools. Agreements or accounts with local plant and vehicle hire firms: [names]. Breakdown and recovery cover: [provider]. An equipment register with serial numbers and photos ([ref]).

	Suppliers
	At least two sources for fuel, replacement tools, plant hire, PPE, vehicle parts and waste disposal (Appendix C). A fuel card: [provider].

	Yard and storage
	Security: [locks, lighting, alarm, CCTV, trackers, immobilisers]. A fire risk assessment for the yard and fuel store. An agreed alternative secure location: [partner contractor, secure storage or other site]. Work can run from another base if needed.

	IT and records
	Quotes, invoices and job records held in secure cloud storage, backed up [daily] and tested [every 3 months]. Systems can be reached from any device with multi-factor authentication (ARB-POL-03). A password manager with emergency access for a second named person. A printed copy of this plan and the contacts sheet in the office and in every vehicle.

	Money
	At least two people able to authorise bank payments. A cash reserve target of [X weeks] of running costs. Payment call-back checks (ARB-POL-06).

	Insurance and accreditations
	Renewal diary with reminders at [8 weeks] and [4 weeks]. Certificates stored in the cloud and on paper. Insurer told about new types of work before we start them.



	Tip
Keep a printed "grab pack" in the office and in each Team Leader’s vehicle: this plan’s Appendices B to D, a blank job sheet pack, and the insurance certificates. If the phones and the cloud are down, it still works.




	8
	Testing, training and review
Section 8 of 8  ·  About 2 minutes to read  ·  Directors

	8.1	A plan that has never been tested will not work on the day. We test it with a desktop exercise at least once a year (Appendix E). It takes about 90 minutes around a table, and nobody needs to leave the yard.



8.2	We use a different playbook each year, so every scenario is covered at least every [3] years. For a cyber scenario, you can use the free NCSC "Exercise in a Box" tabletop exercises.
8.3	Everyone is told about this plan at induction, and about what has changed after each review. Team Leaders are briefed on the playbooks and the contacts sheet.
8.4	After every real disruption and every exercise, we hold a short review. What worked? What did not? What will we change? Actions are logged, given an owner and a date, and checked at the next review.
	What we check
	How often
	Target

	Desktop exercise held and actions closed
	Yearly
	Done, actions closed within [3 months]

	Backup restore tested (a real file restored)
	Every [3] months
	Restored successfully

	Contacts sheet checked (Appendix C)
	Every [3] months
	All numbers checked and dated

	Insurance and accreditation renewal dates
	Monthly
	No lapses

	This plan and the risk register (ARB-POL-02) reviewed together
	Every 12 months
	Approved by a Director



Review this plan sooner if…
1. there has been a real disruption, or an exercise has shown a gap;
1. we add a new service, a new yard or office, a key vehicle or major plant;
1. a key person leaves, or roles change;
1. we win or lose a major customer or contract;
1. we change insurer, IT system, job app, bank or key supplier; or
1. the law, ISO 22301 or official guidance changes (see the owner guidance box).
Who is responsible for what
	Who
	What they must do

	Directors
	Own this plan. Approve recovery times and spending in a disruption. Speak to insurers, key clients and the press. Make sure the plan is tested every year.

	Continuity lead ([Continuity lead name])
	Keeps the plan, the worksheet and the contacts sheet up to date. Decides whether to start the plan. Runs the incident log and the review. Arranges the yearly exercise.

	Managers
	Put the playbooks into action. Arrange hire, subcontractors and rescheduling. Update the risk register (ARB-POL-02) after incidents.

	Office / admin
	Tells customers and staff. Keeps backups, renewal diaries and the printed grab packs. Diverts phones and switches to paper systems when needed.

	Team Leaders
	Make the site safe. Report problems straight away. Make sure no climbing happens without a rescuer. Keep the grab pack in the vehicle.

	Everyone
	Make it safe, report problems, follow instructions and stay off social media about incidents.

	Subcontractors
	Follow our stop-work and communication rules. Tell us straight away if they cannot attend.



Evidence auditors may ask for
Constructionline Gold, CHAS, SafeContractor and Arboricultural Association assessors, and tender evaluators, may ask to see:
	Evidence to keep
	Where / how often
	✓

	Signed copy of this plan, reviewed in the last 12 months
	Policy file – yearly
	☐

	Business impact analysis and recovery times (Section 4, Appendix A)
	Policy file – yearly
	☐

	Business risk register, reviewed with this plan (ARB-POL-02, Appendix C)
	Policy file – every [6] months
	☐

	Contacts sheet, dated and checked
	Office and vehicles – every [3] months
	☐

	Desktop exercise records and closed actions (Appendix E)
	Policy file – yearly
	☐

	Backup restore test records
	IT file – every [3] months
	☐

	Incident logs and post-incident reviews
	Confidential file – after each incident
	☐

	Insurance certificates and renewal diary
	Office and cloud – at renewal
	☐

	Hire and backup supplier agreements
	Office file – yearly
	☐

	Staff briefing records for this plan
	Training records – at induction and after each review
	☐



	A
	Appendix A: Business impact analysis worksheet
About 30 minutes to complete  ·  Director with Managers

	For each critical activity, record what it depends on, the workaround and who owns it. The examples are for a typical arb business. Change them to fit yours. Recovery times are in Section 4.



	Critical activity
	What it depends on
	Workaround or backup
	Deputy
	Owner

	Office and quoting
	Office PC, phones, email, job app, the office administrator.
	Laptop or phone from home. Divert the office line to [mobile]. Paper job packs.
	[Name]
	[Name]

	Crews
	Competent staff, vehicles, kit, PPE, fuel, job packs.
	Combine crews. Use vetted subcontractors. Priority jobs first.
	[Name]
	[Name]

	Chipper and plant
	Serviceable machines, parts, a competent operator.
	Hire from [supplier]. Borrow from [partner]. Reschedule jobs that need specialist plant.
	[Name]
	[Name]

	Vehicles and trailers
	Road-legal vehicles, insurance, drivers with the right licence, towing within limits.
	Hire from [supplier]. Share vehicles. Check licence entitlement before anyone tows a different trailer.
	[Name]
	[Name]

	Yard and storage
	Secure site, fuel store, access, a place to tip arisings.
	Alternative site: [details]. Licensed waste or green waste site: [details].
	[Name]
	[Name]

	IT and phones
	Internet, cloud accounts, passwords, backups, IT support.
	Mobile hotspot. Restore from backup. Paper forms. IT support: [name].
	[Name]
	[Name]

	Key people
	Director, office administrator, Team Leaders, climbers and aerial rescuers.
	Skills matrix. Written how-to notes for key office tasks. Second bank signatory. Password manager emergency access.
	[Name]
	[Name]

	Suppliers
	Fuel, parts, PPE, hire firms, waste sites, subcontractors.
	Second supplier for each (Appendix C). Small safe stock of key parts and PPE.
	[Name]
	[Name]

	Insurance and accreditations
	In-date policies and certificates. Evidence kept up to date.
	Renewal diary. Broker check before each tender. No work outside our cover.
	[Name]
	[Name]



Your own critical activities
	Critical activity
	What it depends on
	Workaround or backup
	Deputy
	Owner

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	





	B
	Appendix B: Scenario playbooks
Use in a real disruption and in the yearly exercise  ·  Continuity lead and Team Leaders

	Each playbook lists what to do first, what to do that day, and how to keep going. Safety always comes first. Change the details in [red] to match your business.



	Playbook 1: Storm and surge in demand

	Watch for
	Met Office yellow, amber or red wind warnings. A sudden rise in emergency calls. Trees on roads, buildings or power lines.

	First hour
	1. Check every crew is safe. Stop climbing and felling in high winds, and follow the MEWP maker’s wind limits.
1. Tell staff: never go near a tree touching power lines. Call 105, or 999 if there is danger to life.
1. Start a storm triage list: danger to life and blocked access first, then damage to buildings, then everything else.

	Same day
	1. Follow the Emergency Call-Out Policy (ARB-POL-17). Tell customers with booked routine work that it will move, and why.
1. Bring in vetted subcontractors if needed (ARB-POL-19). Check their insurance and tickets first.
1. Plan shifts within Working Time rules and our fatigue limits (ARB-POL-10). Storm work is when mistakes happen.

	Keep going
	1. Review the triage list twice a day. Quote fairly and clearly: no pressure selling.
1. Record every call-out, so insurers and customers have a clear record.
1. When the surge ends, rebook the routine work and thank customers for their patience.

	Lead
	[Continuity lead name] with [Manager]



	Playbook 2: Chipper or vehicle breakdown

	Watch for
	Faults found at the pre-use check. Warning lights, leaks, unusual noise or vibration.

	First hour
	1. Stop using it. Make it safe and tag it out of use. Never bypass a guard, the feed control bar or a warning.
1. If it is on the road, get to safety and call [breakdown provider]. Report it to the office.
1. The office books hire from [plant hire] or moves a machine from another crew.

	Same day
	1. Tell the customer. Leave the site safe and tidy. Stack brash neatly if the chipper cannot be replaced today.
1. Report the defect in [equipment defect log ref]. Book the repair.
1. Check the hired machine is suitable, has its guards, and that the operator is trained on that model.

	Keep going
	1. Reschedule jobs that need the missing machine.
1. Before it goes back into use, the repair is signed off.
1. If the same fault keeps happening, update the risk register (ARB-POL-02).

	Lead
	[Workshop / plant lead]



	Playbook 3: Key person absence

	Watch for
	Sickness, injury, family emergency, resignation, or two people with the same skill away at once.

	First hour
	1. Check the skills matrix. Who can cover safely?
1. If there is no trained aerial rescuer on a crew, there is no climbing. Switch to MEWP or ground work, or rebook.
1. If the office administrator is off, the deputy takes over phones, the job app and today’s schedule.

	Same day
	1. Tell affected customers.
1. Use vetted subcontract climbers if needed (ARB-HR-008).
1. If a Director is unavailable, the second bank signatory and the password manager emergency access keep payments and systems running.

	Keep going
	1. Support the person who is off (ARB-POL-10). Sick pay rules apply from day one.
1. Plan cover for longer absence, and do not overload the rest of the team.
1. Make sure how-to notes for key tasks are up to date.

	Lead
	[Continuity lead name]



	Playbook 4: Yard fire or theft

	Watch for
	Alarm activation, CCTV alerts, a tracker alert, a broken lock, smoke or fire.

	First hour
	1. Call 999 for fire. Do not go back in, and do not fight a fire that involves fuel or gas cylinders.
1. For theft, do not touch anything. Call 999 if it is happening now, or 101 afterwards, and get a crime reference number.
1. If fuel, oil or firefighting water may reach a drain or stream, call the Environment Agency incident hotline on 0800 80 70 60 (England).

	Same day
	1. Phone the insurer or broker claims line. Photograph the damage when it is safe.
1. Use the equipment register (serial numbers and photos) to list what is lost. Tell the tracker company and hire firms.
1. Move surviving kit to the alternative secure location. Hire replacements for priority jobs.

	Keep going
	1. Secure the site: boarding, locks, temporary fencing.
1. Replace kit in priority order: saws and PPE, chipper, climbing kit (with LOLER thorough examination records).
1. Review security and the fire risk assessment before moving back.

	Lead
	[Continuity lead name]



	Playbook 5: Cyber attack or IT loss

	Watch for
	Ransom messages, locked files, emails sent that nobody wrote, password reset alerts, an odd request to change bank details, or simply no internet or no cloud access.

	First hour
	1. Disconnect affected devices from the internet. Do not turn them off. Call [IT support].
1. For a live cyber attack, call Report Fraud on 0300 123 2040 (24 hours). If money has gone, call the bank first.
1. Switch to paper job packs and a mobile phone for the office line.

	Same day
	1. Change passwords from a clean device, starting with email and banking. Check MFA is on.
1. Check whether personal data was affected. If so, the data protection lead decides within 72 hours whether to report it to the Information Commission (ARB-POL-04).
1. Warn customers and suppliers about fake emails that seem to come from us.

	Keep going
	1. Restore from a clean backup. Check it before reconnecting.
1. Record everything in the cyber incident log (ARB-POL-03).
1. Review what let the attacker in, and fix it.

	Lead
	[Name] with [IT support]



	Playbook 6: Fuel shortage

	Watch for
	News of supply problems, queues or rationing at fuel stations, supplier warnings.

	First hour
	1. Check how much fuel each vehicle and the yard store holds.
1. Do not panic buy, and do not store more fuel than your fire and COSHH risk assessments allow. Use only approved containers.

	Same day
	1. Put emergency and dangerous tree work first. Plan routes to cut mileage. Share vehicles.
1. Use battery saws, hedge trimmers and blowers where they suit the job.
1. Tell customers with routine work that it may move.

	Keep going
	1. Contact the fuel card provider and second supplier (Appendix C).
1. Check fixed-price contracts for any fuel or price-review clause.

	Lead
	[Name]



	Playbook 7: Pandemic or widespread illness

	Watch for
	Government or public health announcements, rising staff sickness, customer cancellations.

	First hour
	1. Follow current government and public health guidance. It changes quickly, so check it daily.
1. Tell staff to stay at home if they are unwell, and how to report sickness.

	Same day
	1. Keep crews in fixed teams, so one case does not take out every crew.
1. Reduce shared vehicle journeys where you can. Clean shared tools, cabs and handles.
1. Office staff work from home using the cloud systems.

	Keep going
	1. Check that every crew still has a trained aerial rescuer and a first aider.
1. Plan for supplier delays on PPE and parts.
1. Support people’s wellbeing and check in regularly (ARB-POL-10).

	Lead
	[Continuity lead name]



	Playbook 8: Loss of a major customer or contract

	Watch for
	Late payments, fewer orders, a contract not renewed, a customer in financial trouble, a tender lost.

	First hour
	1. Check what the contract says about notice, final payments and any work in progress.
1. Chase any money owed straight away.

	Same day
	1. Work out the gap: how much turnover, which crews and which kit are affected.
1. Tell the team honestly and early. Do not promise anything you cannot keep.
1. Ask the accountant to update the cash flow forecast.

	Keep going
	1. Follow up quotes, frameworks and tenders in the pipeline.
1. Reduce costs in a fair order: hired kit and subcontractors before staff.
1. Take employment law advice before any change to contracts, hours or jobs.
1. Aim that no single customer is more than [30]% of turnover.

	Lead
	[Director]



	Playbook 9: Insurance lapse or cover problem

	Watch for
	A renewal date passing, an unpaid premium, an insurer refusing a claim, or a new type of work that the policy may not cover.

	First hour
	1. If employers’ liability or motor insurance may have lapsed, stop the affected work or driving until cover is confirmed. Both are legal requirements.
1. Phone the broker: [name, number].

	Same day
	1. Get written confirmation of cover, and a new certificate.
1. Tell any client, principal contractor or accreditation body whose contract or scheme needs proof of cover.
1. Do not start new jobs that need cover you do not have, for example MEWP, rail or highways work.

	Keep going
	1. Display the new employers’ liability certificate where staff can see it (on paper or online).
1. Update tender and accreditation evidence.
1. Check the renewal diary works, and add a second person to the reminders.

	Lead
	[Director]





	C
	Appendix C: Emergency contacts sheet and incident log
Print it. Keep a copy in the office and in every vehicle  ·  Check every [3] months

	Our contacts. Fill in and check every [3] months. Keep a printed copy, because your phone or the cloud may be the thing that has failed.



	Contact
	Name or company
	Phone (daytime)
	Phone (out of hours)
	Account or policy no.

	Continuity lead
	[Continuity lead name]
	
	
	

	Deputy continuity lead
	[Name]
	
	
	

	Directors
	[Names]
	
	
	

	Team Leaders
	[Names]
	
	
	

	Office / admin
	[Name]
	
	
	

	IT support
	[Company]
	
	
	

	Insurance broker / claims line
	[Company]
	
	
	

	Bank (fraud line)
	[Bank]
	
	
	

	Plant hire (chipper, MEWP, grinder)
	[Main and backup]
	
	
	

	Vehicle hire and breakdown recovery
	[Company]
	
	
	

	Fuel supplier / fuel card
	[Main and backup]
	
	
	

	Parts and PPE suppliers
	[Main and backup]
	
	
	

	Vetted subcontract climbers or crews
	[Names]
	
	
	

	Yard landlord, key holder, alarm or CCTV company
	[Names]
	
	
	

	Waste or green waste site
	[Main and backup]
	
	
	

	Accountant / solicitor
	[Names]
	
	
	

	Key customers and principal contractors
	[Names]
	
	
	

	Accreditation bodies
	[CHAS / SafeContractor / Constructionline / AA contacts]
	
	
	

	Website and social media admin
	[Name]
	
	
	



Public emergency and reporting numbers (numbers correct at 26/09/2026)
	Situation
	Who to contact

	Danger to life, fire, serious injury, crime in progress
	999 (or 112)

	Crime that has already happened (theft from the yard or a vehicle)
	Police non-emergency 101

	Urgent medical advice that is not an emergency
	NHS 111

	Tree on a power line, damaged lines, or a power cut (Great Britain)
	105 (free). Call 999 if there is danger to life.

	Smell of gas or a damaged gas pipe (Great Britain)
	National Gas Emergency Service 0800 111 999 (24 hours)

	Flooding: warnings and advice (England)
	Floodline 0345 988 1188 (24 hours)

	Pollution: fuel or oil into a drain, stream or river (England)
	Environment Agency incident hotline 0800 80 70 60 (24 hours)

	Live cyber attack on the business, or fraud
	Report Fraud 0300 123 2040 (24 hours for live cyber attacks), reportfraud.police.uk

	Suspicious emails and texts
	Forward emails to report@phishing.gov.uk and texts to 7726

	Personal data breach
	The Information Commission (formerly the Information Commissioner’s Office, ICO): ico.org.uk, helpline 0303 123 1113

	Reportable injury or dangerous occurrence
	HSE, under RIDDOR: report online at hse.gov.uk/riddor

	[Wales, Scotland or Northern Ireland]
	[Replace the England-only numbers with Natural Resources Wales, SEPA or NIEA, and the local gas and power numbers]



Incident log
Start a new log for every incident. Write down every decision and the time. It will help with insurance claims and the review.
	Date and time
	What happened or was decided
	Who decided
	Who was told
	Action and owner
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	Appendix D: Message templates
Copy, fill in and send  ·  Office and continuity lead



	Message
	Template

	Text or call to a customer with booked work
	Hello [name], this is [COMPANY NAME]. Because of [the storm / a vehicle breakdown / staff illness], we cannot come on [date] as planned. We are sorry. We will call you by [day] with a new date. Any questions, call [office number].

	Social media or website holding message
	Because of [the storm / an IT problem], we are prioritising dangerous trees and emergency call-outs. If you have booked work, we will contact you directly about your date. For an emergency, call [number]. Thank you for your patience.

	Message to staff
	[What has happened]. Everyone is [safe / being looked after]. Today: [who is working, where, and any changes]. Please do not post about this on social media. Questions to [name, number]. Next update at [time].

	Update to a principal contractor or contract client
	We are writing about [contract / site]. [What has happened] means [impact on programme]. We have [action taken] and expect to [restart / recover] by [date]. We will update you again by [date and time].



Insurer or broker notification checklist
	✓
	Have ready before you call
	Notes

	☐
	Policy number(s) and the name of the insured business
	

	☐
	Date, time and exact place of the incident
	

	☐
	What happened, in plain words. Facts only, no guesses
	

	☐
	Whether anyone was injured, and whether RIDDOR applies
	

	☐
	What is damaged or lost: kit, vehicles, buildings, third-party property. Use the equipment register for serial numbers
	

	☐
	Photos and any CCTV, dashcam or tracker data
	

	☐
	Police crime reference number (for theft or damage)
	

	☐
	Names and contact details of witnesses and any third party
	

	☐
	What has been done to make things safe and prevent further loss
	

	☐
	Claim reference number, and the date and time you reported it
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	Appendix E: Yearly desktop exercise
About 90 minutes  ·  Director, office, Team Leaders

	A desktop exercise is a practice run around a table. The facilitator reads out a scenario in stages, and the team talks through what they would do, using this plan. Nobody is being tested. The plan is.



	1
	Pick a playbook you have not tested for a while. Invite the Director, the office, Team Leaders and anyone who would be involved.

	2
	Choose a facilitator who will read the updates and keep time. It can be someone from outside the business.

	3
	Run it in three stages (the example updates are below). After each one, ask: What do we do now? Who does it? What do we need? Is it in the plan?

	4
	Check the plan as you go. Can you find the contacts? Do the numbers work? Is the RTO realistic?

	5
	Finish with a review: what worked, what did not, and what we will change. Record the actions below.



	Stage
	Example updates (storm scenario)

	1. Warning
	It is Thursday. An amber wind warning is issued for Saturday. We have 14 routine jobs booked on Friday and Monday. What do we do today?

	2. Impact
	Saturday, 7am. The office has 23 voicemails. An ash is across a road and touching a power line. A Team Leader’s truck has a flat battery. The office internet is down. Who does what?

	3. Recovery
	Tuesday. Two crew members have worked 60 hours since Saturday. The backlog is 40 jobs. A customer has posted an angry review about a delay. What happens next?



Exercise record
	Date
	
	Scenario / playbook
	

	Facilitator
	
	Length
	

	Who took part
	
	Next exercise due
	



	What worked well?

	



	What did not work, or was missing from the plan?

	



Actions
	Action
	Owner
	Due by
	Done (date)

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



	Policy statement
[COMPANY NAME] is committed to protecting our people, our customers and the business when things go wrong. We will plan ahead, practise, keep essential services going safely, and learn from every disruption.



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

	Name
	

	Signature
	

	Date
	






Related documents
	Reference
	Document

	ARB-POL-02
	Risk Management Policy (business risk register, Appendix C; first steps, Section 8)

	ARB-POL-03 / 04
	Cyber Security Policy; Data Protection Policy

	ARB-POL-06
	Fraud Prevention & Financial Integrity Policy

	ARB-POL-10
	Mental Health, Wellbeing & Fatigue Policy

	ARB-POL-15 / 17
	Customer Care and Complaints Policy; Emergency Call-Out Policy

	ARB-POL-19 / ARB-HR-008
	Subcontractor Selection and Monitoring Policy; Subcontractor Onboarding Checklist

	[ref]
	Health & Safety Policy; fire risk assessment; equipment register and defect log
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	Ver.
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