[Insert Company Logo Here]	Customer Care and Complaints Policy  |  [Company policy]
[COMPANY NAME]  –  POLICY
CUSTOMER CARE AND COMPLAINTS POLICY
How we look after customers from the first call to aftercare, respect neighbours and protected trees, and put things right when something goes wrong.
	Reference
	Version
	Date issued
	Review date

	ARB-POL-15
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it covers
	Service standards, quotes and pricing, cancellation rights, TPOs and conservation areas, arriving on site, neighbours, tidy-up, reviews, complaints (including data complaints) and unacceptable customer behaviour.

	Who it applies to
	Everyone who works for us or on our behalf, including subcontractors.

	The key rule
	Be clear, be honest about price, respect the property and the neighbours, and fix problems quickly.

	Who to contact
	[Office Manager name and phone]. Complaints: [email / phone]

	Time to read
	About 20 minutes. The one-page summary takes 2 minutes.

	Where it is kept
	[Shared drive / office / van folder]. Reviewed every 12 months.



	Guidance for the business owner – remove before issue
In force now (checked 26/09/2026)
1. Consumer Rights Act 2015 (home customers): services must be performed with reasonable care and skill (s49). What you say or write about the service can become binding (s50). Where the price or timing is not fixed, it must be a reasonable price (s51) and within a reasonable time (s52). The remedies are repeat performance or a price reduction (ss54 to 56), and you cannot exclude these rights (s57). Customers normally have 6 years to bring a claim (5 in Scotland). For business and council customers, the Supply of Goods and Services Act 1982 and your contract apply instead.
1. Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013: for off-premises and distance contracts, give the pre-contract information (including the total price with taxes) and cancellation information. The cancellation period for services is 14 days. It is extended by up to 12 months if cancellation information is not given. Work may start within the 14 days only on the consumer’s express request, which must be on a durable medium for off-premises contracts (reg 36). A consumer who cancels then pays a proportionate amount, unless you failed to give cancellation information. Failing to give cancellation information for an off-premises contract is a criminal offence (reg 19: fine up to level 5, which is unlimited in England and Wales). Urgent repairs or maintenance the consumer specifically requested are excluded, but extra services on that visit are not (reg 28(1)(e) and (2)).
1. Digital Markets, Competition and Consumers Act 2024, Part 4 (from 6 April 2025): replaced the Consumer Protection from Unfair Trading Regulations 2008. Banned practices (Schedule 20, paragraph 13) include writing, commissioning or publishing fake reviews, concealed incentivised reviews, and presenting reviews in a misleading way, for example by suppressing negative ones (CMA guidance CMA208). "Drip pricing" is unlawful: mandatory charges must be included in the headline price. The CMA can fine up to 10% of global turnover or £300,000, whichever is higher.
1. Consumer ADR under the DMCC Act (from 6 April 2026): replaced the ADR Regulations 2015. When you give the outcome of a complaint, you must tell the consumer about any ADR arrangement available to them. You do not have to agree to ADR unless the law, a scheme or a contract requires it. ADR providers must be CTSI-accredited or exempt, with a transition period for previously approved providers ending on 5 October 2026.
1. Data complaints (Data Protection Act 2018 s164A, inserted by the Data (Use and Access) Act 2025 s103, in force 19 June 2026): controllers must make it easy to complain (for example with an electronic complaint form), acknowledge complaints within 30 days, investigate without undue delay, keep the complainant informed and tell them the outcome. Mention the right in your Privacy Notice (ARB-POL-05).
1. Trees (England): Town and Country Planning Act 1990 Part VIII and the Town and Country Planning (Tree Preservation) (England) Regulations 2012. Anyone who carries out prohibited work, including a contractor, can be prosecuted. The offence of destroying a protected tree carries an unlimited fine. Conservation areas: 6 weeks’ notice (s211). Dead trees: 5 working days’ notice. Work urgently needed to remove an immediate risk of serious harm: notice as soon as practicable. Replacement duty on the landowner. Source: GOV.UK "Tree Preservation Orders and trees in conservation areas". Small trees in conservation areas (under about 7.5 cm diameter at 1.5 m) are generally exempt from notice: check with the council. Wildlife and Countryside Act 1981 (nesting birds) and Conservation of Habitats and Species Regulations 2017 (bats) apply even where an exception applies.
Coming changes to watch
1. 30 September 2026 – the ICO becomes the Information Commission. A governance change only: the ICO says its functions stay the same and it will continue to be known as the ICO. Update: nothing now; check your Privacy Notice wording at the next review.
1. 5 October 2026 – ADR transition ends. From then only CTSI-accredited or exempt providers can deal with consumer disputes. Update: if you name an ADR provider in Section 9, check it is on the CTSI list.
1. 30 October 2026 – third-party harassment. Employers must take all reasonable steps to prevent harassment of staff by customers and the public (Employment Rights Act 2025). Update: add a respect clause to your quote terms (Section 10, ARB-POL-12).
1. January 2027 (announced, not yet in regulations) – subscription contracts. The Prime Minister announced on 9 August 2026 that the DMCC subscription contracts regime will start in January 2027, earlier than the spring 2027 date previously given. It will affect auto-renewing consumer contracts, such as rolling monthly lawn care or grounds maintenance plans for homeowners, with new rules on pre-contract information, reminders and easy cancellation. Update: check the final regulations and CMA guidance if you sell these plans.
1. CMA guidance: the CMA keeps updating its guidance on pricing and unfair practices (CMA207). Check it at each review.
Who it applies to. Consumer law (Sections 2, 3 and 8) applies when you work for individuals at their homes. It does not apply to business, council or housing association customers, where your contract terms apply. The tree, wildlife, data and complaints parts apply to every customer.
Errors fixed from the original: the original referred to "Section 11" and "Section 13", but its sections were not numbered. It had no cancellation rights, TPO or conservation area detail, drip pricing, reviews or data complaint rules. The workmanship warranty now says clearly that it does not limit legal rights.
Sources: legislation.gov.uk; GOV.UK TPO guidance; CMA208; Business Companion (ADR); ICO news; legal commentary on DUAA complaints and subscriptions.
Tailor it. Set your own service targets and guarantee period. Name who handles Stage 1 and Stage 2 complaints. Decide whether you will use an ADR provider, and name it. Check that your quote template includes everything in Section 2 and the cancellation information. Check the wording of Appendix B against Schedule 3 of the Consumer Contracts Regulations before first use. Fill in everything in [red], and delete this box before issue.
Arborella provides this template as documentation support. It is not legal advice. For a particular dispute or protected tree, ask a solicitor or the council’s tree officer.



	If your business is larger (optional – delete if it does not apply)
With a customer service team, set targets per channel, record calls where lawful (tell callers), and report complaints and review data to the board every [quarter].
If you work on public sector contracts, the client’s own complaints procedure and service levels usually apply. Map them to this policy in the contract file.
If you have many sites or depots, name a complaints lead at each and keep one central log, so patterns show up.



	This policy on one page
1. Reply fast: emails in [1 working day], call-backs in [4 working hours], quotes within [1 working day] of the visit.
1. Every quote shows the full price including VAT and fixed charges. Changes are agreed in writing first.
1. Home customers usually have 14 days to cancel. Give them the cancellation information every time.
1. Check for TPOs, conservation areas and nesting birds before you cut. The contractor can be prosecuted too.
1. Respect the property and the neighbours. Leave the site clean. Never argue on site.
1. Complaints: acknowledge within [2 working days], resolve within [10]. No fake reviews, ever.



	1
	Our promise and service standards
Section 1 of 10  ·  About 2 minutes to read  ·  Everyone

	1.1	This policy sets out how we look after customers from the first phone call to aftercare, and what we do when something goes wrong. It covers tree surgery, stump grinding, hedge and vegetation work, grounds maintenance, landscaping and consultancy.



1.2	It applies to everyone who works for us or on our behalf, including subcontractors (ARB-POL-19). The Team Leader on site is responsible for customer care on the day, even when a subcontractor is doing the work.
	Our promise
We are professional, friendly and reliable. We explain things clearly, give honest prices, work safely and to the agreed standard, respect your property and your neighbours, and put things right quickly and fairly if they go wrong.



1.3	Our office hours are [08:00 to 17:00, Monday to Friday, excluding bank holidays], unless we agree otherwise. For emergency work out of hours, see our Emergency Call-Out Policy (ARB-POL-17).
1.4	We aim to meet these service standards and check them every month:
	What
	Our target

	Emails and website enquiries
	Reply within [1 working day].

	Voicemails and call-backs
	Return within [4 working hours].

	Quotes
	Sent within [1 working day] of the site visit. If we need more information (for example a TPO check or a specialist view), we tell you within 1 working day and give a new date.

	Complaints
	Acknowledged within [2 working days]. We aim to resolve them within [10 working days] (Section 9).

	Data protection complaints
	Acknowledged within [2 working days], and never later than the 30-day legal limit (Section 9).



1.5	If we cannot meet a target, for example because of storms, snow or access problems, we tell the customer, give a realistic new time and keep them updated.
	2
	Enquiries, site visits and quotes
Section 2 of 10  ·  About 3 minutes to read  ·  Office, estimators, Team Leaders

	1. Enquiries are logged with the date, contact details, address, what the customer wants, and any access or safety issues, such as a steep drive, overhead lines or a dog in the garden.



1. Site visits confirm the work and anything that affects it: Tree Preservation Orders or conservation areas (Section 4), overhead and underground services, roads and footpaths, nesting birds and bats, neighbours, access and parking.
1. We give advice honestly. If a tree does not need felling, we say so. If the work needs a specialist, such as an arboricultural consultant’s report, we explain why.
1. We never pressure a customer into agreeing on the spot, and never exaggerate danger to win work, for example after a storm.
What every quote includes
	Item
	What it must say

	The work
	Exactly what we will do, in plain English. For example: "Reduce the crown of the oak by about 2 metres, to BS 3998:2010, leaving a natural shape."

	The total price
	The full price including VAT and every fixed charge you will have to pay, such as waste disposal, traffic management or a road closure fee. No surprise extras (see below).

	What is not included
	Exclusions and assumptions, for example "stump left at ground level", "logs left on site", "price assumes access through the side gate".

	Waste and arisings
	What happens to branches, chip, logs and stump grindings.

	Permissions
	Whether TPO consent or conservation area notice is needed, who will apply, and that work cannot start until it is sorted.

	Timing
	How long the quote is valid, the likely start window and how long the work will take.

	Our details and terms
	Our business name, address, phone and email, our terms (including payment), and your right to cancel where it applies (Section 3).

	VAT status
	Our VAT number, or a note that we are not VAT registered.



	No hidden extras (drip pricing)
Since 6 April 2025 it is unlawful to leave out of the headline price any charge the customer has to pay anyway. If waste removal, a traffic management fee or a parking permit is part of the job, it goes in the total. Genuine options (for example "log splitting and stacking: add £[x]") can be listed separately, as long as they really are optional.



Changes to the work
2.1	If the customer asks for more, or we find something on site that changes the job (for example hidden decay, a nest, a buried service or a changed access route), we stop, explain and agree the change and price in writing (a text or email is fine) before carrying on.
	What this means for you
You are quoting to fell a leylandii hedge. The customer asks if you can "just do the stumps while you are here". Give a written price for the stumps before you start them, even if it is a small amount. If it is a home customer and the change is agreed on site, the office sends a written confirmation the same day.



	3
	Home customers: your right to cancel
Section 3 of 10  ·  About 3 minutes to read  ·  Office, estimators

	3.1	Most of our home customers have a legal right to cancel within 14 days. This applies to "off-premises" contracts (agreed with the customer in person away from our office, for example at their kitchen table) and "distance" contracts (agreed by phone, email or online without meeting). It does not apply to business customers.



	Situation
	What the law says we must do

	Before the customer agrees
	Give them our details, the total price, the main features of the work and the cancellation information, including the model cancellation form (Appendix B). For off-premises contracts this must be on paper, or on another durable medium if they agree, such as email.

	The cancellation period
	The customer can cancel for any reason within 14 days of agreeing to the work.

	Starting within 14 days
	We can only start inside the 14 days if the customer asks us to. For off-premises contracts, get that request in writing (email, text or signed quote). If they later cancel, they pay a fair amount for work already done.

	If we forget the cancellation information
	The cancellation period is extended by up to 12 months, and the customer may not have to pay for work done in the 14 days. For off-premises contracts, not giving the information is also a criminal offence.

	Urgent repairs
	If a customer calls us out for urgent work (for example a tree on the roof after a storm), there is no right to cancel for the urgent work itself. Anything extra we agree on that visit, such as tidying the rest of the tree, does carry the right to cancel.



3.2	Cancelling does not affect the customer’s other legal rights. Our own cancellation and rebooking terms are in our quote terms and conditions.
	What this means for you
On Monday you visit a homeowner, and they sign the quote for a crown reduction on the kitchen table. They want the work done on Thursday. Make sure they have the cancellation information and form, and ask them to confirm by text or email that they want the work to start inside the 14 days. If they cancel on Wednesday, they can. If you have already done half the job, they pay for the half.



	4
	Protected trees and wildlife
Section 4 of 10  ·  About 3 minutes to read  ·  Estimators, Team Leaders, office

	4.1	Some trees are protected by law. Anyone who does unauthorised work on a protected tree can be prosecuted, including us as the contractor, not just the owner. We check before we start.



	Protection
	What it means
	What we do

	Tree Preservation Order (TPO)
	The council has protected the tree. Cutting down, topping, lopping, uprooting, damaging or destroying it needs the council’s consent, unless an exception applies.
	We check with the council before quoting or before work. If consent is needed, we explain the application to the customer, and we do not start until it is granted. We do only what the consent allows, and keep a copy.

	Conservation area
	Most work on trees in a conservation area needs 6 weeks’ written notice to the council first, even if the tree has no TPO.
	We check whether the site is in a conservation area. Notice is given, and we wait the 6 weeks, or until the council says it will not make a TPO.

	Dead or dangerous trees
	There are limited exceptions. Before removing a dead protected tree, 5 working days’ written notice is needed. Work that is urgently needed because of an immediate risk of serious harm needs written notice as soon as practicable.
	We only use an exception when it clearly applies. We take dated photos and keep notes, and we tell the council in writing. If in doubt, we ask the council first.

	Nesting birds, bats and other wildlife
	Wildlife law still applies, even where TPO rules allow the work. It is an offence to damage or destroy an active bird’s nest, or to disturb bats or damage their roosts.
	We check before and during work, especially from February to August. If we find an active nest or signs of bats, we stop and take advice.



4.2	If a protected tree is removed, the landowner normally has a duty to plant a replacement. We tell the customer about this.
4.3	This section describes the rules in England. Wales and Scotland have their own rules. We check with the local council wherever we work.
	What this means for you
A customer in a village wants their sycamore reduced before a family party in two weeks. The village is a conservation area. Explain that the council needs 6 weeks’ notice, offer to help with the notice, and book the work for after the 6 weeks. Do not agree to "just take a bit off" first. The fine for the contractor can be unlimited.



	5
	Booking, arriving and working on site
Section 5 of 10  ·  About 3 minutes to read  ·  Office, Team Leaders, crews

	Booking



1. We agree the date, arrival time window and how long the work will take, and note any parking, permits or road closures needed.
1. We tell the customer the day before if the weather looks doubtful. Tree work depends on the weather. For safety we may stop or rebook in high wind, ice or lightning. We rebook at the earliest safe slot.
1. On the day, the customer knows who to contact: the Team Leader’s name and the office number.
Arriving on site
	1
	Park considerately. Do not block drives, neighbours or pavements. Use signs and cones where needed.

	2
	Introduce yourself to the customer. Say who is in charge and how long you expect to be.

	3
	Walk the job with them. Confirm the work, where the chip and logs go, and anything they want protected, such as a greenhouse or pond.

	4
	Agree access routes, and put down ground protection mats for heavy kit on lawns and soft ground.

	5
	Explain where the work area is and ask them to keep children and pets indoors or well away.



While we work
1. Crews follow our Health and Safety, work at height and traffic management procedures, and wear full PPE.
1. We are polite, and we keep language clean and music off. We do not smoke or vape on customers’ property, and we only use their toilet or water if they offer.
1. If we find unknown services, hidden hazards or protected wildlife, we stop, make the area safe and call the office.
1. If we damage anything, the Team Leader tells the customer and the office straight away. We will arrange a prompt repair or agree a fair settlement.
	What this means for you
You arrive to grind out a stump and find the customer’s new turf between the drive and the stump. Put down mats before the grinder crosses it, even if it slows the start. If a rut does appear, point it out to the customer before they find it, and tell the office so it can be put right.



	6
	Neighbours and the public
Section 6 of 10  ·  About 2 minutes to read  ·  Team Leaders, office

	6.1	Most complaints about tree work come from neighbours, not customers. A little care goes a long way.



1. Where it helps, the customer or the office lets neighbours know when the work is happening, especially for big jobs, road closures or noisy machines.
1. Overhanging branches: a customer can usually have branches cut back to their boundary. We do not go past the boundary, or onto the neighbour’s land, without the neighbour’s permission. TPO and conservation area rules still apply. The cut wood belongs to the tree’s owner, so we agree with the customer what happens to it, and offer it back to the neighbour where appropriate.
1. We do not use a neighbour’s drive, garden or parking without their permission.
1. We keep footpaths and roads safe, with signs, barriers and a banksman where needed, and let pedestrians past safely.
1. We keep noise, dust and fumes down: no engines idling, and chipping and grinding only within agreed hours.
1. If a neighbour complains or objects, we stay calm and polite, stop if needed, and pass it to the Team Leader and the office. We never argue across a fence.
	What this means for you
While you are reducing overhanging branches from a customer’s side, the neighbour comes out upset because it is "their tree". Stop cutting, and explain calmly what you have been asked to do and that you are staying on the customer’s side of the boundary. Ring the office. The office will talk to both people before work restarts.



	7
	Tidy-up, sign-off and aftercare
Section 7 of 10  ·  About 2 minutes to read  ·  Team Leaders, crews

	7.1	We leave the site as clean as we found it, or cleaner, unless we have agreed otherwise in the quote. Use the site tidy-up checklist in Appendix A.



1. Green waste goes to a licensed site, or is left on site as agreed (for example chip for paths, or logs stacked for the customer). We keep waste transfer notes for waste we take away.
1. Stump grindings are used to backfill the hole unless the quote says otherwise.
1. Biosecurity: we clean boots, tools and vehicles, and handle pests and diseases as set out in our Biosecurity Policy (ARB-POL-13).
1. We do not burn arisings unless it is agreed and lawful.
7.2	The Team Leader checks the work against the quote and completes a sign-off with the customer. If they are out, we take dated before-and-after photos and the office follows up.
7.3	We give aftercare advice where it helps, for example about regrowth, watering new trees, or the lawn under a chip pile.
	Workmanship guarantee
We guarantee our workmanship for [12 months]. If there is a problem with how the work was done in that time, we will come back and put it right. We cannot guarantee the future growth or health of trees and hedges, because they are living things affected by weather, disease and aftercare.
This guarantee is in addition to the customer’s legal rights. It does not replace or limit them.



	8
	Fair dealing, reviews and extra help
Section 8 of 10  ·  About 2 minutes to read  ·  Everyone, especially the office and marketing

	8.1	Since 6 April 2025 the Competition and Markets Authority (CMA) can fine businesses directly for breaking consumer law. These rules protect our customers and our reputation:



	Do
	Never

	Invite every customer to leave a review, for example with a link on the invoice.
	Write, buy or swap reviews, or ask staff, friends or family to post reviews as if they were customers.

	Tell people clearly if a review was rewarded, for example with a discount.
	Only invite reviews from customers you think are happy.

	Reply to negative reviews politely, and offer to sort the problem out.
	Hide, edit or remove negative reviews, or pressure a customer to take one down.

	Use only real photos of our own work, with the customer’s permission if the property can be identified.
	Use someone else’s photos, or edited photos that make the work look better than it was.

	Put the full price in adverts and quotes.
	Add fixed charges later, or use fake "today only" deadlines.



Customers who need extra help
8.2	Anyone can need extra help: an older customer living alone, someone recently bereaved, a customer with a disability, or someone who does not read English well. Ask if there is anything that would help, such as large print, a phone call instead of email, a set time to call, or talking to a family member they have chosen. Record their preference with their agreement.
8.3	We take extra care not to rush or pressure anyone who may be vulnerable. If we think a customer is being pressured by someone else, or does not understand what they are agreeing to, we pause and talk to a Manager. We never ignore a customer’s request to leave their property.
8.4	We handle customers’ personal information in line with our Data Protection Policy (ARB-POL-04) and Privacy Notice (ARB-POL-05).

	9
	Complaints
Section 9 of 10  ·  About 3 minutes to read  ·  Everyone, especially the office and Directors

	9.1	We want to hear about problems early, so we can fix them quickly. A complaint is a chance to put things right, not a fight to win. Customers can complain by phone, email, letter, text, in person, or through our website or social media.
	1
	Listen and log. Whoever receives the complaint thanks the customer, notes the details and passes it to the office the same day. Every complaint goes in the complaints log (Appendix C).

	2
	Acknowledge within [2 working days]. Tell the customer who is dealing with it and when they will hear back.

	3
	Stage 1: look into it and offer a fix within [10 working days]. [Office Manager / Contracts Manager] speaks to the crew, looks at photos and job sheets, and visits if needed. Remedies can include a return visit, repair, extra work, a partial refund or a goodwill gesture.

	4
	Stage 2: Director review within [10 working days] of being asked. If the customer is still unhappy, a Director who was not involved reviews it and replies in writing.

	5
	Stage 3: independent help. If the complaint is still not settled, we tell the customer in writing about any alternative dispute resolution (ADR) available to them, and whether we will use it: [name of ADR provider or trade scheme, or "we do not currently use an ADR provider"]. Customers can also contact Citizens Advice or their local Trading Standards.






9.2	If we need longer, for example to get a specialist opinion, we tell the customer why and when they will hear from us.
9.3	Nobody is treated worse because they complained. We are honest when we get it wrong.
Complaints about personal data
9.4	If a customer complains about how we have used their personal data (for example a marketing email after they asked us to stop, or photos of their house posted without permission), it is a data protection complaint. By law we must make it easy to complain, including electronically (for example by email or a web form), acknowledge it within 30 days, look into it properly without undue delay, and tell them the outcome. We aim to acknowledge within [2 working days], like any other complaint. Pass these to [data protection lead] straight away (ARB-POL-04). The customer can also complain to the Information Commissioner’s Office (ico.org.uk).
	What this means for you
A customer rings to say the crew left sawdust all over their car. Do not argue about whose fault it is. Apologise, take the details and photos, and tell the office the same day. The office acknowledges it in writing within 2 working days, looks at the job photos, and offers to pay for a valet if it was us. Most complaints end at this step.




	10
	When customers behave unacceptably, and reviewing this policy
Section 10 of 10  ·  About 2 minutes to read  ·  Everyone, Managers, Directors

	10.1	Most customers are great. But our staff do not have to put up with abuse, threats, harassment or discrimination from customers, neighbours or the public. If it happens:



1. the crew can stop work, make the site safe, move to a safe place such as the van, or leave site, and tell the Team Leader or the office straight away;
1. nobody will lose pay or be blamed for a job being paused;
1. the office or a Manager decides what happens next. For example: a call or letter to the customer, a different or larger crew, contact only through the office, pausing or ending the job, or reporting it to the police if it is a crime.
10.2	From 30 October 2026, employers must take all reasonable steps to protect staff from harassment by customers and other third parties. See the Anti-Bullying and Harassment Policy (ARB-POL-12) and the Sexual Harassment Prevention Policy (ARB-POL-09).
Checking this policy works
1. Every month: the office reviews response times, quote turnaround, return visits, complaints and how fast they were resolved, reviews and customer feedback, and agrees improvement actions.
1. Every year: a Director reviews the complaints log, trends and this policy, and sets improvement goals.
Review this policy sooner if…
1. consumer or data protection law or CMA guidance changes (see "Coming changes to watch" in the guidance box);
1. we start selling subscription-style services to home customers, such as rolling monthly grounds maintenance plans that renew automatically;
1. there is a serious complaint, a pattern of complaints, or a fake or negative review campaign;
1. we get a TPO or conservation area problem, or a council or Trading Standards enquiry; or
1. we join or leave an ADR scheme or trade association complaints scheme.
Who is responsible for what
	Who
	What they must do

	Directors
	Approve this policy and provide the resources. Handle Stage 2 complaints. Review performance and complaints every year. Decide on ADR.

	Office / operations
	Log enquiries, send quotes with full prices and cancellation information, check TPO and conservation area status, book work, keep customers updated, and run Stage 1 complaints and the complaints log.

	Team Leaders
	Lead customer care on site: introductions, protecting property, neighbours, tidy-up and sign-off. Sort problems on the spot where they can, and report damage and complaints to the office the same day.

	Everyone
	Be polite and professional, follow this policy, and pass on complaints, damage and concerns straight away.

	Subcontractors
	Meet the same standards on our jobs, follow the Team Leader’s instructions and report problems to us.



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

	Signed and dated copy of this policy
	Policy file – yearly
	☐

	Quote template showing full price, exclusions and cancellation information
	Office templates
	☐

	Complaints log with dates, outcomes and lessons learned (Appendix C)
	Office – reviewed monthly
	☐

	Monthly service figures and improvement actions
	Management review file
	☐

	TPO and conservation area checks, consents and notices for relevant jobs
	Job files
	☐

	Site sign-offs, tidy-up checklists and before-and-after photos
	Job files
	☐

	Customer feedback, reviews and responses
	Marketing / office – ongoing
	☐

	Staff briefing on this policy (induction, toolbox talk)
	Training records
	☐
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	Appendix A: Arrival and tidy-up checklist
Team Leader  ·  About 5 minutes at the start and the end of each job

	Tick each item. If something does not apply, write N/A. Keep this with the job sheet and photos.
	Job / address
	
	Date
	

	Team Leader
	
	Customer
	






	✓
	Check
	Notes

	On arrival

	☐
	Parked considerately, drives and pavements clear, signs and cones out
	

	☐
	Introduced ourselves, said who is in charge and how long we will be
	

	☐
	Walked the job with the customer and confirmed the work matches the quote
	

	☐
	TPO consent or conservation area notice confirmed, if needed
	

	☐
	Checked for nesting birds and bats
	

	☐
	Agreed where chip, logs and waste go, and anything to protect
	

	☐
	Ground protection down for heavy kit
	

	☐
	Customer asked to keep children and pets away from the work area
	

	☐
	Before photos taken
	

	At the end

	☐
	Work checked against the quote
	

	☐
	Lawns, beds, paths and drives raked, blown and swept
	

	☐
	Gutters, roofs, ponds and greenhouses checked for debris
	

	☐
	Road and pavement swept, signs and cones collected
	

	☐
	Stump holes backfilled or made safe
	

	☐
	Logs and chip left where agreed
	

	☐
	Any damage pointed out to the customer and reported to the office
	

	☐
	After photos taken
	

	☐
	Aftercare advice given
	

	☐
	Customer sign-off, or photos and note if customer out
	



	Customer comments
	

	Customer signature
	

	Team Leader signature
	



	B
	Appendix B: Cancellation information and form for home customers
Office  ·  Give with every home customer quote

	Give this to home customers with the quote, on paper or by email. It is based on the model wording in Schedule 3 of the Consumer Contracts Regulations 2013. Check the wording against Schedule 3 before first use.
	Your right to cancel
You have the right to cancel this contract within 14 days without giving any reason. The cancellation period ends 14 days after the day you agree to the contract.
To cancel, tell us clearly: [COMPANY NAME], [address], [phone], [email]. You can use the form below, but you do not have to. You can also write to us or email us. To meet the deadline, you just need to send your message before the 14 days end.
If you cancel, we will refund any payment you have made, without undue delay and no later than 14 days after we hear from you, using the same payment method unless you agree otherwise.
If you asked us to start work within the 14 days, you will pay us an amount in proportion to the work done up to the time you tell us you are cancelling.







Cancellation form
Complete and return this form only if you want to cancel the contract.
	To
	[COMPANY NAME], [address], [email]

	I/We give notice that I/we cancel my/our contract for the supply of the following service
	

	Ordered on
	

	Name of customer(s)
	

	Address of customer(s)
	

	Signature of customer(s) (only if this form is sent on paper)
	

	Date
	



	Asking us to start within the 14 days
I ask you to start the work before the 14-day cancellation period ends. I understand that if I cancel, I will pay for the work done up to the time I cancel. If the work is fully completed, I will lose the right to cancel.
Signed: ______________________________      Date: _______________




	C
	Appendix C: Complaints log
Office  ·  One row per complaint  ·  Reviewed monthly

	Record every complaint, however small. Data protection complaints: note the date received and acknowledge within the 30-day legal limit. Keep entries factual. Keep the log for [6 years] after the complaint closes.
	Ref and date received
	Customer and job
	What it is about
	First reply sent
	Stage, outcome and remedy
	Closed on
	Lesson learned

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	







	Policy statement
We are committed to treating every customer fairly, honestly and with respect, looking after their property and their neighbours, and putting things right quickly when we fall short.
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 / 05
	Data Protection Policy; Privacy Notice – Customers and Website

	ARB-POL-12 / 09
	Anti-Bullying and Harassment Policy; Sexual Harassment Prevention Policy

	ARB-POL-13
	Biosecurity Policy

	ARB-POL-17
	Emergency Call-Out Policy

	ARB-POL-19
	Subcontractor Selection and Monitoring Policy

	ARB-POL-01 / 11
	Anti-Bribery, Corruption & Competition Law Policy; AI in the Workplace Policy

	[ref]
	Quote terms and conditions; Health & Safety Policy; Environmental Policy; Traffic Management Procedure
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