[Insert Company Logo Here]	Quality Policy  |  [Company policy]
[COMPANY NAME]  –  POLICY
QUALITY POLICY
How we make sure every job is planned, done, checked and improved to the standard we agreed with the customer.
	Reference
	Version
	Date issued
	Review date

	ARB-POL-24
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it covers
	Our quality commitment and objectives, standards (including BS 3998), contract review, inspection and handover, feedback and complaints, non-conformance and corrective action, equipment and calibration, competence, audits, management review, suppliers and document control.

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

	The key rule
	Agree it clearly, do it right, check it, and fix the cause when something goes wrong.

	Who to contact
	[Quality lead / Director name and phone]

	Time to read
	About 25 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. No law requires a quality policy. It is expected by clients, tenders and accreditation schemes. Constructionline (Common Assessment Standard), CHAS, SafeContractor, NHSS 18 and the Arboricultural Association’s Approved Contractor scheme all look for documented quality arrangements and evidence that they work. Check each scheme’s current question set before assessment.
1. ISO 9001:2015 (Quality management systems – Requirements) is the version Appendix A maps to. Clause numbers 4 to 10 follow the ISO management system structure.
1. ISO 9001:2026 was published on 16 September 2026 (ISO). It keeps the same structure, and adds stronger requirements on leadership, quality culture and ethical behaviour, a clearer split between risks and opportunities, and change management. Certification bodies report a transition period of about 3 years for existing ISO 9001:2015 certificates. Check the exact deadline with your certification body.
1. BS 3998:2010 Tree work – Recommendations is the current version (BSI, checked 26/09/2026). BS 5837:2012 is current, with a revision expected in November 2026.
1. Linked law: LOLER 1998 thorough examinations (6 months for lifting people and lifting accessories, 12 months for other lifting equipment). Consumer Rights Act 2015 s49 (services with reasonable care and skill) for home customers. Tree protection law in ARB-POL-29.
1. Never claim certification you do not hold. Misleading claims in a tender can lead to exclusion, and misleading consumer claims are banned practices under the Digital Markets, Competition and Consumers Act 2024.
Coming changes to watch
1. ISO 9001:2026 transition. If you are certified, agree a transition audit date with your certification body. Update: Appendix A clause references, and add the new quality culture and ethics wording to Section 1.
1. November 2026 (expected): revised BS 5837. The draft is titled "Code of practice", and the revision panel received over 2,000 comments. Update: Section 3 and your development-site specifications once it is published.
1. Accreditation question sets. Constructionline, CHAS and SafeContractor update their questions from time to time. Update: the evidence table if they ask for something new.
Errors fixed from the original: the KPI list had a stray un-bulleted line; the audit evidence list started with a sentence formatted as a bullet; the standards list did not give the BS 3998 edition or say how to apply it; there was no ISO 9001 mapping, calibration, SMART objectives, logs, audit checklist or review agenda.
Sources: ISO news release on ISO 9001:2026 (16/09/2026); LRQA, SGS and DQS transition notes; BSI Knowledge (BS 3998:2010 status); Arboricultural Association "BS 5837: the revision"; BALI (NHSS 18); legislation.gov.uk.
Tailor it. Choose the ISO statement in Section 2. Set your own objectives and targets (Section 9). Name the quality lead. Check the list of services and standards matches what you really do. Fill in everything in [red], and delete this box before issue.
Arborella provides this template as documentation support. It is not technical arboricultural advice or certification advice. For ISO 9001 certification, speak to a UKAS-accredited certification body.



	If your business is larger (optional – delete if it does not apply)
Consider ISO 9001 certification by a UKAS-accredited certification body. Many frameworks and principal contractors ask for it on larger contracts.
Appoint a named quality manager, run a yearly internal audit programme covering every process and depot, and train internal auditors.
Integrate quality with ISO 14001 (environment) and ISO 45001 (health and safety) in one management system and one management review.
For work on the strategic road network, check whether you need NHSS 18 certification.



	This policy on one page
1. Agree the job clearly before we start: scope, specification, consents, timing and handover.
1. Do the work to the agreed specification, and to BS 3998:2010 for tree work.
1. Check the work before handover, and take before-and-after photos.
1. Something wrong? Stop, record it, fix it, and fix the cause. Log it in the non-conformance log.
1. Only competent people and inspected, in-date equipment on our jobs.
1. We measure, audit and review quality every year, and everyone’s ideas count.



	1
	Our quality commitment
Section 1 of 10  ·  About 2 minutes to read  ·  Everyone

	1.1	We are committed to delivering tree surgery, vegetation management, stump grinding, grounds maintenance and related services that meet what we agreed with the customer, the contract, the law and recognised industry standards, every time.



1.2	Quality is not something we check at the end. It comes from competent people, clear specifications, good planning, the right kit, good supervision, accurate records, and a culture where people speak up early when something is not right.
1.3	The Directors lead this. They provide the people, time, equipment and systems we need, and they review how well it is working. We monitor performance, investigate failures, act on customer feedback and keep improving.
	Our quality policy statement
[COMPANY NAME] will understand and agree each customer’s requirements before work starts; do the work safely, lawfully and to the agreed specification, including BS 3998:2010 for tree work; use competent people and well-maintained equipment; check our work and put problems right quickly; learn from complaints, defects and audits; set measurable quality objectives and review them at least every year; and continually improve our quality management system.



What we promise to do
1. Understand and agree the customer’s requirements before accepting work.
1. Meet legal, regulatory, contract and client-specific requirements.
1. Work to recognised arboricultural and industry standards for each task.
1. Use competent people with the right training, qualifications, knowledge and experience.
1. Provide enough people, plant, equipment, information and time to do the job properly.
1. Plan and brief work so every team knows the specification and the finish standard.
1. Check work at sensible stages, and before handover where practicable.
1. Record and investigate defects, complaints, non-conformances and repeat problems, using root-cause analysis where it helps, and check that the fix worked.
1. Monitor suppliers and subcontractors whose work affects ours.
1. Set measurable quality objectives and review progress.
1. Use customer feedback, audits, inspections and trends to keep improving.

	2
	Purpose, scope and our quality system
Section 2 of 10  ·  About 2 minutes to read  ·  Everyone, Managers

	2.1	This policy sets out how we plan, control, check, review and improve quality across the business. It makes sure everyone knows their part, and that we can prove it with records.



1. Prevent or reduce poor work, defects, rework, avoidable complaints and service failures.
1. Make sure customer requirements are understood before work begins, and that changes are controlled.
1. Give one consistent way to handle inspections, non-conformances, complaints and corrective action.
1. Keep evidence of competence, communication, monitoring and improvement.
1. Support tenders, client pre-qualification, Constructionline (Common Assessment Standard), CHAS, SafeContractor and Arboricultural Association assessments.
2.2	It applies to all work done by us or on our behalf, from every location we work from. It applies to Directors, Managers, Team Leaders, employees, agency workers, labour-only workers, consultants and subcontractors, as far as their work affects the quality of our service.
The work it covers includes, where we do it:
1. tree pruning, felling, dismantling and aerial tree work;
1. vegetation management, site clearance, mulching and related work;
1. stump grinding and reinstatement;
1. hedge cutting, grounds maintenance and landscaping;
1. arboricultural surveys, tree reports and advice (where we are competent to give it);
1. Tree Preservation Order (TPO) applications and liaison with the council (ARB-POL-29);
1. ecological and environmental care linked to tree and vegetation work;
1. contract, project and work-order management;
1. buying, subcontracting, plant and equipment; and
1. yard, depot, stores and office work that affects the service.
	ISO 9001 – what we can and cannot say
[Choose one and delete the other:]
[We are not certified to ISO 9001. Our quality management system is built on ISO 9001:2015 principles (customer focus, leadership, process control, evidence-based decisions and continual improvement). Appendix A shows how it maps to the standard.]
[We are certified to ISO 9001:2015 by [certification body, UKAS-accredited], certificate number [number], scope [scope], valid until [date].]
Never describe the business as "ISO 9001 compliant", "ISO certified" or "working to ISO 9001" in a tender unless it is true and you can prove it.



	What this means for you
A council tender asks: "Do you hold ISO 9001?" If we do not, the honest answer is "No. We operate a documented quality management system based on ISO 9001 principles. Our Quality Policy, objectives, complaints log, non-conformance log and last management review are attached." That scores better than a vague claim, and it is true.



	3
	Standards we work to, including BS 3998
Section 3 of 10  ·  About 3 minutes to read  ·  Estimators, Team Leaders, crews

	3.1	We plan and deliver each job to the requirements that apply to it. These can include the law, client specifications, planning or consent conditions, British Standards and recognised industry guidance.



	Standard or requirement
	When it applies

	BS 3998:2010 Tree work – Recommendations
	All pruning and tree work, unless the client specifies something else. It is the standard councils and consultants normally write into TPO consents and specifications.

	BS 5837:2012 Trees in relation to design, demolition and construction
	Work on or near development sites: tree protection fencing, root protection areas and arboricultural method statements. We follow the consultant’s report. We do not write BS 5837 reports unless we are competent to (ARB-POL-29).

	Arboricultural Association guidance and good practice
	All tree work, including the AA Safety Guides and technical guidance.

	National Highway Sector Scheme 18 (NHSS 18)
	Landscape and tree work on the strategic road network, where the client requires it.

	Traffic management rules
	Work on or next to a road or footway: the highway authority’s permit or licence, and the right traffic management training and scheme.

	Tree protection law
	TPOs, conservation areas, felling licences, hedgerows, planning conditions and restrictive covenants (ARB-POL-29).

	Health, safety, environment and wildlife law
	Every job (Health and Safety Policy ARB-POL-01, Biosecurity Policy ARB-POL-13, Environmental Aspects Register ARB-ENV-01).

	Client specifications and contracts
	Framework requirements, service levels, permits and work orders.



Working to BS 3998 in practice
1. Specify it clearly. Quotes and work orders describe the work in measurable terms, for example "reduce the height by about 2 metres and the lateral spread by about 1.5 metres, to BS 3998:2010, leaving a natural shape". Avoid vague words like "trim" or "tidy up".
1. Cut properly. Use correct pruning cuts at suitable growth points. No flush cuts, no stubs, no torn bark, and no topping unless it is a planned, specified operation such as pollarding.
1. Think about timing. Consider species, the season, nesting birds and bats, and any consent conditions before setting a date.
1. Record it. Take before-and-after photos for all specified pruning, and note anything that changed on the day.
1. Buy the standard. Keep a current copy of BS 3998:2010 in the office for estimators and Team Leaders. Standards are copyright: do not photocopy them into job packs.
3.2	If requirements conflict or are unclear, stop and ask the relevant Manager before work goes ahead. Legal and contract requirements come before convenience.
	What this means for you
The consent for a TPO lime says "crown reduce by no more than 2 metres, to BS 3998". The customer asks the crew to "take a bit more off the top while you are up there". The Team Leader says no, explains the consent limit and rings the office. Going beyond the consent is a criminal offence as well as a quality failure.




	4
	Before work starts: contract review and planning
Section 4 of 10  ·  About 3 minutes to read  ·  Office, estimators, Managers, Team Leaders

	4.1	Quality starts before we mobilise. We review every enquiry, quote, tender, work order and specification so we understand what is being asked and know we can deliver it.



Before accepting or starting work, the responsible person confirms, in proportion to the job:
	✓
	Check
	Notes

	☐
	Scope, location, quantities and the outcome the customer wants
	

	☐
	Drawings, tree schedules, specifications, standards and client instructions
	

	☐
	Access limits, working hours, permits, consents (TPO, conservation area, felling licence) and site rules
	

	☐
	Completion dates, programme limits and anything that depends on other people
	

	☐
	Inspection, reporting, photo, certificate or handover requirements
	

	☐
	People, competence, equipment and any specialist subcontractors needed
	

	☐
	Assumptions, exclusions and anything unclear that needs asking
	



4.2	Changes and variations are agreed with the customer’s authorised representative before we do them, where practicable. We record the reason, the instruction, the cost and time effect and the revised scope, in a way that suits the contract (a variation order, an email, or a text for a small domestic job).
Controls while we plan and deliver
1. Clear specifications, tree schedules, method statements or job packs where needed.
1. Competence and certificate checks for specialist tasks.
1. Site-specific risk assessment and a pre-start briefing.
1. Pre-start confirmation of access, constraints, permits and customer requirements.
1. Supervision by Team Leaders and Managers, in proportion to the job.
1. Suitable, inspected and maintained plant, equipment and tools (Section 7).
1. Checks at key stages, especially where a defect would be hard to fix later (for example before stump grindings are backfilled and turfed).
1. Protection of the client’s property, retained trees, habitats, surfaces, services and completed work, including ground protection and root protection areas.
1. Photos, worksheets, inspection forms or digital records where specified.
	What this means for you
A housing association sends a schedule of 40 street-side trees with a two-week window. Before accepting, the office checks the schedule against the map, finds three trees are in a conservation area and one has a TPO, and spots that the programme clashes with a road closure. The office raises these in writing before accepting. That one email prevents three possible offences and a wasted day.



	5
	Checking the work and handing over
Section 5 of 10  ·  About 2 minutes to read  ·  Team Leaders, Managers

	5.1	Checks match the risk, complexity and contract importance of the work. They may be done by the Team Leader, a Manager, a competent specialist or the customer’s representative.



Completion checks include:
1. the work matches the agreed specification and the relevant standard;
1. no obvious defects, avoidable damage or unfinished items remain;
1. arisings, chip, logs and waste have been dealt with as agreed;
1. the site is left as agreed, and any reinstatement is complete;
1. the documents, photos, reports, certificates or records the customer needs have been supplied; and
1. variations and outstanding items have been explained and recorded.
5.2	The Team Leader completes the site sign-off with the customer (see the arrival and tidy-up checklist in ARB-POL-15, Appendix A). If the customer is out, we take dated photos and the office follows up.
5.3	If the customer finds a defect or unfinished item, it is a quality issue. We deal with it through the corrective action process in Section 6.

	6
	Customer feedback, complaints and non-conformance
Section 6 of 10  ·  About 4 minutes to read  ·  Everyone, office, Managers

	6.1	This section covers how we listen to customers, and what we do when work does not meet the standard we agreed.



Customer feedback
6.2	Feedback tells us how good our service really is. We record positive and negative feedback and use it to spot trends, repeat good practice and improve.
1. We ask for feedback after [every job / every contract milestone], for example a short text or email survey, or a review invitation sent to every customer.
1. We record compliments as well as complaints, and share them with the crew.
1. Complaints are handled under our Customer Care and Complaints Policy (ARB-POL-15): acknowledged within [2 working days] and resolved within [10 working days] where possible, with every complaint in the complaints log. Where a contract sets different response times, we follow the contract.
What is a non-conformance?
6.3	A non-conformance is any work, service, process, record or outcome that does not meet an agreed requirement, specification, procedure or standard. We can find one during the work, at inspection, audit or handover, from customer feedback, or when checking paperwork.
	Examples in our work
	Type

	A reduction left with stubs and torn bark, or more taken off than specified
	Workmanship

	A stump ground to 150 mm when the quote said 300 mm below ground
	Specification

	Work started on a conservation area tree before the 6-week notice ended
	Legal / consent

	A chipper used with an overdue inspection, or a LOLER examination missed
	Equipment

	A job pack with the wrong address, or an out-of-date risk assessment used
	Document control

	A subcontractor sends a climber whose certificates we have not checked
	Supplier / subcontractor



What we do about it
	1
	Stop or contain. Stop or isolate the affected work if needed. Make it safe. Prevent more damage.

	2
	Record it in the non-conformance and corrective action log (Appendix B), with photos or other evidence.

	3
	Assess how serious it is: the effect on the customer, safety, environment, programme and cost.

	4
	Correct it. Put the immediate problem right or agree an authorised concession or alternative with the customer.

	5
	Find the root cause for significant, repeat or system failures. Ask "why?" until you reach something you can change (for example training, the quote template or the briefing).

	6
	Act on the cause. Give each corrective action an owner and a target date, and tell the people affected.

	7
	Check it worked before closing the record. Escalate overdue, repeat or major issues to a Director.



6.4	Corrective action fixes the cause, not just the visible symptom. Where trends or near misses show a real risk of a future problem, we can take preventive action too.
	What this means for you
Two customers in a month complain that stump holes sank after a few weeks. The quick fix is to go back and top them up. The root cause is that the crew was not compacting the grindings in layers, and the quote did not say whether we would import topsoil. The corrective action is a two-minute toolbox talk, a change to the quote template, and a check on the next five stump jobs. That goes in the log, and it is checked before closing.



	7
	Equipment, inspection and calibration
Section 7 of 10  ·  About 2 minutes to read  ·  Managers, Team Leaders, workshop

	7.1	Poor or faulty kit causes poor and unsafe work. All plant, tools and equipment are suitable, inspected, maintained and recorded.



1. Every item is on the Register of Equipment (ARB-EQ-012), with its inspection, service and examination dates.
1. Operators do pre-use and weekly checks using the ARB-EQ inspection forms: chainsaws (ARB-EQ-001), chippers (002), stump grinders (003), brushcutters (004), hedge trimmers (005), ladders (006), rigging (007), trailers (008), vehicles (009), climbing kit and PPE (010) and loaders (011).
1. Defects are reported on the Equipment Defect Report (ARB-EQ-000), and faulty kit is taken out of use with a Do Not Use tag (ARB-EQ-013) until it is repaired and checked.
1. LOLER thorough examinations are done by a competent person: every 6 months for climbing kit and lifting accessories, every 12 months for other lifting equipment, or in line with an examination scheme.
Measuring equipment
7.2	Some of our work depends on measurements. Where a measurement matters to the result or to the customer, the tool must be fit for purpose and, where needed, calibrated or checked against a known standard, with the result recorded on the register.
	Examples
	How we keep it accurate

	Diameter tapes, clinometers, laser rangefinders (tree surveys and TPO applications)
	Check against a known length or height at least [yearly]. Replace damaged tapes.

	Decay detection tools, moisture meters (surveys and reports)
	Calibrate or service in line with the maker’s instructions.

	Torque wrenches (wheel nuts on trailers, chippers and grinders)
	Calibrate at the interval the maker recommends, or at least [yearly].

	Tyre pressure gauges, noise and vibration meters
	Check or calibrate as the maker recommends. Record the date.

	Pesticide application equipment (grounds maintenance)
	Calibrate before use and follow the current testing rules for the type of sprayer.



7.3	If a measuring tool is found to be out of calibration, we check whether earlier work that relied on it is affected and record a non-conformance if it is.

	8
	People: training, competence and communication
Section 8 of 10  ·  About 3 minutes to read  ·  Managers, Team Leaders

	8.1	Only competent people do tasks that need specific knowledge, qualifications or experience. A certificate on its own is not enough: people also need suitable experience, supervision and understanding of the task.



Quality training and information includes:
1. induction to our standards, policies, reporting routes and customer expectations (ARB-HR-006, ARB-HR-009);
1. task-specific instruction, for example NPTC (City & Guilds) or Lantra certificates for each machine and task, and technical updates;
1. toolbox talks and pre-start briefings;
1. client or contract specifications and service standards;
1. lessons learned from complaints, defects, audits and non-conformances;
1. training when the law, standards, equipment or methods change; and
1. coaching, mentoring or closer supervision where performance shows a need.
8.2	We keep training and competence records (for example the CPD Record, ARB-HR-014). Managers review competence needs when work changes, new services start, performance concerns come up, or qualifications are due for renewal.
Communicating quality
8.3	People can only follow quality arrangements they understand. We share this policy and our procedures through inductions, toolbox talks, pre-start briefings, job packs and method statements, management meetings, and email, apps, noticeboards or document portals.
8.4	After a significant complaint, audit finding or procedure change, we give targeted briefings. Where a change affects how work must be done, the people affected are briefed before the new way is relied on.
Stop and ask
8.5	Nobody is expected to carry on with work they reasonably believe will cause a serious breach of specification, significant avoidable damage, unlawful work or a clearly poor result. Make it safe, stop, and ask the Team Leader or Manager. This works alongside, and does not replace, our health and safety stop-work arrangements.
	What this means for you
A new groundsperson notices that the stump grinder is heading for a stump inside a fenced root protection area marked on the site plan. They shout "stop" and point to the fence. The Team Leader checks the plan: the stump is to be cut flush, not ground. Nobody gets told off for stopping the job. Speaking up is exactly what we want.



	9
	Objectives, audits and management review
Section 9 of 10  ·  About 4 minutes to read  ·  Directors, Managers

	9.1	This section explains how we measure quality, check the system is followed, and review it as a business.



Quality objectives
9.2	The Directors set measurable quality objectives that suit our size, risks and contracts. We review them at least every year and change them if performance or priorities change. Objectives are SMART: Specific, Measurable, Achievable, Relevant and Time-bound.
	Objective (example – set your own)
	Measure and target
	Owner
	Check

	Fewer justified complaints
	Fewer than [2] justified complaints per [100] jobs in [2026/27], from the complaints log
	[Office Manager]
	Monthly

	Quotes out on time
	[95]% of quotes sent within [1 working day] of the site visit
	[Estimator]
	Monthly

	Right first time
	Return visits for rework under [3]% of completed jobs by [31/03/2027]
	[Operations Manager]
	Monthly

	Pruning to BS 3998 evidenced
	100% of specified pruning jobs have before-and-after photos in the job file (sample of [10] jobs a month)
	[Team Leaders]
	Monthly

	Corrective actions closed
	[90]% of corrective actions closed by their target date
	[Director]
	Quarterly

	Equipment in date
	100% of items on ARB-EQ-012 have in-date inspections and examinations at each monthly check
	[Workshop lead]
	Monthly

	Protected tree checks
	100% of jobs have a recorded TPO and conservation area check before work (ARB-POL-29)
	[Office]
	Monthly

	Customer satisfaction
	Average score of at least [4.5 out of 5] from post-job surveys, with at least [20]% responding
	[Office Manager]
	Quarterly



9.3	Other useful measures: on-time completion, internal audit findings, subcontractor quality issues, training completion, and repeat business. If a target is missed, the owner looks at the cause and the action needed, and whether the target or the control is still right.
Internal audits and site quality inspections
9.4	We check regularly that our arrangements are being followed and that they work. How often and how deep depends on our size, contract requirements, previous findings and risk. Every part of this policy is audited at least once a year (use Appendix C).
1. site and work inspections against job specifications and finish standards;
1. checks of job packs, worksheets, photos and completion records;
1. review of the complaints and non-conformance logs;
1. checks of training, competence and subcontractor evidence;
1. document control checks; and
1. focused audits after repeated defects, client concerns or big changes.
9.5	Auditors should not audit their own work where we can avoid it. In a small firm, a Director can audit the office and a Manager the site work, or you can use an external auditor. Findings are recorded, and actions assigned, tracked and closed. Significant or repeat findings go to management review.
Management review
9.6	The Directors review how well the quality system is working at least once a year, and sooner after a significant event or change. It can be part of a wider business review, as long as quality is clearly covered and minuted. Use the agenda in Appendix D.
1. Inputs: progress on objectives and KPIs; customer feedback and complaints; defects, non-conformances and corrective actions; audit and inspection findings; supplier and subcontractor performance; training and resources; changes in law, standards, contracts or clients; whether earlier actions worked; and risks, opportunities and trends.
1. Outputs: decisions and actions, with owners, dates and resources, and any changes to objectives, procedures, training or controls. We keep the minutes.
	What this means for you
At the yearly review, the Directors see that most complaints are about mess left on drives after chipping, not about the tree work itself. They set a new objective, buy a second leaf blower for each crew, and add "drive swept and blown" to the sign-off. Six months later, the complaints log shows whether it worked.




	10
	Suppliers, documents, change and improvement
Section 10 of 10  ·  About 3 minutes to read  ·  Office, Managers, Directors

	10.1	This section covers four things that keep the quality system working: the people we buy from, our documents, how we manage change, and how we keep improving.



Suppliers and subcontractors
10.2	Suppliers and subcontractors whose products or services affect our quality are chosen and monitored under our Subcontractor Selection and Monitoring Policy (ARB-POL-19). In short:
1. check competence, qualifications, experience, references or certificates where relevant;
1. make the scope and quality requirements clear before they start, using a purchase order, work order or written instruction;
1. monitor delivery, workmanship, paperwork and reliability, and record significant defects, repeat failures or complaints;
1. ask for corrective action when standards are not met, and suspend or stop using them if the risk is unacceptable; and
1. review important or regular suppliers and subcontractors at least yearly.
10.3	Using a subcontractor does not remove our responsibility for the quality of work done in our name.
Document and record control
10.4	Documents and records that manage quality must be identifiable, current, available to the people who need them, and protected from unauthorised change or loss.
1. Every controlled document has a reference, version, issue date, review date and approver (see the document control table at the end of each of our documents).
1. We keep a document register listing every controlled document and its current version.
1. Superseded versions are removed from use, or clearly marked, so nobody works from an old risk assessment or form. Printed copies are "not controlled when printed".
1. Controlled information includes policies, procedures and work instructions; quotes, contracts, work orders and specifications; risk assessments, method statements and job packs; inspection, audit and completion records; photos and reports; training records; complaints and feedback; non-conformance and corrective action records; supplier and subcontractor assessments; and management review minutes and objectives.
1. Retention periods reflect legal, contract, insurance and accreditation needs. For job and contract records we keep [6 years] after completion as a minimum (a claim under a simple contract can usually be brought for 6 years), or longer if the contract says so.
Managing change
10.5	Before a change that could affect quality, the responsible Manager considers what else needs updating: documents, training, competence, resources, inspections, supplier controls or customer communications. Examples: a new service, a big contract, new equipment or software, new client specifications, changes to the team or key people, or changes to the law or standards.
Continual improvement
1. Fix immediate problems promptly.
1. Look for repeat themes and root causes.
1. Change processes, forms, specifications or training where justified.
1. Share learning with the teams affected.
1. Check the improvement has worked.
1. Roll successful changes out across similar jobs and contracts.
10.6	Ideas can come from audits, feedback, near misses, defects, staff suggestions, supplier performance, new technology or new industry guidance. Everyone’s ideas count.
Review this policy sooner if…
1. there is a significant quality failure, a major complaint, or a pattern of non-conformances;
1. we decide to seek ISO 9001 certification, or move to ISO 9001:2026 (see "Coming changes to watch");
1. BS 3998 or BS 5837 is revised (BS 5837 is expected in November 2026);
1. we add a new service, win a significant contract, or a client or accreditation body changes its requirements; or
1. the business changes significantly, for example a new depot, new Directors or a merger.
Who is responsible for what
	Who
	What they must do

	Directors
	Hold overall responsibility for quality and the quality system. Approve this policy and review it yearly. Set and approve objectives. Provide competent resources. Review significant complaints, repeat non-conformances and major corrective actions. Lead management review. Build a culture where poor quality is challenged and concerns can be raised without fear.

	Managers
	Run the quality system in their area. Turn requirements into plans, specifications and instructions. Make sure people and subcontractors are competent. Monitor performance and arrange inspections. Investigate complaints, defects and non-conformances. Assign and track corrective actions to completion. Review trends. Keep documents and records controlled.

	Team Leaders
	Brief the team on scope, specification and finish standard before work starts. Check the team has the right information, equipment and competence. Monitor workmanship. Stop, correct or escalate work that is off-specification. Complete site records, checks, photos and sign-offs accurately. Report defects, variations, customer concerns and ideas promptly.

	Everyone
	Follow specifications, procedures, briefings and reasonable instructions. Use equipment correctly and protect property and finished work. Never hide defects or changes from the specification. Ask when unsure. Report concerns, mistakes and ideas. Take part in training, briefings and corrective actions.

	Subcontractors and agency workers
	Meet the same standards on our jobs. Follow the Team Leader’s instructions and the work order. Report defects and problems to us straight away. Put right defects in their work.



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

	Signed, dated Quality Policy and yearly review record
	Policy file – yearly
	☐

	Quality objectives and KPI results
	Management review file – monthly or quarterly
	☐

	Complaints log and examples of completed investigations (ARB-POL-15)
	Office – reviewed monthly
	☐

	Non-conformance and corrective action log (Appendix B)
	Office – reviewed monthly
	☐

	Site quality inspections, sign-offs and before-and-after photos
	Job files
	☐

	Internal audit records and close-out of actions (Appendix C)
	Quality file – at least yearly
	☐

	Management review minutes and actions (Appendix D)
	Quality file – yearly
	☐

	Training, competence and briefing records (ARB-HR-014, toolbox talk sign-ins)
	Training records
	☐

	Subcontractor and supplier assessments and monitoring (ARB-POL-19)
	Subcontractor file
	☐

	Equipment register, inspections and calibration records (ARB-EQ-012)
	Workshop / office – monthly check
	☐

	Customer feedback and satisfaction results
	Office – quarterly
	☐

	Document register and version control records
	Office – checked at audit
	☐



Where a particular record does not exist but another proportionate record gives the same evidence, that is acceptable. But you must be able to show every important control working during a client, accreditation or internal review.

	A
	Appendix A: How this policy maps to ISO 9001:2015
For Directors and auditors  ·  Reference only

	ISO 9001:2026 keeps the same clause structure (4 to 10). When you move to it, check the sub-clause numbers, especially 5.1 (leadership and quality culture) and 6.1 (risks and opportunities). This mapping does not mean the business is certified.
	ISO 9001:2015 clause
	What it asks for, in plain English
	Where we cover it

	4.1 – 4.2 Context and interested parties
	Know what affects the business and what customers, clients and regulators need.
	Sections 2 and 3. Risk Management Policy (ARB-POL-02).

	4.3 – 4.4 Scope and processes
	Say what the system covers and how the main processes link.
	Section 2 (scope). Sections 4 to 10 (processes).

	5.1 Leadership and commitment
	Top management leads quality and provides resources.
	Section 1. Roles table (Directors).






	ISO 9001:2015 clause
	What it asks for, in plain English
	Where we cover it

	5.2 Quality policy
	A policy that fits the business, commits to requirements and improvement, and is communicated.
	Section 1 statement. Signed policy statement.

	5.3 Roles and responsibilities
	Everyone knows their quality role.
	Roles table.

	6.1 Risks and opportunities
	Plan for what could go wrong and what could go better.
	Section 4 (contract review). ARB-POL-02.

	6.2 Quality objectives
	Measurable objectives with owners, resources and dates.
	Section 9 objectives table.

	6.3 Planning of changes
	Plan changes to the system in a controlled way.
	Section 10 (managing change).

	7.1 Resources, including 7.1.5 measuring equipment
	People, equipment, work environment, calibrated measuring tools, and knowledge.
	Section 7. ARB-EQ-012 register.

	7.2 – 7.3 Competence and awareness
	People are competent and know the policy and their part.
	Section 8. ARB-HR-006, 009, 014.

	7.4 Communication
	Decide what to communicate, when and how.
	Section 8 (communicating quality).

	7.5 Documented information
	Control documents and records.
	Section 10 (document control).

	8.1 Operational planning and control
	Plan and control the work.
	Section 4.

	8.2 Requirements for products and services
	Talk to customers, confirm requirements, review before accepting, control changes.
	Section 4. ARB-POL-15 (quotes).

	8.3 Design and development
	Only if we design things.
	[Not applicable, or: tree reports, planting and landscape design – describe]

	8.4 Externally provided processes
	Control suppliers and subcontractors.
	Section 10. ARB-POL-19.

	8.5 Production and service provision
	Controlled conditions, customer property, changes during the work.
	Sections 3, 4 and 7.

	8.6 Release of products and services
	Check before handover.
	Section 5.

	8.7 Control of nonconforming outputs
	Stop, contain and deal with non-conforming work.
	Section 6. Appendix B.

	9.1 Monitoring, customer satisfaction, analysis
	Measure performance and customer satisfaction.
	Sections 6 and 9.

	9.2 Internal audit
	Planned audits of the whole system.
	Section 9. Appendix C.

	9.3 Management review
	Top management reviews the system.
	Section 9. Appendix D.

	10.1 – 10.3 Improvement, nonconformity and corrective action
	Fix problems and their causes, and keep improving.
	Sections 6 and 10. Appendix B.




	B
	Appendix B: Non-conformance and corrective action log
Office and Managers  ·  One row per issue  ·  Reviewed monthly

	Record every non-conformance, whether it came from a customer, a site check, an audit or the office. Keep entries factual. Only close a row when the fix has been checked. Keep the log for [6 years].
Type codes: W = workmanship  ·  S = specification  ·  L = legal or consent  ·  E = equipment  ·  D = documents  ·  SC = supplier or subcontractor  ·  C = customer complaint
	Ref and date
	Job / source
	What went wrong (type code)
	Quick fix
	Root cause
	Corrective action, owner, due date
	Checked it worked and closed (who, date)

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	








	C
	Appendix C: Internal audit checklist
Auditor (not auditing their own work)  ·  About 2 to 3 hours  ·  At least yearly

		Auditor
	
	Date
	

	Areas / sites audited
	
	Jobs sampled
	



For each line, look at real records: pick at least [5] recent jobs. Tick if it meets the requirement. Note any finding and give it a reference in the non-conformance log (Appendix B).



	✓
	Check
	Finding / NC ref

	Leadership and objectives

	☐
	Quality Policy signed, dated and reviewed in the last 12 months
	

	☐
	Objectives set, measured and reported as planned
	

	☐
	Last management review held and actions followed up
	

	Before work starts

	☐
	Quotes and work orders describe the work in measurable terms (BS 3998 where relevant)
	

	☐
	Contract review done for sampled jobs (scope, consents, access, programme)
	

	☐
	TPO and conservation area checks recorded before work (ARB-POL-29)
	

	☐
	Variations agreed and recorded before the extra work was done
	

	On site and handover

	☐
	Risk assessments and pre-start briefings recorded
	

	☐
	Before-and-after photos and sign-offs in the job files
	

	☐
	A site visit shows the work matches the specification and finish standard
	

	Problems and feedback

	☐
	Complaints logged, acknowledged and closed within target (ARB-POL-15)
	

	☐
	Non-conformances logged, with root cause and checked corrective actions
	

	☐
	Customer feedback collected and reviewed
	

	People, kit, suppliers and documents

	☐
	Competence records in date for the people on sampled jobs
	

	☐
	Equipment register up to date; inspections, LOLER and calibration in date
	

	☐
	Defective kit tagged and recorded (ARB-EQ-000, ARB-EQ-013)
	

	☐
	Subcontractors on sampled jobs approved and monitored (ARB-POL-19)
	

	☐
	Documents in use are the current versions (check the document register)
	



	Summary of findings
	

	Good practice seen
	

	Auditor signature and date
	

	Director sign-off and date
	




	D
	Appendix D: Management review agenda and record
Directors and Managers  ·  About 1 to 2 hours  ·  At least yearly

		Date
	
	Chair
	

	Attendees
	
	Period reviewed
	



	#
	Agenda item
	Notes, decisions and actions (owner, date)

	1
	Actions from the last review: done? did they work?
	

	2
	Quality objectives and KPIs: results against targets
	

	3
	Customer feedback, satisfaction and complaints: trends
	

	4
	Non-conformances, rework and corrective actions: trends and overdue actions
	

	5
	Internal audit and site inspection findings
	

	6
	Supplier and subcontractor performance
	

	7
	Training, competence, people and equipment: is it enough?
	

	8
	Changes in law, standards, contracts, clients or accreditation (for example ISO 9001:2026, BS 5837)
	

	9
	Risks and opportunities for quality
	

	10
	Is this policy still suitable, adequate and effective? Changes needed?
	

	11
	New objectives, resources and improvement actions for the next year
	

	
	Chair signature and date
	

	
	Next review due
	







	Policy statement
We are committed to delivering tree and grounds work that meets our customers’ requirements, the law and recognised standards, and to continually improving how we work. The Directors will provide the leadership and resources to make this happen.
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-15
	Customer Care and Complaints Policy

	ARB-POL-19
	Subcontractor Selection and Monitoring Policy

	ARB-POL-29
	Tree Protection Policy

	ARB-POL-01 / 02
	Health and Safety Policy; Risk Management Policy

	ARB-POL-13 / ARB-ENV-01
	Biosecurity Policy; Environmental Aspects and Impacts Register

	ARB-EQ-012 / 000 / 013
	Register of Equipment; Equipment Defect Report; Do Not Use Tags

	ARB-EQ-001 to 011
	Equipment inspection forms

	ARB-HR-006 / 009 / 014
	Employee Induction; Technical Induction; CPD Record

	[ref]
	Document register; quote and work order templates



Document control
	Document
	Quality Policy (ARB-POL-24)

	Owner
	Company Director

	Approved by
	[Name, role]

	Status
	Controlled template – Live once approved

	Review
	At least every 12 months, and sooner if any trigger in Section 10 happens



	Ver.
	Date
	Author
	Summary of changes

	1.0
	[DATE]
	[Initials]
	First edition created
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