

[Insert Company Logo Here]	Emergency Call-Out Policy  |  [Company policy]
[COMPANY NAME]  –  POLICY
EMERGENCY CALL-OUT POLICY
How we respond to storm damage and fallen trees out of hours – quickly, safely and fairly – and how we look after the people who go.
	Reference
	Version
	Date issued
	Review date

	ARB-POL-17
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it covers
	Out-of-hours and emergency call-outs: the on-call rota, taking calls, crews and lone working, making sites safe, power lines, roads, night work, fatigue, permissions, pay and charges.

	Who it applies to
	Directors, Managers, Team Leaders, on-call staff and subcontractors sent to emergencies.

	The key rule
	Make safe, not make perfect. Never go near a tree touching a power line. Never work alone with a saw or in a tree.

	Who to contact
	On-call Team Leader: [number]. On-call Manager: [number].

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

	Where it is kept
	[Shared drive / HR app / office] and a copy in every on-call vehicle. Reviewed every 12 months.



	Guidance for the business owner – remove before issue
In force now (checked 26/09/2026)
1. Health and Safety at Work etc. Act 1974 and Management of Health and Safety at Work Regulations 1999: risk assessment (reg 3) and procedures for serious and imminent danger (reg 8) apply to emergency work as to any other work. HSE’s chainsaw leaflet INDG317 advises avoiding working alone with a chainsaw, and contacting the owner of any overhead power line within twice the height of a tree to be felled. HSE’s tree climbing guidance requires enough people trained in rescue to be available. After storms in 2022 HSE warned that windblown tree work should only be done by trained, experienced people, and that mechanised methods are preferred where possible. See HSE INDG73 (lone working), GS6 (overhead power lines), and the Arboricultural Association ICoP "Treework at Height".
1. Working Time Regulations 1998: 11 hours’ daily rest, 24 hours’ weekly rest (or 48 a fortnight) and a 20-minute break over 6 hours. In an accident, imminent risk of one, or unusual and unforeseeable circumstances, these can be displaced (reg 21(e)), but you must give equivalent compensatory rest (reg 24). The 48-hour average week is not displaced. Night workers: average 8 hours in 24, and a free health assessment. Young workers cannot normally work at night (GOV.UK). Keep night work records for 2 years.
1. On-call and pay: time responding to a call-out is working time. For National Minimum Wage, time on standby at home does not count (NMW Regulations 2015 reg 32), but time working and travelling on a call-out does. Whether on-call time at home counts as working time depends on how restricted staff are: take advice if response times are very short. Since 1 January 2024, holiday pay for the first 4 weeks must include overtime and similar payments regularly paid in the previous 52 weeks.
1. Drivers’ hours: GB domestic rules limit goods vehicle drivers to 10 hours’ driving and 11 hours’ duty a day, with an exemption only while dealing with an emergency (danger to life, major disruption to public services). Other rules may apply to heavier vehicles. Check gov.uk/drivers-hours for your fleet.
1. Overhead lines: 105 connects to the local electricity network operator in England, Scotland and Wales. UK Power Networks advises staying at least 10 metres away from damaged lines. Gas emergency: 0800 111 999.
1. Highways: the Safety at Street Works and Road Works Code of Practice (2013 edition) is the current "Red Book" for signing, lighting and guarding. It does not cover motorways or dual carriageways at 50 mph or more.
1. Protected trees (England): the TPO exception for work urgently needed to remove an immediate risk of serious harm requires written notice to the council as soon as practicable; dead trees need 5 working days’ notice unless urgent (GOV.UK TPO guidance, paras 079 and 080). Felling licence: fully windblown trees on the ground and garden trees are exempt; the danger exception needs evidence, and the burden of proof is on you (Forestry Commission "Tree felling: getting permission"). Wales and Scotland have their own rules.
1. Customers: the Consumer Contracts Regulations 2013 remove the cancellation right where the consumer specifically asked for a visit for urgent repairs or maintenance (reg 28(1)(e)), but not for extra services supplied on the visit (reg 28(2)).
Coming changes to watch
1. Red Book update: the Department for Transport is consulting on a revised Safety at Street Works and Road Works Code of Practice (open 21 September to 14 December 2026). Update: Section 6 and your traffic management plan when the new code is published.
1. Employment Rights Act 2025: from 1 October 2026 tribunal time limits rise to 6 months; from 1 January 2027 unfair dismissal protection starts after 6 months. Treat on-call disputes, pay and fatigue complaints fairly and on record.
1. 30 October 2026: employers become liable for harassment of staff by third parties unless they took all reasonable steps. Call-out crews meet stressed customers at night. Update: brief crews that they can leave if abused (ARB-POL-12).
1. 2027 (expected): zero-hours and flexible working changes may affect how you staff on-call rotas with casual workers. Review Section 2 when regulations are published.
Who it applies to. Every business that offers emergency tree work, whatever its size. If you have 5 or more employees, you must record your risk assessment findings. If you do not offer out-of-hours cover, delete this policy or adapt it for in-hours emergencies.
Sources: legislation.gov.uk (WTR 1998 regs 21 and 24; NMW Regs 2015 reg 32; Consumer Contracts Regs 2013 reg 28); GOV.UK (rest breaks, night working, drivers’ hours, TPO guidance, holiday pay reforms, Street Works code and consultation); HSE (INDG317, INDG73, tree climbing, emergency tree work bulletin 21/02/2022); Forestry Commission; Energy Networks Association (105); UK Power Networks; SGN (gas emergency).
Tailor it. Fill in the office hours, rota, pay, charges, response times and names in [red]. Set your own wind speed limit and on-call frequency. Check your contracts say whether on-call is required, and that your insurance covers emergency, night and highway work. Delete this box before issue.
Arborella provides this template as documentation support. It is not legal or technical arboricultural advice. Your RAMS and competence decisions remain your responsibility.



	If your business is larger (optional – delete if it does not apply)
Several crews or depots: run a separate on-call Manager rota, use a lone worker app with automatic alerts, and hold a storm-readiness meeting before each winter.
Local authority, utility or highways contracts: check the client’s response times, reporting, traffic management and permit requirements, and add them to Section 2. Some require NHSS 12 sector scheme registered traffic management.
Formal HR and payroll: monitor on-call hours, 48-hour averages, opt-outs and compensatory rest automatically, and report them to Directors monthly in storm season.



	This policy on one page
1. Make safe, not make perfect. Remove the immediate danger. Finish in daylight with the right crew and kit.
1. Power lines: stay 10 metres away. Ring 105, or 999 if life is at risk. Never touch a tree in contact with a line.
1. Never work alone with a chainsaw or in a tree. A lone on-call person only assesses and cordons off.
1. Do a dynamic risk assessment before any work. If it cannot be done safely, cordon off and come back.
1. On roads, the police and highway authority are in charge. Follow the emergency services at any scene.
1. Rest matters. Say if you are too tired. You get your rest back after a call-out, and nobody drives home exhausted.



	1
	Why we have this policy and who it covers
Section 1 of 10  ·  About 2 minutes to read  ·  Everyone

	1.1	Emergency call-outs are part of the service we give. Storms, fallen trees and dangerous limbs do not wait for office hours. This policy explains how we respond quickly without putting our people at risk, and how we make sure staff get proper rest afterwards.



1.2	Emergency work is some of the most dangerous work in our industry. Windblown and part-blown trees can move without warning. Sites are unfamiliar, often dark, wet and next to roads or power lines, and people are tired. HSE has warned about deaths from falling trees and branches during storm clean-up. Nobody is ever expected to take a risk they are not trained and equipped for.
1.3	It applies to Directors, Managers, Team Leaders, employees on the on-call rota, and subcontractors we send to emergencies. Being available for call-outs is [part of your contract of employment / voluntary / part of your contract for some roles].
	The three rules that never change
1. Make safe, not make perfect. The first visit is about removing immediate danger. Finish the job later, in daylight, with the right kit and crew.
1. Never go near a tree touching a power line. Keep at least 10 metres away. Call 105, or 999 if life is in danger.
1. Never work alone with a chainsaw or in a tree. A lone on-call person may only assess and cordon off.




	2
	How our call-out service works
Section 2 of 10  ·  About 3 minutes to read  ·  Everyone, office and on-call staff

	2.1	The office is staffed from [7am to 4.30pm, Monday to Friday]. Outside these hours, calls to [main number] are forwarded to the on-call Team Leader. We give 24-hour, 365-day emergency cover by phone.



2.2	A Director or Manager is on call at all times to back up the on-call Team Leader, approve work, and authorise extra crews: [on-call manager rota / number].
2.3	The on-call rota is published [4 weeks] ahead (Appendix C). It is shared fairly, and nobody is on call for more than [1 week in 3] unless they agree. Swaps are agreed with [the office] and recorded.
2.4	Severe weather. When the Met Office issues a weather warning for our area, a Manager decides by [2pm the day before] whether to put extra staff on standby, check vehicles, fuel, saws, lighting and traffic management kit, and move planned work (see ARB-POL-14, Business Continuity).
Taking an emergency call
	1
	If anyone is injured or trapped, or a road, railway or power line is involved and there is danger to life, tell the caller to ring 999 first.

	2
	Record the details on the call-out log (Appendix A): name, address, phone, what has happened, hazards (lines, road, building damage), access, and whether the tree may be protected.

	3
	Give the caller safety advice: keep people and cars away, do not try to move the tree, and keep away from any wires.

	4
	Tell the caller our call-out charge and likely arrival time before we attend (Section 9), and note that they agreed.

	5
	Triage the call using the priority table below, and send the crew with all the information you have: photos, what3words or map pin, access notes.



	Priority
	Situation
	Aim to respond

	1 – Danger to life
	Tree on a person, vehicle or occupied building; blocked emergency route; tree across a busy road.
	Emergency services first. We attend as soon as safely possible, target [1 hour].

	2 – Access or serious damage
	Blocked road, drive or only access; tree through a roof; hanging limb over a footpath or school gate.
	Target [2 to 4 hours].

	3 – Make safe
	Tree down in a garden or field with no immediate risk; damaged fence or shed.
	Next working day, or when crews are free.

	4 – Not an emergency
	Leaning tree with no damage; clearing up after the danger has passed.
	Book as planned work.



	What this means for you
It is 2am during a named storm. A customer rings: an ash has come down across her drive and taken the phone line with it, and her car is trapped. There is no power line involved and nobody is hurt. You log it as Priority 2, tell her the call-out charge, and advise her to keep away from the fallen wire. You ring the on-call Manager, who agrees to send a crew at first light, not in the dark, because there is no danger to life.



	3
	Who can go: competence, crew size and lone working
Section 3 of 10  ·  About 2 minutes to read  ·  Managers and Team Leaders

	3.1	Only people who are trained, competent and fit for work go on emergency call-outs. Windblown and part-blown trees need specialist skills. HSE says this work should only be done by experienced people with the right training.



	Task
	Minimum on site
	Competence needed

	Assessing a site and cordoning off
	1 person, with lone working controls below
	Trained on-call Team Leader or Manager.

	Ground chainsaw work
	2 people
	Chainsaw tickets for the work, plus [windblown tree qualification, e.g. relevant NPTC City & Guilds or Lantra award] for windblown or part-blown trees. First aid at work.

	Climbing or aerial work
	2 people, including someone trained and ready to carry out aerial rescue
	Climbing and aerial rescue tickets. Rescue kit set up before anyone climbs.

	MEWP, crane, winch or grapple saw
	As set out in the RAMS
	Operator tickets (for example IPAF, CPCS or NPORS). Lift plan for cranes.

	Traffic management on a road
	As set out in the traffic management plan
	Trained in signing, lighting and guarding (see Section 6).



3.2	We keep a matrix of who holds which ticket (ARB-HR-014). The office checks it before a crew is sent. Apprentices and anyone under 18 are not put on the call-out rota.
Lone working
3.3	The on-call Team Leader may attend alone only to look, take photos, set up a cordon and speak to the customer or emergency services. No chainsaw, climbing or machinery work is done alone. HSE advises avoiding working alone with a chainsaw.
1. Tell the on-call Manager before you set off, and when you arrive.
1. Check in every [30 minutes] by phone or [lone worker app]. If you miss a check-in and cannot be reached within [15 minutes], the Manager follows the escalation steps in Appendix C.
1. Carry a charged phone, a torch, hi-vis, a first aid kit with a large wound dressing, and cordon tape or barriers.
1. Ring when you leave site and when you are home.
1. If you feel unsafe because of the site, weather or people there, leave. You will be supported.

	4
	On arrival: dynamic risk assessment and making safe
Section 4 of 10  ·  About 3 minutes to read  ·  Team Leaders and crews

	4.1	Every emergency site is different. On arrival, the Team Leader does a dynamic risk assessment before any work starts, using the card in Appendix B and our Generic Risk Assessment for Arboriculture [ref] and RAMS [ref]. We record it on [CRM system / app / paper card] with photos.



	1
	Stop and look. Park safely, away from the tree and any wires. Wear hi-vis. Walk round before you touch anything.

	2
	Spot the hazards. Power, phone and other lines; the road and traffic; tension and compression in the stem and roots; hung-up or hanging limbs; root plates that could tip back; damaged buildings; wildlife; weather; light; people watching.

	3
	Decide: go, make safe only, or walk away. If the risk cannot be controlled with the people, kit and light we have, we cordon off and come back.

	4
	Brief the crew. Who does what, the exclusion zone, escape routes, the stop signal, rescue plan and nearest A&E.

	5
	Review as you go. If anything changes (wind picks up, the stem shifts, it gets dark, someone is tired), stop and reassess.



How much we do on the first visit depends on the situation:
	Situation
	Priority on the first visit
	Then

	Tree on a building
	Make the area safe and prevent further damage. Only remove what is needed to do that.
	Return after a structural survey or insurer’s visit to complete the removal.

	Road or access blocked
	Clear the obstruction and debris so the road or drive is safe to use.
	Return as soon as practicable to finish any other work, such as the stump and root plate.

	Hanging or split limbs
	Cordon off. Remove the hazard only if it can be done safely, often with a MEWP.
	Full inspection of the tree in daylight.

	Part-blown tree still standing
	Cordon off. Do not climb it. Plan mechanised or winch-assisted felling.
	Return with the right kit and competence.



4.2	We take before and after photos on every call-out. They are sent to the customer and kept with the job record.
4.3	Stop work if the wind exceeds [our wind speed limit] or the MEWP maker’s limit, lightning is nearby, the light is not good enough, or anyone is too tired to work safely.
	What this means for you
You arrive at a large sycamore that has partly uprooted and is leaning on a house. The root plate is lifting and the stem is under heavy tension. It is getting dark and windy. You do not start cutting. You cordon the area, ask the family to stay in the rooms away from the tree, take photos, and ring the on-call Manager. You return at first light with a crane or winch and a second crew. That is a good call, not a failure.



	5
	Overhead lines and other services
Section 5 of 10  ·  About 2 minutes to read  ·  Everyone

	5.1	Storm damage often brings down or tangles electricity and phone lines. Treat every line as live. Overhead lines can kill without being touched, and fallen wires can make the ground, a wet tree or a fence live.



1. Keep at least 10 metres away from any fallen or damaged line, or any tree touching a line. Keep the public back too.
1. Ring 105 (England, Scotland and Wales) to report damaged power lines to the local network operator. Ring 999 if there is danger to life.
1. Never cut, climb, winch or move a tree that is touching or tangled in a power line. Only the network operator or its approved contractor does that.
1. Before felling, contact the owner of any overhead power line within twice the tree’s height to agree whether the line needs to be made dead (HSE chainsaw guidance).
1. Phone and broadband lines may carry low voltages and can be tangled with power lines. Report them to the line owner, and treat them as live until you know otherwise.
1. Uprooted root plates can damage underground cables and gas pipes. If you smell gas, move everyone away and ring the gas emergency line 0800 111 999. Do not use a saw, phone or vehicle engine near the smell.
	What this means for you
A spruce has come down across a garden. Its top is resting on the low-voltage line to the house and the lights are flickering. Do not touch the tree or go near the fence it is leaning on. Keep everyone 10 metres back, ring 105 and give the address and pole number if you can see it. Tell the office. We come back once the network operator says it is safe.



	6
	Roads, traffic management and emergency services
Section 6 of 10  ·  About 2 minutes to read  ·  Team Leaders and crews

	6.1	Many call-outs are on or next to a road. Traffic is one of the biggest risks to our crews.



1. If a tree blocks a road, tell the police (999 if it is dangerous, otherwise 101) and the highway authority: [council highways emergency number]. Only the police or authorised officers can close a road or direct traffic.
1. We only work on the highway with signs, lights and barriers set out by people trained to do so, following the Safety at Street Works and Road Works Code of Practice ("Red Book") and our traffic management plan [ref].
1. On fast roads (for example dual carriageways or roads with a speed limit of 50 mph or more) we do not set up our own traffic management. We work under the police, National Highways or the highway authority’s traffic management contractor.
1. Park vehicles with beacons on, in a safe position, and use them to protect the work area where possible. Everyone wears hi-vis clothing that meets the standard in our PPE assessment.
1. Never stand in a live lane. Keep a lookout for traffic if the road has not been closed.
Working with the emergency services
1. If the police, fire and rescue service or ambulance crew are on scene, they are in charge. Introduce yourself to the officer in charge, say who we are and what we can do, and follow their instructions and cordons.
1. Agree who is doing what. Tell them about any hazard they may not know about, such as tension in the stem or a line.
1. Do not start cutting until the officer in charge agrees, and tell them when you leave.
1. Record the incident or reference number and the officer’s name on the call-out log.

	7
	Night work, fatigue and working time
Section 7 of 10  ·  About 3 minutes to read  ·  Everyone on call, Managers

	7.1	Most accidents in emergency work happen when people are tired, cold and working in poor light. This section works with our fatigue rules in the Mental Health, Wellbeing and Fatigue Policy (ARB-POL-10).



Working in the dark
1. Our default is make safe at night, work in daylight. Night-time work is limited to what is needed to remove danger to life or clear an emergency route.
1. No climbing or felling in the dark unless [a Director] agrees, the risk assessment covers it, and the whole work area and drop zone are lit by site lighting (for example lighting towers or tripod floodlights).
1. Head torches are a back-up, not the main lighting, for any chainsaw work.
1. Increase exclusion zones at night. Use extra cordon lights and barriers so the public can see them.
1. Check the site again in daylight before the next stage of the job.
Fatigue and rest
	Rule
	What we do

	Fit to go
	Before accepting a call-out, ask yourself: have I had enough sleep? Have I been drinking? Am I on medication that makes me drowsy? If the answer is not a clear yes, say so. You will not be penalised.

	Longest shift
	Including travel, no more than [12] hours (ARB-POL-10). A call-out that runs past this needs the on-call Manager’s approval, a fresh crew where possible, and a plan to stop.

	Rest before the next shift
	At least 11 hours between shifts. If a call-out cuts into this, your start time next day moves back, or you get the rest you missed as soon as possible afterwards (compensatory rest).

	Breaks
	At least 20 minutes if the shift is over 6 hours. Hot drinks and food on long jobs. Warm up in the van.

	Weekly limits
	At least 24 hours off each week (or 48 hours each fortnight). No more than 48 hours a week on average unless you have opted out in writing.

	Driving
	Nobody drives home exhausted. A Manager arranges a lift, a colleague to drive, or a place to rest. Drivers’ hours rules may apply to goods vehicles (guidance box).

	Regular night work
	If someone regularly works at least 3 hours in the night period, they are a night worker. We offer a free health assessment and keep within the night work limits.



	What this means for you
You are called out at 11pm to a tree across a lane and finish at 3am. You were due in at 7am for a big reduction job. Tell the office. Your start time moves back so you get your rest, and someone else climbs in the morning. If you feel you cannot safely drive home at 3am, ring the on-call Manager. We will sort it.



	8
	Protected trees, wildlife and permissions
Section 8 of 10  ·  About 2 minutes to read  ·  Team Leaders and office

	8.1	Emergency does not mean the normal rules disappear. It means some rules allow urgent work to remove a danger, as long as we only do what is needed and keep evidence.



1. Tree Preservation Orders and conservation areas: in England, work on a protected tree without consent is allowed when it is urgently needed to remove an immediate risk of serious harm. Only do the work needed to remove the danger. Written notice must be given to the council as soon as practicable. The office does this: [who].
1. Felling licences: trees that are fully windblown and entirely on the ground, or trees in gardens, are usually exempt. A tree still standing at an angle may need a licence unless it is an immediate danger. It is our responsibility to prove an exception applies.
1. Nesting birds, bats and other wildlife: wildlife law still applies. Look for nests, roosts and badger setts before cutting. If you find one, do only the minimum needed to remove the danger and tell the office. See our Biosecurity Policy (ARB-POL-13) for cleaning kit between sites.
1. Keep evidence: date-stamped photos with something for scale, the location, why the tree was dangerous, and what was done. We keep these with the job record.
	What this means for you
A lime in a conservation area has split in the storm, and a large limb is hanging over the pavement outside a school. You remove the hanging limb and nothing else, take photos before and after, and note the time. The next morning the office emails the council tree officer with the photos. The rest of the work waits for the council’s agreement.



	9
	Call-out pay, customer charges and records
Section 9 of 10  ·  About 2 minutes to read  ·  Directors, office and on-call staff

	Call-out pay for staff



	Payment
	Rate

	On-call (standby) allowance
	[£ per day / per week] for being on the rota, whether or not you are called out.

	Call-out payment
	[£ per call-out], plus hours worked at [rate, e.g. time and a half / double time on Sundays and bank holidays].

	Minimum paid time
	[e.g. 2 hours] per call-out, including travel from home.

	Travel and meals
	[mileage / meal allowance on call-outs over X hours].



9.1	Call-out hours and payments are recorded on the call-out log and timesheets and paid [with the next monthly payroll]. Regular on-call and call-out payments may count towards holiday pay.
Charges to customers
1. We tell every customer our call-out charge and hourly or job rate before we attend, and record that they agreed: [call-out charge, e.g. £X for the first hour, then £Y per hour; higher rate overnight].
1. We never pressure customers or exploit an emergency. Prices are fair and the same for everyone in the same situation.
1. When a customer asks us to come out for urgent work, the usual 14-day cancellation right does not apply to the urgent work. Any extra work beyond making safe is quoted separately, with the normal rights.
1. We send a clear invoice with photos and a short report the customer can give to their insurer.
1. Take extra care with customers who may be vulnerable, for example elderly people living alone at night. Be patient, explain things simply, and involve a family member if they want.
After the call-out
	1
	Complete the call-out log (Appendix A) and dynamic risk assessment before you finish, or first thing next day.

	2
	Report any accident, near miss, damage or abuse straight away. The office decides whether it is reportable under RIDDOR.

	3
	Book the follow-up visit for the rest of the work.

	4
	Tell the office your finish time so rest and pay are recorded correctly.

	5
	After major storms, the Manager holds a short debrief with the crews: what went well, what we would change.




	10
	Training and review
Section 10 of 10  ·  About 1 minute to read  ·  Directors and Managers

	10.1	Everyone on the call-out rota is briefed on this policy before their first on-call week, and again in a storm-season toolbox talk each [October]. We record attendance.



10.2	On-call Team Leaders are trained in dynamic risk assessment, windblown trees, working near overhead lines, traffic management and working with the emergency services, as relevant to what they will do.
10.3	A Director reviews the call-out logs, hours, compensatory rest, incidents and customer feedback at least every 12 months and after every major storm. See "Review this policy sooner if…" at the end.
Who is responsible for what
	Who
	What they must do

	Directors
	Own this policy. Make sure there are enough trained people, kit, lighting and vehicles for emergency cover. Approve night climbing or felling. Review call-out records, hours and incidents every year and after major storms.

	On-call Manager
	Back up the on-call Team Leader 24/7. Triage calls, approve crews and extra resources, monitor lone workers, and stop work that is not safe. Plan rest after call-outs.

	Office
	Keep the rota, contact lists and ticket matrix up to date. Log calls, tell customers charges, and send crews the information they need. Give TPO notices and send invoices and reports.

	On-call Team Leader
	Answer calls, attend, carry out the dynamic risk assessment, lead the crew, liaise with the emergency services and complete records. Refuse or stop work that cannot be done safely.

	Everyone on call
	Be fit and contactable when on call. Follow the RAMS and this policy. Say if you are too tired. Report incidents and near misses.

	Subcontractors
	Only send competent people with the right tickets. Follow this policy, our RAMS and our Team Leader’s instructions on our jobs.



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

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

	On-call rotas, including swaps
	Office – kept for [2 years]
	☐

	Call-out logs (Appendix A) and dynamic risk assessments with photos
	Job file – each call-out
	☐

	Ticket matrix showing competence for windblown trees, aerial rescue, traffic management
	Training records (ARB-HR-014)
	☐

	Timesheets showing hours, rest and compensatory rest; night worker health assessment offers
	Payroll – monthly check
	☐

	Lone worker check-in records
	Office or app – each call-out
	☐

	TPO and conservation area notices sent after emergency work
	Job file
	☐

	Storm debriefs and annual review with actions
	Policy file – yearly
	☐




	A
	Appendix A: Emergency call-out log
Person taking the call, then the Team Leader  ·  About 10 minutes

	One log per call-out. Start it when the call comes in, and finish it before the crew signs off.



1. The call
	Date and time of call
	
	Taken by
	

	Caller name
	
	Phone
	

	Customer (if different)
	
	Job ref
	



	Address and location
	Include what3words or map pin, and access notes

	What has happened
	For example: oak down across drive, car trapped, no one hurt



	✓
	Check
	Details

	☐
	Anyone injured or trapped? (if yes, 999 first)
	

	☐
	Power or phone lines involved? (if power, 105 / 999)
	

	☐
	Road, footpath or railway blocked?
	

	☐
	Building or vehicle damaged?
	

	☐
	Tree may be protected (TPO or conservation area)?
	

	☐
	Call-out charge explained and agreed by the caller
	



	Priority (1 to 4)
	
	Agreed by (Manager)
	

	Crew sent
	
	Time left base
	



2. On site
	Time arrived
	
	Time left site
	

	Emergency services on scene
	
	Incident / ref number
	

	Officer in charge
	
	Highway authority told
	



	Work done on this visit
For example: limb removed from roof, drive cleared, cordon left in place.

	



	Work still to do and follow-up booked

	



	✓
	Check
	Notes

	☐
	Dynamic risk assessment completed (Appendix B)
	

	☐
	Before and after photos taken
	

	☐
	Customer told what was done and what happens next
	

	☐
	Any accident, near miss or damage reported
	

	☐
	Everyone’s finish time recorded for rest and pay
	



	
	Team Leader
	On-call Manager

	Name
	
	

	Signature
	
	

	Date
	
	




	B
	Appendix B: Emergency dynamic risk assessment card
Team Leader, on arrival  ·  About 5 to 10 minutes

	If anything in the right-hand column applies and cannot be controlled, do not start. Decide: go ahead, make safe only, or cordon off and return.



	Check
	Go ahead when…
	Stop and call the Manager if…

	Power and phone lines
	No lines within twice the tree height, or the line owner has confirmed it is dead.
	Any line is down, touching the tree, or within reach of the work.

	Road and traffic
	Road closed, or signs, lights and barriers set out by trained staff.
	Live traffic, fast road, or no traffic management available.

	The tree
	Tension and compression understood; cut plan agreed; root plate stable or secured.
	Part-blown tree still standing, root plate may tip back, or hung-up tree that cannot be brought down safely.

	Weather
	Wind below [our limit] and MEWP limits; no lightning.
	Wind rising, gusts, lightning or heavy snow.

	Light
	Daylight, or site lighting covers the whole work area and drop zone.
	Only head torches or vehicle lights. Climbing or felling in the dark without Director approval.

	Crew, kit and fatigue
	Enough competent people; rescue plan and kit ready; right machinery; everyone rested and within shift limits.
	Lone worker; no aerial rescuer; missing tickets or kit; anyone too tired, or the shift will pass [12] hours.

	Wildlife and protection
	No nests or roosts seen; TPO or CA status noted.
	Active nest, bat roost or sett in the work area.

	Property and public
	Only removing what is needed to stop further damage; cordon set and onlookers kept back.
	Structural damage where removal could make it worse (get a surveyor), or people cannot be kept out of the danger zone.



	Decision
	
	Controls agreed
	

	Rescue plan, A&E
	
	Crew briefed, time
	




	C
	Appendix C: On-call rota, contacts and lone worker escalation
Office  ·  Update every [4 weeks]

	On-call rota



	Week starting
	On-call Team Leader
	Second crew member
	On-call Manager
	Swaps agreed

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



Emergency contacts
	Who
	Number
	When

	Emergency services
	999
	Danger to life, injury, fire, a dangerous road, or live lines with danger to life.

	Police non-emergency
	101
	Road blocked but no immediate danger.

	Power cut or damaged power line
	105
	England, Scotland and Wales. Connects to the local network operator.

	Gas emergency
	0800 111 999
	Smell of gas or damaged gas pipe.

	Highway authority out of hours
	[number]
	Trees on the public road.

	Council tree officer
	[number / email]
	TPO or conservation area notice after urgent work.

	On-call Manager
	[number]
	Every call-out.

	Nearest A&E
	[hospital and address]
	Add to every call-out briefing.



Numbers correct at 26/09/2026. Check them at each review.
If a lone worker misses a check-in
	1
	Ring their mobile, then text. Try again after [5 minutes].

	2
	Ring the customer or site contact, if known, and ask if they can see our staff member.

	3
	If there is still no contact [15 minutes] after the missed check-in, send the nearest colleague or Manager to the site.

	4
	If you believe they may be injured, or you cannot get someone there quickly, ring 999 with the address and what they were doing.

	5
	Record what happened and review it the next working day.



		Policy statement
We will respond to emergencies quickly and professionally, without putting our people or the public at unnecessary risk. We will only send trained and fit crews, make sites safe before we make them tidy, and make sure everyone gets proper rest afterwards.



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

	Name
	

	Signature
	

	Date
	






Review this policy sooner if…
1. there is an accident, near miss or complaint linked to a call-out, or a major storm shows gaps in the plan;
1. the law or guidance changes (for example the new Street Works Code of Practice, working time or drivers’ hours rules, or new HSE or Arboricultural Association guidance);
1. your insurer, a client contract or a local authority changes its requirements;
1. you change office hours, rota patterns, call-out pay or charges; or
1. you start new types of emergency work, such as highways, rail or utility contracts.

Related documents
	Reference
	Document

	ARB-POL-10
	Mental Health, Wellbeing & Fatigue Policy (fatigue and working time rules)

	ARB-POL-14
	Business Continuity Policy and Plan (storm and surge playbook)

	ARB-POL-13
	Biosecurity Policy

	ARB-POL-12
	Anti-Bullying and Harassment Policy (abuse from customers or the public)

	ARB-POL-15
	Customer Care and Complaints Policy

	ARB-POL-19
	Subcontractor Selection and Monitoring Policy

	ARB-HR-001 / 014
	Contract of Employment (on-call terms); CPD Record (ticket matrix)

	[ref]
	Generic Risk Assessment for Arboriculture, RAMS, Lone Working and Traffic Management Plan



Document control
	Document
	Emergency Call-Out Policy (ARB-POL-17)

	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 (see the list above)



	Ver.
	Date
	Author
	Summary of changes

	1.0
	[DATE]
	[Initials]
	First edition created
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