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T h is  C o d e  o f P r a c tic e  is  ma n d a to r y  fo r  a ll P r o p e r ty  O mb u d s ma n  (T P O ) Me mb e r s  wh o  a r e  e n t it le d  t o  d is p la y
t h e  a b o v e  T P O  a n d  ‘A p p r o v e d  C o d e ’ lo g o s  a n d  wh o  e n g a g e  in  e s t a t e  a g e n c y  wo r k  in  E n g la n d , Wa le s  a n d
No r t h e r n  Ir e la n d . C o p ie s  o f  t h is  C o d e  o f  P r a c t ic e  a n d  t h e  T P O  C o n s u me r  G u id e  s h o u ld  b e  ma d e  a v a ila b le
to  c o n s u me r s . Y o u  s h o u ld  p r o min e n t ly  d is p la y  t h e  lo g o s  in  t h e  win d o w o f a ll y o u r  o f f ic e s , y o u r  we b s it e (s ),
y o u r  le t t e r h e a d s  (in c lu d in g  e ma ils  a n d  o t h e r  d ig it a l c o mmu n ic a t io n s ) a n d  y o u r  ma r k e t in g  ma te r ia l.

T h is  C o d e  c o mp r is e s  o f two  e le me n ts :

• Be s t P r a c tic e  -  s ta n d a r d s  s e t a b o v e  th e  min imu m le v e l r e q u ir e d  b y  la w.

• L e g a l Ob lig a tio n s  -  s ta n d a r d s  s e t b y  la w.

T P O Me mb e r s  a r e  e x p e c te d  to  c o n d u c t th e ir  b u s in e s s  p r a c tic e s  in - lin e  with  b o th  e le me n ts  o f th e  C o d e , a s  s u c h , th e  C o d e  in te n tio n a lly
d o e s  n o t d iffe r e n tia te  b e twe e n  th e  two  e le me n ts . In  lin e  with  th e  Omb u d s ma n ’s  T e r ms  o f Re fe r e n c e , T P O c a n  c o n s id e r  c o mp la in ts  r a is e d
b y  c o n s u me r s  a g a in s t T P O Me mb e r s  a g a in s t th e s e  o b lig a tio n s . 

No te : T P O is  n o t a u th o r is e d  to  ta k e  e n fo r c e me n t a c tio n  o r  ma k e  d e c is io n s  o n  p o te n tia l b r e a c h e s  o f le g is la tio n . Wh e r e  p o te n tia l b r e a c h e s  o r
c r imin a l a c tiv ity  is  fo u n d  b y  T P O, we  will r e p o r t th e  ma tte r  to  th e  a p p r o p r ia te  a u th o r ity . L o c a l T r a d in g  S ta n d a r d s  (a n d / o r  a p p o in te d  le a d
e n fo r c e me n t a u th o r ity ) a r e  r e s p o n s ib le  fo r  e n fo r c e me n t o f le g is la tio n  a n d  r e g u la tio n s . T h e  C o u r ts  a r e  e mp o we r e d  to  d e te r min e  wh e th e r  le g a l
o b lig a tio n s  h a v e  b e e n  me t. Re fe r e n c e s  ma d e  to  le g is la tio n  a n d  r e g u la tio n s  with in  th is  C o d e  a r e  ma d e  fo r  in fo r ma tio n  a n d  e d u c a tio n  p u r p o s e s .
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1 . G e n e r a l  P r o v is io n s

A p p l ic a b il it y
1 a T h is  C o d e  a p p lie s  to  e s ta te  a g e n c y  wo r k  (* ) in  E n g la n d ,

Wa le s  a n d  No r th e r n  Ir e la n d  u n d e r ta k e n  b y  a  p e r s o n  o r
o r g a n is a tio n  wh o  h a s  a g r e e d  o r  is  r e q u ir e d  to  c o mp ly  with  it
fo r  th e  ma r k e tin g  o f r e s id e n tia l p r o p e r ty  (* ). No te  th a t le ttin g
a n d  b u y in g  a g e n t s  in  t h e  Un ite d  K in g d o m a n d  le t t in g ,
ma n a g e me n t a n d  s a le s  a g e n ts  o p e r a tin g  in  S c o tla n d  a n d  th e
C h a n n e l Is la n d s  a r e  c o v e r e d  b y  s e p a r a te  C o d e s  o f P r a c tic e . 

G e n e r a l  O b l ig a t io n s  
1 b Y o u  (* ) mu s t c o mp ly  with  th is  C o d e  o f P r a c tic e . Y o u  mu s t

c o mp ly  with  a ll la ws  (a s  a me n d e d , r e - e n a c te d  o r  s u b s titu te d
with  o r  with o u t mo d ific a tio n  fr o m time  to  time ) r e la tin g  to
r e s id e n tia l e s ta te  a g e n c y  a n d  in  p a r tic u la r  th e  E s ta te  A g e n ts
A c t 1 9 7 9 , th e  C o n s u me r s , E s ta te  A g e n ts  a n d  Re d r e s s  A c t
2 0 0 7 , th e  Ge n e r a l Da ta  P r o te c tio n  Re g u la tio n  (o r  a n y
s u c c e s s o r  le g is la tio n ), C o mp e titio n  A c t 1 9 9 8 , th e  C o n s u me r
P r o te c tio n  fr o m Un fa ir  T r a d in g  Re g u la tio n s  2 0 0 8  (C P Rs ),
Bu s in e s s  P r o te c tio n  fr o m Mis le a d in g  Ma r k e tin g  Re g u la tio n s
2 0 0 8  (BP Rs ), C o n s u me r  C o n tr a c ts  (In fo r ma tio n , C a n c e lla tio n
a n d  A d d itio n a l C h a r g e s ) Re g u la tio n s  2 0 1 3 , C o n s u me r  Rig h ts
A c t 2 0 1 5 , E n e r g y  A c t 2 0 1 1  (Gr e e n  De a l) a n d  a ll o th e r  c u r r e n t
a n d  r e le v a n t p r ima r y  o r  s e c o n d a r y  le g is la tio n . 

1 c Y o u  mu s t r e g is te r  with  t h e  a p p r o p r ia te  a u t h o r it y  in
a c c o r d a n c e  with  th e  Mo n e y  L a u n d e r in g , T e r r o r is t F in a n c in g
a n d  T r a n s fe r  o f F u n d s  (In fo r ma tio n  o n  t h e  P a y e r )
Re g u la tio n s  2 0 1 7 .

1 d Y o u  mu s t e n s u r e  th a t a ll s ta ff a r e  fu lly  c o n v e r s a n t with  a ll
a s p e c t s  o f t h is  C o d e  o f P r a c t ic e  a n d  t h e ir  le g a l
r e s p o n s ib ilitie s . S u c h  s ta ff mu s t o b s e r v e  th is  C o d e  a n d  th e ir
le g a l r e s p o n s ib ilitie s  in  a ll th e ir  d e a lin g s  with  c o n s u me r s .
S ta ff mu s t h a v e  a  g o o d  wo r k in g  k n o wle d g e  o f t h e  la w o f
e s ta te  a g e n c y  wo r k , t h e  la w o f c o n t r a c t , a n d  a ll r e le v a n t
e s ta te  a g e n c y  le g is la t io n ; a n d  fa milia r it y  with  t h e  b a s ic
c o n v e y a n c in g  a n d  mo r tg a g e  a p p lic a tio n  p r o c e s s e s . 

1 e Y o u  s h o u ld  p r o v id e  a  s e r v ic e  to  b o t h  b u y e r s  a n d  s e lle r s
c o n s is te n t with  fa ir n e s s , in te g r ity  a n d  b e s t p r a c tic e ; a n d  y o u
s h o u ld  n o t  s e e k  b u s in e s s  b y  me th o d s  t h a t  a r e  d is h o n e s t ,
d e c e it fu l, ma n ip u la t iv e  o r  in v o lv e  mis r e p r e s e n ta t io n . Y o u
mu s t a v o id  a n y  c o u r s e  o f a c t io n  t h a t  c a n  b e  c o n s t r u e d  a s
a g g r e s s iv e  b e h a v io u r  (* ) o r  h a r a s s me n t (* ).

1 f Y o u  mu s t tr e a t c o n s u me r s  e q u a lly  r e g a r d le s s  o f th e ir  r a c e ,
r e lig io n  o r  b e lie f, s e x , s e x u a l o r ie n ta tio n , g e n d e r  r e c o g n itio n ,
d is a b ility , p r e g n a n c y  o r  ma te r n ity , o r  n a tio n a lity . Un la wfu l
d is c r imin a tio n  in c lu d e s  g iv in g  le s s  fa v o u r a b le  t r e a tme n t
b e c a u s e  s o me o n e  is  p e r c e iv e d  to  h a v e  o n e  o f th e s e  p e r s o n a l
c h a r a c te r is tic s  o r  b e c a u s e  th e y  a r e  a s s o c ia te d  with  a  p e r s o n
with  s u c h  a  c h a r a c te r is tic .

1 g Y o u  s h o u ld  ta k e  s p e c ia l c a r e  wh e n  d e a lin g  with  c o n s u me r s
wh o  mig h t b e  d is a d v a n ta g e d  b e c a u s e  o f fa c to r s  s u c h  a s  th e ir
a g e , in fir mity , la c k  o f k n o wle d g e , la c k  o f lin g u is t ic  o r
n u me r a c y  a b ility , e c o n o mic  c ir c u ms ta n c e s , b e r e a v e me n t o r
d o  n o t s p e a k  E n g lis h  a s  th e ir  fir s t la n g u a g e .

1 h Y o u  mu s t n o t r e le a s e  o r  u s e  c o n fid e n tia l in fo r ma tio n  fo r  a n y
p u r p o s e  o th e r  th a n  th a t fo r  wh ic h  it wa s  g iv e n  b y  c o n s u me r s
(* ) d u r in g  th e  p r o c e s s  o f s e llin g  o r  b u y in g  r e s id e n tia l p r o p e r ty
with o u t th e  c o n s u me r ’s  p e r mis s io n , u n le s s  le g a lly  r e q u ir e d
to  d o  s o . P e r s o n a l d a ta  s h o u ld  b e  p r o c e s s e d  in  lin e  with  d a ta
p r o te c tio n  le g is la tio n  a n d  y o u r  b u s in e s s ’s  p r iv a c y  n o tic e 1 (* ). 

1 i S a v e  wh e r e  y o u  a r e  r e q u ir e d  to  d e le te  s u c h  r e c o r d s  s o o n e r
u n d e r  a p p lic a b le  la w, y o u  mu s t k e e p  c le a r  a n d  fu ll wr itte n
(* ) r e c o r d s  (* ) o f a ll tr a n s a c tio n s  fo r  a  p e r io d  o f 6  y e a r s  a n d
p r o d u c e  th e m wh e n  r e q u ir e d  b y  th e  Omb u d s ma n  a n d / o r  a n y
e n fo r c e me n t a u th o r ity , s u c h  a s  T r a d in g  S ta n d a r d s .

1 j A s  a  T P O Me mb e r  (* ) y o u  mu s t n o t ta k e , o r  b e  in v o lv e d  in  a n y
a c tio n  wh ic h  wo u ld  b r in g  th e  s c h e me  in to  d is r e p u te .

P u b l ic it y
1 k In  a c c o r d a n c e  with  t h e  A lte r n a t iv e  Dis p u te  Re s o lu t io n  fo r

C o n s u me r  Dis p u te s  (C o mp e te n t  A u t h o r it ie s  a n d
In fo r ma tio n ) Re g u la t io n s  2 0 1 5 , y o u  mu s t in c lu d e  T P O’s
n a me  a n d  we b s ite  a d d r e s s  o n  y o u r  we b s ite , with in  y o u r
te r ms  o f b u s in e s s  a n d  with in  a n y  o t h e r  s a le s  o r  s e r v ic e
c o n tr a c t y o u  a g r e e  with  a  c o n s u me r.

1 l Y o u  mu s t u s e  a n d  d is p la y  ma te r ia l p r o mo tin g  th e  C o d e  o f
P r a c tic e  a s  p r o v id e d  b y  T P O. Y o u  mu s t p r o min e n tly  d is p la y
t h e  T P O lo g o  in  t h e  win d o w o f a ll y o u r  o ffic e s , y o u r
we b s ite (s ), y o u r  le t te r h e a d s  (in c lu d in g  e ma ils  a n d  o t h e r
d ig ita l c o mmu n ic a t io n s ) a n d  y o u r  ma r k e t in g  ma te r ia l
(in c lu d in g  a d v e r tis e me n ts ).

1 m Y o u  mu s t h a v e  a v a ila b le , fr e e  o f c h a r g e , c o p ie s  o f th is  C o d e
o f P r a c tic e  a n d  C o n s u me r  Gu id e  to  g iv e  to  c o n s u me r s  in  a ll
y o u r  o ffic e s . 

2 . Du t y  o f  C a r e  a n d  C o n f l ic t  o f  I n t e r e s t
2 a Y o u  mu s t tr e a t a ll th o s e  in v o lv e d  in  th e  p r o p o s e d  s a le  o r

p u r c h a s e  in c lu d in g  s e lle r s  a n d  b u y e r s  fa ir ly  a n d  with  c o u r te s y . 

2 b Wh e n  in s t r u c te d , y o u r  d u t y  o f c a r e  is  to  t h e  c lie n t  (* ). Y o u
mu s t o ffe r  s u ita b le  a d v ic e  to  me e t t h e  c lie n t ’s  a ims  a n d
n e e d s . Wh e r e  th e  la w a n d  th e  in te r e s ts  o f th e  c lie n t c o n flic ts ,
a d h e r e n c e  to  th e  la w mu s t p r e v a il. 

2 c Y o u  mu s t a v o id  a n y  c o n flic t o f in te r e s t. Y o u  mu s t d is c lo s e  a t
th e  e a r lie s t o p p o r tu n ity  in  wr itin g  (* ) to  c o n s u me r s  o r  a n y
r e le v a n t th ir d  p a r ty  a n y  e x is tin g  c o n flic t o f in te r e s t, o r  a n y
c ir c u ms ta n c e s  wh ic h  mig h t g iv e  r is e  to  a  c o n flic t o f in te r e s t. 

2 d If y o u  in te n d  to  o ffe r  o r  r e c o mme n d  to  c o n s u me r s  s u r v e y in g ,
fin a n c ia l, in v e s tme n t, in s u r a n c e , c o n v e y a n c in g  o r  o th e r
s e r v ic e s , o r  th o s e  o f a n  a s s o c ia te  (* ) o r  c o n n e c te d  p e r s o n  (* ),
wh e r e  th e  s e r v ic e  p r o v id e r  r e wa r d s  y o u  fo r  th e  r e fe r r a l b y  wa y
o f mo n e y , g ifts  o r  a n y  o th e r  fo r m o f b e n e fit, y o u  mu s t d is c lo s e
th is  a r r a n g e me n t to  c o n s u me r s  in  a c c o r d a n c e  with  th e
Na tio n a l T r a d in g  S ta n d a r d s  E s ta te  A g e n c y  T e a m’s  ‘Gu id a n c e
On  T r a n s p a r e n c y  o f F e e s  In v o lv in g  P r o p e r ty  S a le s ’2 . 

2 e C o n s u me r  r e q u ir e me n ts  a r e  k e y  a n d  t h is  a p p lie s  to  t h e
b u y e r  a s  we ll a s  th e  s e lle r. Y o u  s h o u ld  c o mp le te  a  c o n s u me r
fa c t fin d  to  e n s u r e  th a t a n y  s p e c ific  r e q u ir e me n ts  a r e  ta k e n
in to  c o n s id e r a tio n .

1 h ttp s :/ / ic o .o r g .u k / fo r - o r g a n is a tio n s / r e s o u r c e s - a n d - s u p p o r t/
2 h ttp s :/ / e n .p o wy s .g o v .u k / a r tic le / 3 9 8 9 /Bu s in e s s - In fo r ma tio n - NT S E A T
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2 f Y o u  mu s t b y  la w3 te ll th e  s e lle r  if y o u  in te n d  to  o ffe r  b u y e r s
s u r v e y in g , fin a n c ia l, in v e s tme n t, in s u r a n c e , c o n v e y a n c in g  o r
o th e r  s e r v ic e s  o r  th o s e  o f a n  a s s o c ia te  o r  c o n n e c te d  p e r s o n
in  c o n n e c t io n  with  t h a t  p u r c h a s e , b e fo r e  t h e  s e lle r  h a s
c o mmitte d  a n y  lia b ility  to  y o u . T h e r e a fte r , y o u  mu s t in fo r m
th e  c lie n t in  wr itin g  o r  in  th e  me mo r a n d u m o f s a le , a s  s o o n
a s  r e a s o n a b ly  p o s s ib le  a fte r  y o u  fin d  o u t th a t a  b u y e r , wh o
h a s  ma d e  a n  o ffe r , h a s  a p p lie d  to  u s e  o n e  o r  mo r e  o f th e s e
s e r v ic e s  in  c o n n e c tio n  with  th a t p u r c h a s e .

2 g If y o u r  fir m is  in s tr u c te d  to  s e ll a  p r o p e r ty  a n d  y o u , a n
e mp lo y e e  o r  a n  a s s o c ia te  (o r  a n  a s s o c ia te  o f th e  e mp lo y e e  o f
y o u r  fir m) is  in te n d in g  to  b u y  it y o u  mu s t b y  la w, b e fo r e
n e g o tia tio n s  b e g in , g iv e  a ll th e  r e le v a n t fa c ts , in  wr itin g , to  th e
s e lle r ; a n d  a s  s o o n  a s  p o s s ib le  to  th e  s e lle r ’s  r e p r e s e n ta tiv e . 

2 h If y o u , a n  e mp lo y e e  o r  a n  a s s o c ia te  is  in te n d in g  to  b u y  a
p r o p e r ty  wh ic h  y o u r  fir m is  in s tr u c te d  to  s e ll, th a t p e r s o n
mu s t ta k e  n o  fu r th e r  d ir e c t p a r t in  th e  s a le  o f th a t p r o p e r ty
o n  b e h a lf o f y o u r  b u s in e s s .

2 i If y o u  a r e  s e llin g  a  p r o p e r ty  th a t is  o wn e d  b y  y o u , a n  e mp lo y e e
o r  a n  a s s o c ia te  (o r  a n  a s s o c ia te  o f a n  e mp lo y e e ) o r  in  wh ic h
y o u , a n  e mp lo y e e  (o r  a n  a s s o c ia te  o f a n  e mp lo y e e ) h a s  a n
in te r e s t, y o u  mu s t b y  la w, b e fo r e  n e g o tia tio n s  b e g in ,
imme d ia te ly  ma k e  th is  k n o wn , in  wr itin g . T h e  p e r s o n  wh o  is
s e llin g  s h o u ld  n o t p a r tic ip a te  in  th e  d ir e c t s a le  o f th e  p r o p e r ty . 

3 . A d v e r t is in g  f o r  Ne w Bu s in e s s  ( C a n v a s s in g )
3 a Y o u  mu s t n o t  u s e  u n fa ir  me th o d s  wh e n  s e e k in g  n e w

b u s in e s s . A d v e r tis in g  ma te r ia l s h o u ld  b e  in  a c c o r d a n c e  with
th e  A d v e r tis in g  S ta n d a r d s  A u th o r ity ’s  (A S A ) C o d e s  a n d  mu s t
b e  t r u t h fu l, n o t  mis le a d in g  a n d  fu lly  e x p la in  wh o  t h e
me s s a g e  is  fr o m, its  p u r p o s e s  a n d  h o w th e  c o n s u me r ’s
in te r e s t c a n  b e  fo llo we d  u p . 

3 b In  y o u r  c a n v a s s in g  ma te r ia l, if y o u  s e e k  to  u s e  a  p r o p e r ty  y o u
h a v e  r e c e n tly  s o ld  a n d  wh e r e  c o mp le tio n  h a s  o c c u r r e d , y o u
mu s t o b ta in  th e  n e w o wn e r ’s  p r io r  p e r mis s io n  in  wr itin g .

3 c F e e s  mu s t b e  s h o wn  in c lu s iv e  o f V A T  a lo n g s id e  a  s ta te me n t
c o n fir min g  th a t V A T  is  in c lu d e d .

3 d If a  c o n s u me r  is  in te r e s te d  in  u s in g  y o u r  s e r v ic e s , y o u  mu s t
d r a w to  t h e ir  a t te n t io n , a n d  e x p la in  b e fo r e  t h e y  a r e
c o mmitte d  to  a n o th e r  c o n tr a c t, th e  p o te n tia l o f p a y in g  fe e s
to  mo r e  t h a n  o n e  a g e n t  wh e r e  a n o t h e r  a g e n t  h a s  b e e n
p r e v io u s ly  in s tr u c te d .

3 e Y o u  mu s t ta k e  d e c is io n s  o n  th e  c o n te n t o f y o u r  a d v e r tis e me n ts
in d e p e n d e n t o f y o u r  c o mp e tito r s , s u c h  a s  h o w y o u  a d v e r tis e
y o u r  fe e s , c h a r g e s  o r  a n y  a d d it io n a l c o s t s , o r  a n y  s p e c ia l
o ffe r s , d is c o u n ts  o r  o th e r  v a lu e  o ffe r in g .

3 f Y o u  mu s t a c t  p r o mp tly  if a  c o n s u me r  a s k s  y o u  to  s to p
c a n v a s s in g  th e m. 

4 . Ma r k e t  A p p r a is a l
4 a Wh e n  y o u  g iv e  a d v ic e  to  s o me o n e  s e llin g  th e ir  p r o p e r ty , th a t

a d v ic e  mu s t b e  in  th e  c o n s u me r ’s  b e s t in te r e s ts  a n d  with in
t h e  la w. T h e  p o te n t ia l b e n e fit s  a n d  d is a d v a n ta g e s  o f a n y
r e c o mme n d e d  me th o d  o f s a le  mu s t b e  e x p la in e d  in  c le a r
te r ms  a n d  ta k e  in to  a c c o u n t c o n s u me r  (* ) r e q u ir e me n ts  a s
o u tlin e d  in  p a r a g r a p h  2 e .

4 b A n y  fig u r e  y o u  a d v is e , e ith e r  a s  a  r e c o mme n d e d  a s k in g  p r ic e
o r  a s  a  p o s s ib le  s e llin g  p r ic e  mu s t b e  g iv e n  in  g o o d  fa ith  a n d
mu s t r e fle c t  a v a ila b le  in fo r ma tio n  a b o u t  t h e  p r o p e r t y  a n d
c u r r e n t  ma r k e t  c o n d it io n s  a n d  mu s t b e  s u p p o r te d  b y
c o mp a r a b le  e v id e n c e . Y o u  mu s t n e v e r  d e lib e r a te ly
mis r e p r e s e n t th e  ma r k e t v a lu e  o f a  p r o p e r ty . 

4 c A n y  e v id e n c e  r e la tin g  to  c o mp a r a b le s  o f s imila r  p r o p e r tie s  in
a  s imila r  lo c a tio n  mu s t b e  r e ta in e d  o n  file  fo r  fu tu r e  r e fe r e n c e .

4 d Y o u  mu s t k e e p  y o u r  ma r k e tin g  s tr a te g y  u n d e r  r e g u la r  r e v ie w
with  y o u r  c lie n t. 

4 e F o r  le a s e h o ld , c o mmo n h o ld  o r  ma n a g e d  fr e e h o ld  p r o p e r tie s
y o u  s h o u ld  ma k e  th e  s e lle r  a wa r e  th a t th e y  s h o u ld  c o n ta c t
t h e ir  le a s e  a d min is t r a to r , c o mmo n h o ld  a s s o c ia t io n , o r
fr e e h o ld  ma n a g e r  to  o b ta in  ma te r ia l in fo r ma tio n  r e q u ir e d  b y
p o te n tia l b u y e r s , a s  s e t o u t in  p a r a g r a p h  7 k . 

5 . I n s t r u c t io n s , T e r ms  o f  Bu s in e s s , C o mmis s io n
a n d  T e r min a t io n

In s t r u c t io n

5 a Y o u  mu s t, a t th e  p o in t o f in s tr u c tio n , in fo r m y o u r  c lie n t in
wr itin g  th a t y o u  a r e  a  Me mb e r  o f T P O a n d  s u b s c r ib e  to  th is
C o d e  o f P r a c tic e .

5 b Y o u  mu s t n o t d ir e c tly  o r  in d ir e c tly  h a r a s s  (* ) a n y  p e r s o n  in
o r d e r  to  g a in  in s t r u c t io n s , n o r  mu s t y o u  r e p e a te d ly  t r y  to
g a in  in s tr u c tio n s  in  a  wa y  lik e ly  to  c a u s e  o ffe n c e .

5 c Y o u  mu s t n o t in s tr u c t o th e r  a g e n c ie s  to  a s s is t y o u  in  s e llin g
a  p r o p e r ty  with o u t th e  s e lle r ’s  p e r mis s io n . If th e  s e lle r  g iv e s
p e r mis s io n , a s  th e  in s tr u c tin g  a g e n t, y o u  a r e  lia b le  a t la w fo r
t h e  a c t io n s  o f t h e  s u b - in s t r u c te d  a g e n t  a n d  will b e  h e ld
r e s p o n s ib le  fo r  a n y  fa ilu r e s  to  c o mp ly  with  t h is  C o d e  o f
P r a c tic e  b y  th a t s u b - in s tr u c te d  a g e n t e v e n  if th a t s u b - a g e n t
is  n o t a  T P O Me mb e r. 

5 d No twith s ta n d in g  p a r a g r a p h  5 c  if y o u  a r e  in s tr u c te d  a s  a  s u b -
a g e n t o r  s h a r e  lis tin g s  v ia  a  we b s ite , y o u  mu s t c o n tin u e  to
a c t in  a c c o r d a n c e  with  a ll r e le v a n t p r o v is io n s  o f th is  C o d e  o f
P r a c tic e . 

5 e Y o u  s h o u ld  ta k e  r e a s o n a b le  s te p s  to  s a tis fy  y o u r s e lf th a t th e
s e lle r  is  e n t it le d  to  in s t r u c t  y o u  (s u c h  a s  o b ta in in g  t it le
in fo r ma tio n  fr o m th e  L a n d  Re g is t r y ; d e c la r a t io n  o f t r u s t ;
d e e d  o f v a r ia tio n ; p o we r  o f a tto r n e y ) a n d  to  s ig n  o n  b e h a lf o f
a ll c o - s e lle r s .

5 f In  a c c o r d a n c e  with  th e  Mo n e y  L a u n d e r in g , T e r r o r is t F in a n c in g
a n d  T r a n s fe r  o f F u n d s  (In fo r ma tio n  o n  th e  P a y e r ) Re g u la tio n s
2 0 1 7 , y o u  mu s t u n d e r ta k e  C u s to me r  Du e  Dilig e n c e  (* ) a n d ,
wh e r e  a p p r o p r ia te  E n h a n c e d  Du e  Dilig e n c e  (* ), o n  th e  s e lle r
b e fo r e  y o u  e s ta b lis h  a  b u s in e s s  r e la tio n s h ip . S h o u ld  y o u  h a v e
s u s p ic io n , k n o wle d g e  o r  r e a s o n a b le  g r o u n d  to  s u s p e c t th a t
mo n e y  la u n d e r in g  is  ta k in g  p la c e , y o u  mu s t r e p o r t th is  in
a c c o r d a n c e  with  y o u r  mo n e y  la u n d e r in g  p o lic y  a n d
p r o c e d u r e s . Y o u  mu s t k e e p  r e c o r d s  o f y o u r  C u s to me r  Du e
Dilig e n c e  c h e c k s  fo r  fiv e  y e a r s  fr o m th e  d a te  o f th e  tr a n s a c tio n .

S ig n in g

5 g Y o u  mu s t g iv e  y o u r  c lie n t  wr itte n  c o n fir ma tio n  o f t h e ir
in s tr u c tio n  fo r  y o u  to  a c t in  th e  b u y in g  o r  s e llin g  o f p r o p e r ty
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C o d e  o f  P r a c t ic e  fo r  Re s id e n t ia l E s t a t e  A g e n t s – p a g e  4  o f  1 0

o n  th e ir  b e h a lf. Y o u  mu s t b y  la w g iv e  th e  c lie n t wr itte n  d e ta ils
o f y o u r  T e r ms  o f Bu s in e s s  in c lu d in g  y o u r  fe e s  a n d  c h a r g e s
b e fo r e  th e y  a r e  c o mmitte d  o r  h a v e  a n y  lia b ility  to wa r d s  y o u .
Y o u  mu s t s ig n  a n d  d a te  y o u r  T e r ms  o f Bu s in e s s  b e fo r e  th e y
a r e  g iv e n  to  y o u r  c lie n t. T h e  c lie n t mu s t b e  g iv e n  s u ffic ie n t
time  to  r e a d  th e m b e fo r e  s ig n in g  a n d  a g r e e in g  to  in s tr u c t
y o u  (r e fe r  a ls o  to  p a r a g r a p h  5 p ). T h e  c lie n t s h o u ld  b e  g iv e n
a  c o p y , s ig n e d  b y  b o th  p a r tie s , to  r e ta in . 

F a ir  C o n t r a c t s
5 h Y o u r  T e r ms  o f Bu s in e s s  a n d  y o u r  c o n t r a c t  mu s t b e

c o n s is te n t with  th e  p r o v is io n s  o f th is  C o d e  o f P r a c tic e  a n d
c o mp ly  with  P a r t 2  o f th e  C o n s u me r  Rig h ts  A c t 2 0 1 5 . 

5 i Y o u r  T e r ms  o f Bu s in e s s  s h o u ld  b e  wr itte n  in  p la in  a n d
in te llig ib le  la n g u a g e . In  p a r t ic u la r  y o u  mu s t u s e  in  y o u r
T e r ms  o f Bu s in e s s  t h e  s p e c ific  d e fin it io n s  in  t h e  E s ta te
A g e n t s  (P r o v is io n  o f In fo r ma tio n ) Re g u la t io n s  1 9 9 1 . Y o u
mu s t ta k e  p a r t ic u la r  c a r e  fo r  e x a mp le  in  d e fin in g  a n d
d is tin g u is h in g  b e twe e n  ‘s o le  a g e n c y ’ a n d  ‘s o le  s e llin g  r ig h ts ’;
a n d  in  d e s c r ib in g  a  ‘r e a d y , willin g  a n d  a b le ’ c o n t r a c t . Y o u
mu s t u s e  t h e  r e le v a n t  d e fin it io n s  in  fu ll, d is p la y  t h e m
p r o min e n tly  a n d  c le a r ly  e x p la in  th e  imp lic a tio n s  o f th e  te r ms
to  y o u r  c lie n t, e s p e c ia lly  wh e r e  mu ltip le  d e fin itio n s  a r e  u s e d .

F e e s  a n d  C h a r g e s
5 j A ll fe e s  a n d  a d d itio n a l c o s ts  mu s t b e  in c lu d e d  in  y o u r  T e r ms

o f Bu s in e s s . T h e y  mu s t b e  fu lly  e x p la in e d , c le a r ly  a n d
u n a mb ig u o u s ly  s ta te d  in  wr itin g , a lo n g  with  a n  e x p la n a tio n  o f
th e  s p e c ific  c ir c u ms ta n c e s  in  wh ic h  th o s e  fe e s  a n d  c o s ts  will
b e c o me  d u e , b e fo r e  th e  c lie n t is  c o mmitte d  to  th e  c o n tr a c t. 

5 k Wh e r e  th e  fe e  is  a  p e r c e n ta g e  it mu s t b e  q u o te d  in c lu s iv e  o f
V A T . T h e  e x a mp le  a mo u n t s h o u ld  b e  b a s e d  o n  t h e  a s k in g
p r ic e . Ho we v e r , y o u  mu s t ma k e  it  c le a r  t h a t , s h o u ld  t h e
s e llin g  p r ic e  b e  h ig h e r  o r  lo we r  th a n  th e  a s k in g  p r ic e , y o u r
c o mmis s io n  fe e  will b e  c o r r e s p o n d in g ly  h ig h e r  o r  lo we r. 

5 l Wh e r e  y o u  c h a r g e  a  fix e d  fe e  y o u  mu s t s ta te  t h e  a c t u a l
a mo u n t p a y a b le  in c lu s iv e  o f V A T  in  th e  c o n tr a c t a n d  e n s u r e
t h a t  t h e  c lie n t  u n d e r s ta n d s  t h a t  t h e  fe e  will n o t  v a r y
wh a te v e r  th e  s a le  p r ic e . 

5 m E x c e p t fo r  a n y  p r e v io u s ly  a g r e e d  a d d itio n a l c o s ts , c o mmis s io n
fe e s  will b e c o me  d u e  o n  e x c h a n g e  o f c o n tr a c ts .

5 n Wh e r e  y o u r  T e r ms  o f Bu s in e s s  in c lu d e  o p tio n s  fo r  s e lle r s  to
u s e  a s s o c ia te d  a n d / o r  r e c o mme n d e d  s e r v ic e s  (s u c h  a s
c o n v e y a n c in g ), s e lle r s  s h o u ld  b e  p r e s e n te d  with  t h e
o p p o r tu n ity  to  a c tiv e ly  o p t- in  to  u s e  th e  s e r v ic e . Re q u ir in g
s e lle r s  to  a c tiv e ly  o p t- o u t o f a n y  a d d itio n a l o r  r e c o mme n d e d
s e r v ic e  s h o u ld  b e  a v o id e d . C h a r g e s  ma d e  fo r  n o t  u s in g  a
s e r v ic e  mu s t b e  d is c lo s e d  in  a c c o r d a n c e  with  th e  Na tio n a l
T r a d in g  S ta n d a r d s  E s ta te  A g e n c y  T e a m’s  ‘Gu id a n c e  On
T r a n s p a r e n c y  o f F e e s  In v o lv in g  P r o p e r ty  S a le s ’4 .

5 o In  th e  c ir c u ms ta n c e s  wh e r e  a  b u y e r  ma y  b e c o me  lia b le  fo r
y o u r  fe e s , th is  lia b ility  mu s t b e  c o mmu n ic a te d  a t th e  e a r lie s t
o p p o r t u n it y  s u c h  t h a t  in  a ll fo r ms  o f me d ia , t h e  p r o p e r t y
a s k in g  p r ic e  is  a c c o mp a n ie d  b y  a  s ta te me n t t h a t  ‘b u y e r ’s
fe e s  a p p ly ’ a n d  th a t we b s ite s  a llo w fo r  a  c lic k - th r o u g h  to  a n
in fo r ma tio n  p a c k  a n d  F A Qs . A p p r o p r ia te  a r r a n g e me n ts
s h o u ld  b e  ma d e  to  p r o v id e  th e  s a me  in fo r ma tio n  wh e r e  n o n -
e le c tr o n ic  a c c e s s  is  p r e s e n t. T h e  in fo r ma tio n  p a c k  s h o u ld

h a v e  ‘k e y  fe a t u r e s ’ o f t h e  a p p r o a c h  a s  t h e  fir s t  p a g e  a n d
in c lu d e  a  fu ll e x p la n a tio n  o f a ll fe e s  a n d  a d d itio n a l c o s ts , th e
c ir c u ms ta n c e s  u p o n  wh ic h  th e y  b e c o me  d u e  a n d  a d v is e  th a t
b y  p a y in g  y o u r  fe e , th a t a mo u n t ma y  b e  c o n s id e r e d  a s  p a r t
o f t h e  c h a r g e a b le  c o n s id e r a t io n  fo r  t h e  p r o p e r t y  a n d  b e
in c lu d e d  in  th e  c a lc u la tio n  fo r  s ta mp  d u ty  la n d  ta x  lia b ility .

Du r a t io n  a n d  T e r min a t io n

5 p Y o u r  T e r ms  o f Bu s in e s s  mu s t c le a r ly  s ta te  t h e  min imu m
d u r a tio n  o f y o u r  in s tr u c tio n , a n d  h o w it c a n  b e  te r min a te d  b y
e ith e r  p a r ty . Wh e n  a  c o n tr a c t is  s ig n e d  b y  a  c lie n t d u r in g  a
v is it b y  y o u  to  th e ir  h o me , a t th e ir  p la c e  o f wo r k , a wa y  fr o m
y o u r  p r e mis e s  o r  o n lin e , th e n  th e y  mu s t b e  g iv e n  a  r ig h t to
c a n c e l th a t c o n tr a c t with in  1 4  c a le n d a r  d a y s  a fte r  th e  d a y  o f
s ig n in g . T h e  c lie n t  s h o u ld  b e  g iv e n  a  ‘No tic e  o f Rig h t  to
C a n c e l’. Wh e r e  th e  c lie n t wis h e s  th e  c o n tr a c t to  b e g in  b e fo r e
th e  e n d  o f th e  1 4  d a y  c a n c e lla tio n  p e r io d  y o u  mu s t o b ta in
c o n fir ma tio n  o f th a t r e q u e s t in  wr itin g . Wh e r e  y o u  in te n d  to
r e c o v e r  c o s ts  in c u r r e d  d u r in g  th is  c a n c e lla tio n  p e r io d  y o u
mu s t o b ta in  t h e  c lie n t ’s  a g r e e me n t in  wr itin g  to  t h o s e
s p e c ific  c o s ts  b e fo r e  wo r k  c o mme n c e s .

5 q If y o u  in te n d  to  c h a r g e  th e  c lie n t a  fe e  o r  r e c o v e r  c o s ts  fo r
te r min a tin g  th e  in s tr u c tio n , y o u  mu s t ma k e  th is  c le a r  in  y o u r
T e r ms  o f Bu s in e s s  a n d  s p e c ify  t h e  a mo u n t o f t h e  fe e  a n d
a d d itio n a l c o s ts  a n d  th e ir  p u r p o s e . F e e s  a n d  c o s ts  s h o u ld
r e a s o n a b ly  r e fle c t th e  a c tiv ity  u n d e r ta k e n  a n d  n o t in c lu d e  a
p e n a lty  c h a r g e .

5 r On  r e c e ip t  o f t h e  c lie n t ’s  in s t r u c t io n  (in c lu d e s  e x e c u to r ,
tr u s te e , p e r s o n  h o ld in g  p o we r  o f a tto r n e y ), o r  o n  y o u r  o wn
d e c is io n , to  te r min a te  y o u r  in s tr u c tio n , y o u  mu s t p r o mp tly
g iv e  th e  c lie n t wr itte n  c o n fir ma tio n  th a t y o u  a r e  n o  lo n g e r
a c tin g  fo r  th e m, c o n fir m th e  a c tu a l d a te  o f te r min a tio n , a n d
g iv e  d e ta ils  o f a n y  fe e s  o r  a d d itio n a l c o s ts  th e  c lie n t o we s
y o u  (s e e  5 u  b e lo w). 

5 s Y o u r  c o n t r a c t  mu s t a llo w fo r  t h e  r e q u ir e d  n o t ic e  o f
te r min a tio n  to  b e  g iv e n  b e fo r e  th e  e n d  o f th e  te r m, s u c h  th a t
te r min a tio n  b y  t h e  c lie n t  c a n  o c c u r  a t  t h e  e x p ir y  o f t h e
min imu m te r m.

F e e  E n t it le me n t  a n d  C l ie n t  L ia b il it y  

5 t  A t th e  time  o f r e c e iv in g  in s tr u c tio n s  fr o m a  s e lle r  y o u  mu s t:

• p o in t  o u t  a n d  e x p la in  c le a r ly  in  y o u r  wr itte n  T e r ms  o f
Bu s in e s s  th a t y o u  ma y  b e  e n title d  to  a  c o mmis s io n  fe e  if
t h a t  s e lle r  te r min a te s  y o u r  in s t r u c t io n  a n d  a
me mo r a n d u m o f s a le  is  is s u e d  b y  a n o t h e r  a g e n t  to  a
b u y e r  th a t y o u  h a v e  in tr o d u c e d  (s e e  d e fin itio n  o f e ffe c tiv e
in t r o d u c t io n  (* ) a n d  s u p p le me n ta r y  T P O ‘Du a l F e e ’
g u id a n c e ) with in  6  mo n th s  o f th e  d a te  y o u r  in s tr u c tio n
e n d e d  a n d  wh e r e  a  s u b s e q u e n t  e x c h a n g e  o f c o n t r a c t s
ta k e s  p la c e . 

If n o  o th e r  e s ta te  a g e n t is  in v o lv e d  th is  time  limit e x te n d s
to  2  y e a r s .

• a d v is e  th a t th e  s e lle r  ma y  b e  lia b le  to  p a y  mo r e  th a n  o n e
fe e  if t h e y  in s t r u c t  a n o t h e r  a g e n t  d u r in g  o r  a fte r  t h e
p e r io d  o f y o u r  a g e n c y .

• a s k  th e  s e lle r  if th e y  h a v e  p r e v io u s ly  in s tr u c te d  a n o th e r
a g e n t in  r e s p e c t o f th e  p r o p e r ty , a n d  if a d v is e d  y e s :
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• a s k  to  s e e  a  c o p y  o f th e  p r e v io u s  a g e n c y  a g r e e me n t to
e n s u r e  th a t b y  in s tr u c tin g  y o u , th e  s e lle r  will n o t b e  in
b r e a c h  o f c o n tr a c t (n o te  th a t if th e  s e lle r  is  u n a b le  o r
r e fu s e s  to  s u p p ly  a  c o p y , y o u  mu s t a d v is e , in  wr itin g ,
th a t y o u  a r e  u n a b le  to  a d v is e  a s  to  wh e th e r  th e  s e lle r  is
in  b r e a c h  o f th e ir  a g r e e me n t with  th e  p r e v io u s  a g e n t);

• s p e c ific a lly  a d v is e  o f th e  p o s s ib le  lia b ility  to  p a y  mo r e
th a n  o n e  a g e n t;

• e s ta b lis h  if a n  in te r e s te d  p a r ty  h a s  p r e v io u s ly  v ie we d
th r o u g h  a n o th e r  a g e n t;

• if a n  in te r e s te d  p a r ty  h a s  p r e v io u s ly  v ie we d  th r o u g h
a n o th e r  a g e n t a n d  ma k e s  a n  o ffe r  th r o u g h  y o u , y o u
mu s t d is c lo s e  th is  in fo r ma tio n  a n d  r e fe r  th e  s a le  b a c k
to  t h a t  a g e n t  a s  t h e y  will b e  d e e me d  to  h a v e
in tr o d u c e d  th e  b u y e r  (p le a s e  r e fe r  to  s u p p le me n ta r y
T P O ‘Du a l F e e ’ g u id a n c e ).

5 u A t th e  time  o f th e  te r min a tio n  o f th e  in s tr u c tio n , y o u  mu s t
e x p la in  c le a r ly  in  wr itin g  a n y  c o n tin u in g  lia b ility  th e  c lie n t ma y
h a v e  to  p a y  y o u  a  c o mmis s io n  fe e  a n d  a n y  c ir c u ms ta n c e s  in
wh ic h  th e  c lie n t ma y  o th e r wis e  h a v e  to  p a y  mo r e  th a n  o n e
c o mmis s io n  fe e . Y o u r  e x p la n a tio n  mu s t in c lu d e  a  lis t o f
p a r tie s  th a t y o u  h a v e  in tr o d u c e d  to  th e  p r o p e r ty .

5 v Y o u r  a c tio n  in  p u r s u in g  a  c o mmis s io n  fe e  o r  a d d itio n a l c h a r g e s
mu s t b e  p r o p o r tio n a te  a n d  r e a s o n a b le  a n d  n o t in timid a to r y .

5 w A lt h o u g h  n o t h in g  p r e c lu d e s  y o u  ta k in g  c o u r t  a c t io n  to
p u r s u e  p a y me n t o f y o u r  c o mmis s io n  a c c o u n t, it is  g e n e r a lly
e x p e c te d  t h a t  y o u  will n o t  ta k e  c o u r t  a c t io n  wh e n  a
c o mp la in a n t h a s  r e fe r r e d  th e  ma tte r  to  th e  Omb u d s ma n . If
h o we v e r   y o u  d o   p u r s u e  p a y me n t o f y o u r  c o mmis s io n  fe e
t h r o u g h  t h e  c o u r t s  y o u  mu s t a g r e e  to  t h e  Omb u d s ma n
c o n s id e r in g  a n y  o u t s ta n d in g  s e r v ic e - r e la te d  c o mp la in t s
a fte r  th e  c o u r t a c tio n  h a s  b e e n  d e te r min e d .

S u b s e q u e n t  C h a n g e s

5 x A n y  s u b s e q u e n t c h a n g e s  to  th e  T e r ms  o f Bu s in e s s  mu s t b e :

• Mu tu a lly  a g r e e d  b y  y o u  a n d  y o u r  c lie n t.

• P r o mp tly  c o n fir me d  in  wr itin g . 

• Wh e r e  a p p r o p r ia te , c o n ta in e d  in  a  n e w T e r ms  o f
Bu s in e s s  s ig n e d  a n d  d a te d  b y  y o u r  c lie n t.

6 . E n e r g y  P e r f o r ma n c e  C e r t if ic a t e s  
6 a T h e  r e le v a n t  p r o v is io n s  s e t  o u t  in  S e c t io n  5  s h o u ld  b e

fo llo we d  wh e n  e n te r in g  in to  a n  a g r e e me n t with  a  s e lle r  fo r
t h e  s u p p ly  o f a n  E n e r g y  P e r fo r ma n c e  C e r t ific a te  (E P C ) in
r e la tio n  to  th e  p r o p e r ty  to  b e  ma r k e te d .

6 b  Y o u  mu s t p r o v id e  a d e q u a te  in fo r ma tio n  to  t h e  s e lle r  to
e n a b le  th e  s e lle r  to  u n d e r s ta n d  th e  b a s ic  le g a l r e q u ir e me n t
fo r  a n d  c o n te n t  o f a n  E P C , a n d  u s e  in  r e la t io n  to  t h e
ma r k e tin g  o f th e  p r o p e r ty .

6 c Y o u  mu s t a d v is e  th e  s e lle r  in  wr itin g  o f a ll c h a r g e s  r e la tin g
to  th e  s u p p ly  o f a n  E P C  a n d  th e  te r ms  o f p a y me n t. 

7 . Ma r k e t in g  a n d  A d v e r t is in g  
7 a Y o u  mu s t n o t p u t a n y  p r o p e r ty  o n  th e  ma r k e t fo r  s a le  with o u t

p e r mis s io n  fr o m th e  s e lle r  a n d  with o u t a  v a lid  E P C  c o mp ile d

in  a c c o r d a n c e  with  th e  r e le v a n t le g is la tio n  o r  e v id e n c e  th a t
a  v a lid  E P C  h a s  b e e n  c o mmis s io n e d . If a  b u y e r  r e q u e s ts  a
c o p y  o f a n  E P C , th is  mu s t b e  p r o v id e d  fr e e  o f c h a r g e .

F o r  S a le  Bo a r d s

7 b Y o u  mu s t n o t  e r e c t  a n y  fo r m o f e s ta te  a g e n c y  b o a r d  a t  a
p r o p e r t y  u n le s s  y o u  h a v e  b e e n  in s t r u c te d  to  ma r k e t  t h a t
p r o p e r ty . 

7 c Y o u  c a n  o n ly  e r e c t a n  e s ta te  a g e n c y  b o a r d  with  th e  s p e c ific
p e r mis s io n  o f th e  s e lle r. Wh e r e  th e  p r o p e r ty  is  le a s e h o ld  o r
c o mmo n h o ld , y o u  s h o u ld  a d v is e  th e  s e lle r  to  c h e c k  fo r  a n y
r e s tr ic tio n s  with in  th e ir  le a s e  o r  c o mmo n h o ld  c o mmu n ity
s ta te me n t a n d  o b ta in  t h e ir  r e s p o n s e  b e fo r e  e r e c t in g  t h e
b o a r d . 

7 d A n y  b o a r d  y o u  d o  e r e c t mu s t b e  a p p r o p r ia te . 

7 e Wh e n  y o u  p u t u p  a  b o a r d  y o u  mu s t b y  la w c o mp ly  with  th e
a p p r o p r ia te  r e g u la t io n s . Y o u  mu s t a c c e p t  lia b ilit y  fo r  a n y
c la im a r is in g  u n d e r  th e s e  r e g u la tio n s  in  c o n n e c tio n  with  th e
b o a r d . 

7 f If y o u r  b o a r d  r e la te s  to  p a r t o f a  b u ild in g  in  mu ltip le  o c c u p a tio n ,
it s h o u ld  in d ic a te  th e  p a r t o f th e  b u ild in g  to  wh ic h  it r e la te s . 

7 g Y o u  mu s t n o t r e p la c e  a n o th e r  a g e n t’s  b o a r d  with  y o u r  o wn ,
h id e  it  o r  r e mo v e  it  fr o m a  p r o p e r t y , with o u t  t h e  s e lle r ’s
p e r mis s io n  o r  with o u t n o tify in g  th e  o th e r  a g e n t. 

7 h Y o u  mu s t c o mp ly  with  lo c a l le g is la tio n  in  r e la tio n  to  e r e c tin g
y o u r  b o a r d s .

P u b l is h e d  Ma t e r ia l  a n d  I n f o r ma t io n  a b o u t  a  P r o p e r t y

7 i Y o u  mu s t b y  la w c o mp ly  with  th e  C o n s u me r  P r o te c tio n  fr o m
Un fa ir  T r a d in g  Re g u la tio n s  2 0 0 8  (o r  th e  Bu s in e s s  P r o te c tio n
fr o m Mis le a d in g  Ma r k e tin g  Re g u la tio n s  2 0 0 8  wh e r e
a p p lic a b le ). T h e  C o n s u me r  P r o te c tio n  fr o m Un fa ir  T r a d in g
Re g u la tio n s  2 0 0 8  r e q u ir e  y o u  to  d is c lo s e  a n y  in fo r ma tio n  o f
wh ic h  y o u  a r e  a wa r e  o r  s h o u ld  b e  a wa r e  o f in  r e la tio n  to  th e
p r o p e r ty  in  a  c le a r , in te llig ib le  a n d  time ly  fa s h io n  a n d  to  ta k e
a ll r e a s o n a b le  s te p s  to  e n s u r e  th a t a ll s ta te me n ts  th a t y o u
ma k e  a b o u t a  p r o p e r ty , wh e th e r  o r a l, p ic to r ia l o r  wr itte n , a r e
a c c u r a te  a n d  a r e  n o t mis le a d in g . A ll ma te r ia l in fo r ma tio n  (* )
mu s t b e  d is c lo s e d  a n d  th e r e  mu s t b e  n o  ma te r ia l o mis s io n s
wh ic h  ma y  imp a c t o n  th e  a v e r a g e  c o n s u me r ’s  (* ) tr a n s a c tio n a l
d e c is io n  (* ). Wh e r e  in fo r ma tio n  is  g iv e n  to  c o n s u me r s  a n d /o r
th e ir  r e p r e s e n ta tiv e s , it mu s t b e  a c c u r a te  a n d  n o t mis le a d in g . 

7 j P r io r  to  c o mme n c e me n t o f ma r k e tin g , th e  wr itte n  d e ta ils  o f
a  p r o p e r ty  (s a le s  p a r tic u la r s ) mu s t b e  a g r e e d  with  th e  s e lle r
to  c o n fir m th a t th e  d e ta ils  a r e  a c c u r a te . S a le s  p a r tic u la r s
th a t h a v e  n o t b e e n  a g r e e d  b y  th e  s e lle r  mu s t b e  ma r k e d  a s
‘d r a ft’, ‘s u b je c t to  a p p r o v a l’ o r  s imila r  to  e n s u r e  b u y e r s  a r e
a wa r e  th a t th e  p r o p e r ty  d e ta ils  c o u ld  b e  s u b je c t to  c h a n g e . 

7 k In  a c c o r d a n c e  with  p a r a g r a p h  5 e , wh e r e  th e  title  is  r e g is te r e d
a t  HM L a n d  Re g is t r y , y o u  s h o u ld  s e e k  to  o b ta in  t it le
in fo r ma tio n  to  v e r ify  th e  te n u r e  o f th e  p r o p e r ty . 

• In  r e g a r d  to  le a s e h o ld  p r o p e r t ie s , in  a c c o r d a n c e  with
p a r a g r a p h  4 e , y o u  mu s t p r o v id e  ma te r ia l in fo r ma tio n  to
t h e  c o n s u me r  s o  t h e y  c a n  ma k e  a n  in fo r me d
tr a n s a c tio n a l d e c is io n . Ma te r ia l in fo r ma tio n  in  r e s p e c t
o f th e  le a s e  in c lu d e s , b u t is  n o t limite d  to , th e  fo llo win g : 

• Nu mb e r  o f y e a r s  r e ma in in g  o n  th e  le a s e ; 
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• A mo u n t o f g r o u n d  r e n t (* ) a n d  wh e n  p a y a b le , to g e th e r
with  d e ta ils  o f h o w th is  will in c r e a s e  o v e r  t ime , if
a p p lic a b le ; 

• Re n t p a y a b le  in  t h e  c a s e  o f a  s h a r e d  o wn e r s h ip
a r r a n g e me n t; 

F o r  le a s e h o ld , c o mmo n h o ld  a n d  fr e e h o ld  p r o p e r tie s  wh e r e
th e  o wn e r  h a s  a  le g a l o b lig a tio n  to  c o n tr ib u te  to wa r d s  th e
ma in te n a n c e  c o s t s  o f a  s h a r e d  a me n ity , ma te r ia l
in fo r ma tio n  wo u ld  in c lu d e , b u t is  n o t limite d  to  th e  fo llo win g :

• A mo u n t o f s e r v ic e  c h a r g e  (* ), a n d  wh e n  p a y a b le ; 

• A mo u n t o f a n y  e v e n t fe e s  (* ), a n d  wh e n  p a y a b le ; 

• A mo u n t o f r e s e r v e  fu n d  (* ) c o n t r ib u t io n  a n d  wh e n
p a y a b le  (if n o t a lr e a d y  in c lu d e d  in  o th e r  c h a r g e s ); 

• A p p r o x ima te  to ta l a mo u n t o f r e s e r v e  fu n d ;

• De ta ils  o f a n y  e v e n t - r e la te d  fe e s  a n d  c h a r g e s  p a y a b le
u n d e r  t h e  le a s e  t h a t  a r e  t r ig g e r e d  b y  c e r ta in
c ir c u ms ta n c e s  o r  e v e n ts ; 

• De ta ils  o f a n y  o th e r  fe e s  / c h a r g e s  c o n ta in e d  in  th e  le a s e ,
c o mmo n h o ld  c o mmu n ity  s ta te me n t o r  title  d e e d s .

F o r  a ll p r o p e r tie s , ma te r ia l in fo r ma tio n  wo u ld  in c lu d e , b u t
is  n o t limite d  to  th e  fo llo win g ;

• De ta ils  o f a n y  u n u s u a l r e s tr ic tio n s  o r  c o v e n a n ts  a ffe c tin g
th e  u s e  a n d  e n jo y me n t o f th e  p r o p e r ty .

Y o u  mu s t ta k e  a ll r e a s o n a b le  p r e c a u tio n s  a n d  e x e r c is e  a ll
d u e  d ilig e n c e  b y  a s k in g  t h e  s e lle r  to  d e c la r e  s u c h
in fo r ma tio n  in  wr itin g  (s e e  p a r a g r a p h  4 e  a n d / o r  v ia  t h e
c o mp le tio n  o f a  p r o p e r ty  in fo r ma tio n  q u e s tio n n a ir e  s ig n e d
b y  t h e  s e lle r ). Wh e r e  y o u  h a v e  d o u b t  o r  in fo r ma tio n  is
mis s in g  y o u  s h o u ld  a s k  fu r t h e r  r e le v a n t  q u e s t io n s  o f t h e
s e lle r. If a ll r e a s o n a b le  e n q u ir ie s  with  th e  s e lle r  h a v e  b e e n
c a r r ie d  o u t a n d  c e r ta in  in fo r ma tio n  is  s till u n a v a ila b le , th e
fa c t  t h a t  t h e  in fo r ma tio n  is  u n k n o wn  s h o u ld  b e  c le a r ly
d is c lo s e d  to  b u y e r s , to  e n a b le  t h e m to  ma k e  a n  in fo r me d
tr a n s a c tio n a l d e c is io n .

7 l In  r e g a r d  to  p r o p e r tie s  b e in g  r e - s o ld  with  e x is tin g  b u ild in g
wa r r a n tie s , y o u  s h o u ld  a s k  th e  s e lle r  to  d e c la r e  in  wr itin g
(fo r  e x a mp le  v ia  t h e  c o mp le tio n  o f a  p r o p e r t y  in fo r ma tio n
q u e s tio n n a ir e  s ig n e d  b y  th e  s e lle r ) th e  r e ma in in g  le n g th  o f
th e  wa r r a n ty  a n d  wh e th e r  a n y  c la im h a s  b e e n  ma d e  a g a in s t
t h e  p o lic y . T h is  in fo r ma tio n  s h o u ld  b e  ma d e  a v a ila b le  to
b u y e r s  to  e n a b le  th e m to  ma k e  a n  in fo r me d  tr a n s a c tio n a l
d e c is io n .

7 m Y o u  will b e  lia b le  if y o u  in c lu d e  a n y t h in g  in  t h e  s a le s
p a r tic u la r s  wh ic h  y o u  h a v e  r e a s o n  to  d o u b t is  c o r r e c t. 

7 n A ll a d v e r t is e me n ts  mu s t b e  le g a l, d e c e n t , h o n e s t  a n d
t r u t h fu l in  a c c o r d a n c e  with  t h e  A S A  C o d e s . Ma n ip u la t in g
in te r n e t p o r ta ls  (a n d  o th e r  c h a n n e ls  o f ma r k e tin g ) to  g iv e
th e  imp r e s s io n  a  p r o p e r ty  is  n e w to  th e  ma r k e t, wh e n  it is
n o t; in fla tin g  y o u r  ma r k e t s h a r e  b y  lis tin g  p r o p e r tie s  mu ltip le
time s ; lis tin g  p r o p e r tie s  th a t a r e  n o t c u r r e n tly  a v a ila b le  to
b u y ; o r  c la imin g  to  h a v e  s o ld  a  p r o p e r ty  wh ic h  wa s  s o ld  b y
a n o th e r  a g e n t, is  mis le a d in g .

7 o If y o u  in te n d  to  in c lu d e  ma te r ia l p r o d u c e d  b y  a  th ir d  p a r ty ,
y o u  mu s t o b ta in  th a t p a r ty ’s  p e r mis s io n  to  d o  s o  p r io r  to  th e
c o mme n c e me n t o f ma r k e tin g .

8 . V ie win g  a n d  A c c e s s  t o  P r e mis e s  

V ie win g s

8 a Y o u  mu s t ta k e  a  s e lle r ’s  in s t r u c t io n s  r e g a r d in g  v ie win g s ,
s p e c ific a lly  wh e th e r  o r  n o t th e y  s h o u ld  b e  c o n d u c te d  b y  y o u .

8 b Y o u  mu s t r e c o r d  a n y  v ie win g s  th a t h a v e  b e e n  a r r a n g e d  fo r
th a t p r o p e r ty , fe e d b a c k  fr o m th o s e  v ie win g s  a n d  p a s s  th is  to
th e  s e lle r  with in  a n  a g r e e d  time s c a le . If th is  fe e d b a c k  is  a n
o ffe r , y o u  s h o u ld  r e fe r  to  s e c tio n  9 .

8 c Be fo r e  a r r a n g in g  a n y  v ie win g , y o u  mu s t te ll th e  b u y e r  if y o u
a r e  a wa r e  o f a n  o ffe r  th a t h a s  a lr e a d y  b e e n  a c c e p te d  s u b je c t
to  c o n tr a c t b y  th e  s e lle r.

8 d  In  a c c o r d a n c e  with  p a r a g r a p h  5 t , wh e n  y o u  k n o w th e
p r o p e r ty  h a s  b e e n , o r  is  b e in g  ma r k e te d  b y  a n o th e r  a g e n t
y o u  s h o u ld  e s ta b lis h  if y o u r  b u y e r  h a s  p r e v io u s ly  v ie we d  th e
p r o p e r ty  th r o u g h  th a t o r  a n y  o th e r  a g e n t.

A c c e s s  t o  P r e mis e s

8 e Un le s s  o t h e r wis e  in s t r u c te d  b y  t h e  s e lle r , if y o u  h o ld  t h e
k e y s  to  a  p r o p e r ty  y o u  mu s t a c c o mp a n y  a n y  v ie win g s  o f th a t
p r o p e r t y . If y o u  a r e  a r r a n g in g  fo r  s o me o n e  to  v ie w a n
o c c u p ie d  p r o p e r ty , y o u  mu s t a g r e e  th e  a r r a n g e me n ts  with
th e  o c c u p ie r  (in c lu d in g  a n y  te n a n ts ) b e fo r e h a n d , wh e r e v e r
p o s s ib le .

8 f Y o u  mu s t ma k e  s u r e  th a t a ll th e  k e y s  y o u  h a v e  a r e  c o d e d  a n d
k e p t s e c u r e . Y o u  mu s t ma in ta in  r e c o r d s  o f wh e n  y o u  is s u e
k e y s  a n d  to  wh o m, a n d  wh e n  t h e y  a r e  r e t u r n e d . T h e s e
r e c o r d s  mu s t b e  k e p t s e c u r e  a n d  s e p a r a te  fr o m th e  a c tu a l
k e y s . Y o u  mu s t o n ly  g iv e  k e y s  to  p e o p le  p r o v id in g  y o u  with
s a tis fa c to r y  id e n tific a tio n .

8 g If a c c e s s  to  a  p r o p e r ty  is  r e q u ir e d  b y  a  p e r s o n  o n  b e h a lf o f
th e  b u y e r  (e .g . a  s u r v e y o r , b u ild e r , tr a d e s ma n  e tc ) a n d  y o u
h o ld  th e  k e y  b u t a r e  n o t a b le  to  a c c o mp a n y  th a t p e r s o n , th is
mu s t b e  ma d e  c le a r  to  th e  s e lle r  b e fo r e h a n d  a n d  th e  s e lle r ’s
e x p r e s s  p e r mis s io n  o b ta in e d  b e fo r e  y o u  h a n d  o v e r  th e  k e y . 

8 h Y o u  mu s t e x e r c is e  r e a s o n a b le  d ilig e n c e  to  e n s u r e  th a t, a fte r
a n y  v is it b y  y o u , a  p r o p e r ty  is  le ft s e c u r e .

9 . O f f e r s
9 a By  la w, y o u  mu s t te ll s e lle r s  a s  s o o n  a s  is  r e a s o n a b ly

p o s s ib le  a b o u t a ll o ffe r s  th a t y o u  r e c e iv e  a t a n y  time  u n til
c o n t r a c t s  h a v e  b e e n  e x c h a n g e d  u n le s s  t h e  o ffe r  is  a n
a mo u n t o r  ty p e  wh ic h  th e  s e lle r  h a s  s p e c ific a lly  in s tr u c te d
y o u , in  wr itin g , n o t to  p a s s  o n . Y o u  mu s t c o n fir m e a c h  o ffe r
in  wr itin g  to  th e  s e lle r , a n d  to  th e  b u y e r  wh o  ma d e  it, with in
2  wo r k in g  d a y s .

9 b In  a c c o r d a n c e  with  th e  Mo n e y  L a u n d e r in g , T e r r o r is t F in a n c in g
a n d  T r a n s fe r  o f F u n d s  (In fo r ma tio n  o n  th e  P a y e r ) Re g u la tio n s
2 0 1 7 , y o u  mu s t u n d e r ta k e  C u s to me r  Du e  Dilig e n c e  a n d ,
wh e r e  a p p r o p r ia te  E n h a n c e d  Du e  Dilig e n c e , o n  th e  b u y e r
b e fo r e  a  b in d in g  c o n tr a c t h a s  b e e n  e n te r e d  in to  (fo r  e x a mp le ,
e x c h a n g e  o f c o n tr a c ts ). S h o u ld  y o u  h a v e  s u s p ic io n , k n o wle d g e
o r  r e a s o n a b le  g r o u n d  to  s u s p e c t th a t mo n e y  la u n d e r in g  is
ta k in g  p la c e , y o u  mu s t r e p o r t th is  in  a c c o r d a n c e  with  y o u r
mo n e y  la u n d e r in g  p o lic y  a n d  p r o c e d u r e s . Y o u  mu s t k e e p
r e c o r d s  o f y o u r  C u s to me r  Du e  Dilig e n c e  c h e c k s  fo r  fiv e  y e a r s
fr o m th e  d a te  o f th e  tr a n s a c tio n .
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9 c Y o u  mu s t k e e p  a  wr itte n  o r  e le c t r o n ic  c o n te mp o r a n e o u s
r e c o r d  o f a ll o ffe r s  y o u  r e c e iv e  in c lu d in g  th e  d a te  a n d  time
o f s u c h  o ffe r s  a n d  th e  s e lle r ’s  r e s p o n s e . 

9 d By  la w y o u  c a n n o t ma k e  it a  c o n d itio n  o f p a s s in g  o n  o ffe r s
to  th e  s e lle r  th a t th e  b u y e r  mu s t u s e  s e r v ic e s  o ffe r e d  b y  y o u
o r  a n o th e r  p a r ty . Y o u  mu s t n o t d is c r imin a te , o r  th r e a te n  to
d is c r imin a te , a g a in s t a  b u y e r  b e c a u s e  th a t p e r s o n  d e c lin e s
to  a c c e p t th a t y o u  will (d ir e c tly  o r  in d ir e c tly ) p r o v id e  r e la te d
s e r v ic e s  to  th e m. Dis c r imin a tio n  in c lu d e s  b u t is  n o t limite d
to  th e  fo llo win g : 

• F a ilin g  to  te ll th e  s e lle r  o f a n  o ffe r  to  b u y  th e  p r o p e r ty .

• T e llin g  th e  s e lle r  o f a n  o ffe r  le s s  q u ic k ly  th a n  o th e r  o ffe r s
y o u  h a v e  r e c e iv e d .

• Mis r e p r e s e n tin g  th e  n a tu r e  o f th e  o ffe r  o r  th a t o f r iv a l
o ffe r s .

• Giv in g  d e ta ils  o f p r o p e r tie s  fo r  s a le  fir s t to  b u y e r s  wh o
h a v e  in d ic a te d  t h e y  a r e  p r e p a r e d  to  le t  y o u  p r o v id e
s e r v ic e s  to  th e m.

C o n t in u a t io n  o f  Ma r k e t in g
9 e Wh e n  a n  o ffe r  h a s  b e e n  a c c e p te d  s u b je c t  to  c o n t r a c t  y o u

mu s t ta k e  a n d  c o n fir m th e  s e lle r ’s  in s t r u c t io n s  a s  to
wh e th e r  th e  p r o p e r ty  s h o u ld  b e  with d r a wn  fr o m th e  ma r k e t,
o r  c o n t in u e  to  b e  ma r k e te d . In  t h e  la t te r  c a s e , y o u  mu s t
a d v is e  t h e  b u y e r  in  wr itin g  a n d  e n s u r e  y o u r  ma r k e t in g
c le a r ly  e x p la in s  th a t a n  o ffe r  h a s  b e e n  a c c e p te d  s u b je c t to
c o n tr a c t. T h e  b u y e r  mu s t a ls o  b e  in fo r me d  in  wr itin g  s h o u ld
t h e  s e lle r  la te r  d e c id e  to  p u t  t h e  p r o p e r t y  b a c k  o n  t h e
ma r k e t . Y o u  r e ma in  u n d e r  t h e  le g a l o b lig a t io n  to  p a s s  o n
o ffe r s , a s  d e fin e d  in  9 a .

9 f Y o u  mu s t k e e p  a ll b u y e r s  wh o  h a v e  r e c e n t ly  ma d e  o ffe r s
t h r o u g h  y o u , a n d  wh ic h  h a v e  n o t  a lr e a d y  b e e n  r e je c te d ,
in fo r me d  o f th e  e x is te n c e  o f o th e r  o ffe r s  y o u  h a v e  s u b mitte d
to  th e  s e lle r. 

9 g Y o u  mu s t b e  fa ir  a n d  n o t  mis le a d in g  wh e n  d is c lo s in g  t h e
a mo u n t o f a n y  o ffe r s  ma d e  to  o th e r  b u y e r s . Be fo r e  d is c lo s in g
th e  a mo u n t o f a n  o ffe r , y o u  mu s t a d v is e  th e  s e lle r  o f s u c h
in te n tio n  a n d  g e t th e  s e lle r ’s  a g r e e me n t; a n d  y o u  mu s t wa r n
a ll b u y e r s  wh o  ma k e  o ffe r s  th a t it is  y o u r  p r a c tic e  to  d o  s o .
If y o u  d o  d is c lo s e  a n y  o ffe r  to  o n e  b u y e r , th e n  a ll o ffe r s  mu s t
b e  imme d ia te ly  d is c lo s e d  to  a ll b u y e r s  with  a  c u r r e n t in te r e s t
in  n e g o tia tio n s  fo r  th e  p r o p e r ty . 

9 h A fte r  a n  o ffe r  h a s  b e e n  a c c e p te d  s u b je c t  to  c o n t r a c t , y o u
mu s t p r o mp tly  te ll th a t b u y e r  if th e  s e lle r  a c c e p ts  a n o th e r
o ffe r. 

9 i By  la w y o u  mu s t n o t mis r e p r e s e n t o r  in v e n t th e  e x is te n c e ,
o r  a n y  d e ta ils , o f a n y  o th e r  o ffe r  ma d e  o r  th e  s ta tu s  o f a n y
o th e r  p e r s o n  wh o  h a s  ma d e  a n  o ffe r. If y o u  k n o w th a t th e
s e lle r  h a s  in s t r u c te d  a  le g a l r e p r e s e n ta t iv e  to  s e n d  a
c o n t r a c t  to  a n  a lte r n a t iv e  b u y e r , y o u  mu s t t h e n  te ll y o u r
b u y e r  in  wr itin g .

1 0 . F in a n c ia l  E v a l u a t io n  
1 0 a A t  t h e  t ime  th a t  a n  o ffe r  h a s  b e e n  ma d e  a n d  is  b e in g

c o n s id e r e d  b y  th e  s e lle r , y o u  mu s t ta k e  r e a s o n a b le  s te p s  to
fin d  o u t fr o m th e  b u y e r  th e  s o u r c e  a n d  a v a ila b ility  o f th e ir
fu n d s  fo r  b u y in g  th e  p r o p e r ty  a n d  p a s s  th is  in fo r ma tio n  to

th e  s e lle r. S u c h  in fo r ma tio n  will in c lu d e  wh e th e r  th e  b u y e r
n e e d s  to  s e ll a  p r o p e r ty , r e q u ir e s  a  mo r tg a g e , c la ims  to  b e
a  c a s h  b u y e r  (* ) o r  a n y  c o mb in a tio n  o f th e s e . S u c h  r e le v a n t
in fo r ma tio n  t h a t  is  a v a ila b le  s h o u ld  b e  in c lu d e d  in  t h e
me mo r a n d u m o f s a le  h a v in g  r e g a r d  to  d a ta  p r o te c tio n  la ws .

1 0 b Y o u  mu s t p u t a ll o ffe r s  to  y o u r  s e lle r  c lie n t e v e n  if th e  b u y e r
h a s  n o t b e e n  fin a n c ia lly  q u a lifie d  a t th a t s ta g e .

1 0 c T h e s e  r e a s o n a b le  s te p s  mu s t c o n tin u e  a fte r  a c c e p ta n c e  o f
t h e  o ffe r  u n t il e x c h a n g e  o f c o n t r a c t s  a n d  mu s t in c lu d e
r e g u la r  mo n ito r in g  o f th e  b u y e r ’s  p r o g r e s s  in  a c h ie v in g  th e
fu n d s  r e q u ir e d , a n d  r e p o r tin g  s u c h  p r o g r e s s  to  th e  s e lle r.

1 1 . De p o s it s
1 1 a Un le s s  th e  b u y e r  a n d  s e lle r  wis h  to  u tilis e  a  r e s e r v a tio n

a g r e e me n t, y o u  s h o u ld  n o t g e n e r a lly  fa c ilita te  p r e - c o n tr a c t
d e p o s its . Ho we v e r , if y o u  a r e  in s tr u c te d  to  d o  s o , y o u  mu s t
e n s u r e  th a t b e fo r e  a  d e p o s it is  ta k e n , th e  c ir c u ms ta n c e s  u n d e r
wh ic h  th e  d e p o s it is  to  b e  h e ld , r e fu n d e d , fo r fe ite d  o r  u s e d
to wa r d s  th e  p u r c h a s e , a r e  c le a r ly  s ta te d  in  wr itin g , a g r e e d  b y
th e  r e le v a n t p a r tie s  a n d  a  c o p y  o f th e  a g r e e me n t p r o v id e d  to
th o s e  p a r tie s . In  e a c h  c ir c u ms ta n c e  th e  b e n e fic ia r y  o f th e
d e p o s it (a n d  a n y  in te r e s t a c c r u e d ) mu s t b e  c le a r ly  d e fin e d .

1 1 b Y o u  mu s t n o t h o ld  a  d e p o s it, o r  a n y  o th e r  mo n e y  b e lo n g in g
to  a  s e lle r  o r  b u y e r , u n le s s  y o u  a r e  c o v e r e d  b y  a d e q u a te
in s u r a n c e .

1 1 c A n y  c lie n t mo n e y  h e ld  mu s t b y  la w b e  in  a  s e p a r a te  c lie n t
a c c o u n t  o r  a c c o u n t s , a s  s e t  o u t  in  t h e  E s ta te  A g e n t s
(A c c o u n ts ) Re g u la tio n s  1 9 8 1 . Y o u  mu s t b e  a b le  to  a c c o u n t
imme d ia te ly  fo r  a ll mo n e y  y o u  a r e  h o ld in g  o n  b e h a lf o f a
s e lle r  o r  b u y e r.

1 1 d By  la w y o u  mu s t n o t d e d u c t a n y  c o s t o r  c h a r g e s  fr o m a n y
mo n e y  y o u  h o ld , u n le s s  y o u r  c lie n t  h a s  g iv e n  y o u  wr itte n
a u t h o r it y  to  d o  s o . Y o u  s h o u ld  e n s u r e  t h a t  y o u r  c lie n t ’s
a u th o r ity  is  o b ta in e d  a t th e  time  o f th e  d e d u c tio n  o r  th a t y o u
g iv e  y o u r  c lie n t  s u ffic ie n t  n o t ic e  p r io r  to  t h e  d e d u c t io n  to
o b je c t to  it.

1 2 . Be t we e n  A c c e p t a n c e  a n d  E x c h a n g e  
o f  C o n t r a c t s

1 2 a A fte r  a c c e p ta n c e  o f t h e  o ffe r  b y  t h e  s e lle r , a n d  u n t il
e x c h a n g e  o f c o n tr a c ts  y o u  h a v e  n o  d ir e c t in flu e n c e  o n  s u c h
ma tte r s  a s  t h e  c o n v e y a n c in g  p r o c e s s  o r  t h e  mo r tg a g e
le n d in g  p r o c e s s . Y o u r  o b lig a tio n s  to  th e  c lie n t a r e : 

• to  mo n ito r  p r o g r e s s ; 

• to  a s s is t wh e r e  p o s s ib le , a s  a s k e d ; 

• to  r e p o r t  in fo r ma tio n  d e e me d  h e lp fu l to  b r in g in g  t h e
tr a n s a c tio n  to  fr u itio n ;

• wh e r e  t h e r e  is  a  c h a in , r o u t in e ly  c h e c k  t h e  imme d ia te
t r a n s a c t io n s  a n d  c o mmu n ic a te  in fo r ma tio n  h e lp fu l to
b r in g in g  y o u r  c lie n t’s  tr a n s a c tio n  to  fr u itio n . 

Y o u  mu s t k e e p  wr itte n  o r  e le c tr o n ic  r e c o r d s  o f s u c h  a c tiv ity .

1 2 b If a  b u y e r  b e c o me s  in v o lv e d  in  a  c o n t r a c t  r a c e , t h e  b u y e r
s h o u ld  b e  to ld  p r o mp tly  o f t h e  s it u a t io n  a n d  g iv e n  s u c h
in fo r ma tio n  wh ic h  c o me s  to  y o u r  a tte n tio n  a s  is  c o n s is te n t
with  y o u r  d u ty  to  th e  s e lle r  a n d  th e  o th e r  b u y e r (s ).
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1 3 . E x c h a n g e  a n d  C o mp le t io n
1 3 a  A fte r  e x c h a n g e  o f c o n tr a c ts  y o u  mu s t n o t g iv e  th e  b u y e r  th e

k e y s  to  th e  p r o p e r ty  with o u t th e  s p e c ific  p e r mis s io n  o f th e
s e lle r  o r  th e  s e lle r ’s  le g a l r e p r e s e n ta tiv e . 

1 3 b Wh e r e  y o u  b e c o me  a wa r e  th a t th e  s e lle r  mu s t c o n tr a c tu a lly
v a c a te  t h e  p r o p e r t y  b y  a  s p e c ific  t ime  o n  t h e  d a y  o f
c o mp le tio n , t h is  s h o u ld  b e  c o n v e y e d  to  t h e  s e lle r  a t  t h e
e a r lie s t p o s s ib le  o p p o r tu n ity .

1 3 c A t c o mp le tio n , y o u  s h o u ld  o ffe r  to  a s s is t with  th e  h a n d o v e r
o f k e y s  d u r in g  y o u r  o ffic e  wo r k in g  h o u r s  a n d  ma in ta in  a
r e c o r d  o f wh a t h a s  b e e n  a g r e e d . If th e  s e lle r  s o  r e q u e s ts ,
y o u  mu s t a s s is t. 

1 4 . I n - h o u s e  C o mp l a in t s  Ha n d l in g
1 4 a Y o u  mu s t ma in ta in  a n d  o p e r a te  a n  in - h o u s e  c o mp la in t s

p r o c e d u r e . S u c h  p r o c e d u r e s  mu s t b e  in  wr itin g ; e x p la in  h o w
to  c o mp la in  to  y o u r  b u s in e s s  a n d  to  t h e  Omb u d s ma n ; b e
r e a d ily  a v a ila b le  in  e a c h  o ffic e  a n d  o n  y o u r  we b s ite ; a n d  b e
a v a ila b le  fo r  in s p e c t io n  b y  t h e  Omb u d s ma n  a n d / o r  T P O
L imite d . 

1 4 b A ll v e r b a l a n d  wr itte n  c o mp la in ts  mu s t b e  r e c o r d e d  b y  y o u
a t th e  time  th e y  a r e  ma d e .

1 4 c Y o u  mu s t a g r e e  to  d e a l with  a n y  p r o p e r ly  a p p o in te d
r e p r e s e n ta tiv e  o f a  C o mp la in a n t (* ).

1 4 d A ll wr itte n  c o mp la in t s  mu s t b e  a c k n o wle d g e d  in  wr itin g
with in  3  wo r k in g  d a y s  a n d  a  p r o p e r  in v e s tig a tio n  p r o mp tly
u n d e r ta k e n . A  fo r ma l wr itte n  o u tc o me  o f y o u r  in v e s tig a tio n
mu s t b e  s e n t to  th e  C o mp la in a n t with in  1 5  wo r k in g  d a y s  o f
r e c e ip t o f th e  o r ig in a l c o mp la in t. A  s e n io r  me mb e r  o f s ta ff,
o r  d e s ig n a te d  c o mp la in t h a n d le r , n o t d ir e c tly  in v o lv e d  in  th e
tr a n s a c tio n  s h o u ld  d e a l with  th e  c o mp la in t. In  e x c e p tio n a l
c a s e s , wh e r e  th e  time s c a le  n e e d s  to  b e  e x te n d e d  b e y o n d  th is
limit, th e  C o mp la in a n t s h o u ld  b e  k e p t fu lly  in fo r me d  a n d  a n
e x p la n a tio n  p r o v id e d .

1 4 e If t h e  C o mp la in a n t  r e ma in s  d is s a t is fie d , t h e  C o mp la in a n t
mu s t b e  to ld  h o w th e  c o mp la in t  c a n  b e  fu r t h e r  p u r s u e d
with in  y o u r  b u s in e s s . T h is  s h o u ld  p r o v id e  th e  o p p o r tu n ity  fo r
a  s p e e d y , s e p a r a te  a n d  d e ta c h e d  r e v ie w o f th e  c o mp la in t b y
s ta ff n o t d ir e c tly  in v o lv e d  in  th e  tr a n s a c tio n . S u c h  a  r e v ie w
mu s t b e  s e n t to  th e  C o mp la in a n t with in  1 5  wo r k in g  d a y s . 

1 4 f F o llo win g  t h e  c o n c lu s io n  o f y o u r  in v e s t ig a t io n , a  wr itte n
s ta te me n t o f y o u r  fin a l v ie w, a n d  in c lu d in g  a n y  o ffe r  ma d e ,
mu s t b e  s e n t to  th e  C o mp la in a n t. T h is  le tte r  mu s t a ls o  te ll
t h e  C o mp la in a n t  h o w th e  ma tte r  c a n  b e  r e fe r r e d  to  t h e
Omb u d s ma n , p o in t in g  o u t  t h a t  a n y  s u c h  r e fe r r a l b y  t h e
C o mp la in a n t mu s t b e  ma d e  with in  1 2  mo n th s  o f y o u r  fin a l
v ie w.

1 4 g Y o u  mu s t n o t  imp ly  t h a t  p a y me n t o f a n y  o u t s ta n d in g
c o mmis s io n  fe e  o r  a d d itio n a l c o s ts  is  a  c o n d itio n  o f a  r e v ie w
b y  th e  Omb u d s ma n .

1 5 . Re f e r r a l s  t o  t h e  O mb u d s ma n
1 5 a Y o u  mu s t c o - o p e r a te  with  a n y  in v e s t ig a t io n s  b y  t h e

Omb u d s ma n  b e in g  c o n d u c te d  in  a c c o r d a n c e  with  t h e
Omb u d s ma n ’s  T e r ms  o f Re fe r e n c e .

1 5 b Y o u  mu s t:

• c o mp ly  with  a n y  a wa r d  a n d / o r  d ir e c t io n  ma d e  b y  t h e
Omb u d s ma n  a g a in s t  y o u  a n d  a c c e p te d  b y  t h e
C o mp la in a n t a n d  wh ic h  is  b in d in g  u p o n  y o u  u n d e r  th e
T e r ms  o f Re fe r e n c e ; a n d

• p a y  t h e  C o mp la in a n t  t h e  a mo u n t o f a n y  s u c h  a wa r d  if
a c c e p te d  b y  t h e  C o mp la in a n t  with in  t h e  p e r io d  fo r
p a y me n t r e q u ir e d  b y  th e  Omb u d s ma n .

1 6 . C o mp l ia n c e  Mo n it o r in g
1 6 a Y o u  mu s t c o mp ly  with  th e  r e q u ir e me n ts  o f a n y  c o d e

c o mp lia n c e  mo n ito r in g  o r  c o mp lia n c e  s u r v e y  p r o c e d u r e  u s e d
b y  T P O L imite d . 

1 6 b Y o u  mu s t in fo r m c o n s u me r s  th a t th e ir  c o n ta c t d e ta ils  ma y
b e  u s e d  in  a n y  mo n ito r in g / s u r v e y  p r o c e s s  in  o r d e r  to  e n s u r e
c o mp lia n c e  with  d a ta  p r o te c tio n  le g is la tio n  (in  p a r tic u la r , th e
Ge n e r a l Da ta  P r o te c t io n  Re g u la t io n  o r  a n y  s u c c e s s o r
le g is la tio n ). Y o u  mu s t a ls o  in fo r m c o n s u me r s  o f th e  la wfu l
b a s is  o f s u c h  p r o c e s s in g , wh ic h  mig h t b e , fo r  e x a mp le , th a t
t h e  p r o c e s s in g  is  n e c e s s a r y  fo r  t h e  p u r p o s e s  o f y o u r
le g itima te  b u s in e s s  in te r e s ts .

1 7 . No n - C o mp l ia n c e  wit h  t h e  C o d e
1 7 a C a s e s  o f n o n - c o mp lia n c e  will b e  d e a lt with  b y  th e  C o mp lia n c e

C o mmitte e  (C C ) o f th e  T P O Bo a r d . 

1 7 b T h e  C C  will c o n s id e r  th o s e  c a s e s  b r o u g h t to  its  a tte n tio n  b y
th e  Omb u d s ma n , a c tin g  with in  th e  Omb u d s ma n ’s  T e r ms  o f
Re fe r e n c e , wh e r e  th e  Omb u d s ma n  c o n s id e r s  th e r e  h a s  b e e n
a n y  s in g le  fla g r a n t b r e a c h  a n d /o r  a n y  p e r s is te n t b r e a c h e s  o f
th e  C o d e  b y  a n y  Me mb e r  A g e n t. Wh e n  c o n s id e r in g  s u c h  c a s e s
th e  C C  will a ls o  c o n s id e r  wh e th e r  th e  c o n d u c t is  s u c h  th a t it
r a is e s  is s u e s  c o n c e r n in g  th e  Me mb e r ’s  c o n tin u in g  r e g is tr a tio n
u n d e r  th e  C o n s u me r s , E s ta te  A g e n ts  a n d  Re d r e s s  A c t 2 0 0 7 .

1 7 c T h e  C C  will a ls o  c o n s id e r  c a s e s  o f n o n - c o mp lia n c e  wh e r e
t h e r e  ma y  h a v e  b e e n  a  s in g le  fla g r a n t  b r e a c h  a n d / o r  a n y
p e r s is te n t  b r e a c h e s  o f t h e  C o d e , fa ilu r e  to  c o mp le te
c o mp lia n c e  mo n ito r in g , wh e r e  it  is  c o n s id e r e d  t h a t  t h e
Me mb e r  h a s  b r o u g h t  t h e  s c h e me  in to  d is r e p u te  o r  wh e r e
t h e  Me mb e r  h a s  s e r io u s ly  fa ile d  to  c o mp ly  with  t h e ir
me mb e r s h ip  o b lig a tio n s  in  a n o th e r  wa y . 

1 7 d T h e  C C  will d e te r min e  a n y  d is c ip lin a r y  s a n c tio n  in  a c c o r d a n c e
with  its  te r ms  o f r e fe r e n c e  a s  d e fin e d  fr o m time  to  time .

1 8 . G l o s s a r y  o f  T e r ms
In  th is  C o d e , th e  fo llo win g  in te r p r e ta tio n s  a n d  d e fin itio n s  a p p ly :

1 8 a  A g g r e s s iv e  Be h a v io u r . He r e  a r e  s o me  illu s tr a tiv e  e x a mp le s
o f a g g r e s s iv e  b e h a v io u r  o r  p r a c tic e s . It is  n o t a n  e x h a u s tiv e
lis t. In  e a c h  c a s e , th e  te s t is  wh e th e r  th e  a v e r a g e  c o n s u me r ’s
fr e e d o m o f c h o ic e  o r  c o n d u c t  is  (o r  wo u ld  b e  lik e ly  to  b e )
imp a ir e d  a n d , a s  a  r e s u lt , t h e y  ta k e  (o r  wo u ld  b e  lik e ly  to
ta k e ) a  d iffe r e n t tr a n s a c tio n a l d e c is io n . Wh e n  y o u  g a in  n e w
c lie n ts  a n d  in s tr u c tio n s , wh e n  y o u  ma r k e t p r o p e r ty , wh e n
y o u  n e g o tia te  a n d  ma k e  s a le s . 

• Imp o s in g  o n e r o u s  o r  d is p r o p o r tio n a te  r e q u ir e me n ts  wh ic h
p r e v e n t a  c lie n t fr o m e x e r c is in g  r ig h ts  to  te r min a te  a n
a g r e e me n t o r  s witc h  to  a n o th e r  p r o p e r ty  s a le s  b u s in e s s . 
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• Re fu s in g  to  a llo w a  c o n s u me r  to  c a n c e l t h e ir  c o n t r a c t
with  y o u , wh e r e  a  c a n c e lla tio n  p e r io d  a p p lie s  a n d  h a s  n o t
e x p ir e d . 

• P r e s s u r in g  a  p o te n tia l b u y e r  to  u s e  a s s o c ia te d  s e r v ic e s ,
fo r  e x a mp le  to  ta k e  o u t a  mo r tg a g e  th r o u g h  th e  in - h o u s e
mo r tg a g e  a d v is o r  o r  to  u s e  a  p a r tic u la r  fir m o f s o lic ito r s
o r  lic e n s e d  c o n v e y a n c e r s . 

• P r e s s u r in g  (fo r  e x a mp le  b y  p e r s is te n t a n d / o r  a g g r e s s iv e
te le p h o n e  c a lls ) th e  b u y e r  to  a c t q u ic k ly  to  p u t in  a n  o ffe r ,
r a is e  th e ir  p r ic e , s k ip  th e  s u r v e y , fin a lis e  th e  s a le  a n d / o r
e x c h a n g e  c o n tr a c ts . 

• In  o r d e r  to  ma k e  c o mmis s io n  q u ic k ly , p r e s s u r e  a  s e lle r
c lie n t  to  a c c e p t  a n  o ffe r  a t  a  lo we r  p r ic e  t h a n  is
r e a s o n a b le  fo r  th e ir  p r o p e r ty , fo r  e x a mp le  b y  te llin g  th e m
th a t th e y  c a n n o t g e t a  b e tte r  o ffe r. 

• P u r s u in g  c o mmis s io n  to  wh ic h  y o u  a r e  n o t e n title d . 

• In t imid a tin g , p r e s s u r in g  o r  c o e r c in g  c o n s u me r s  in to
d r o p p in g  c o mp la in ts  a g a in s t y o u r  b u s in e s s . 

1 8 b A s s o c ia t e . In c lu d e s  a  b r o t h e r , s is te r , h u s b a n d , wife , c iv il
p a r tn e r , a u n t, u n c le , n e p h e w, n ie c e , p a r e n ts , g r a n d p a r e n ts ,
c h ild r e n  a n d  g r a n d c h ild r e n . T h e  d e fin it io n  a ls o  in c lu d e s
b u s in e s s  a s s o c ia te s .

1 8 c A v e r a g e  C o n s u me r . T h e  ‘a v e r a g e  c o n s u me r ’ is  s o me o n e  wh o
is  r e a s o n a b ly  we ll- in fo r me d , a n d  r e a s o n a b ly  o b s e r v a n t a n d
c ir c u ms p e c t. F o r  e x a mp le , a n  a v e r a g e  c o n s u me r  wo u ld  p a y
s o me  a tte n tio n  to  d o c u me n ta tio n  g iv e n  to  th e m, b u t n o t
n e c e s s a r ily  to  th e  s ma ll p r in t u n le s s  k e y  p o in ts  in  it a r e
b r o u g h t to  th e ir  a tte n tio n . A n  a v e r a g e  c o n s u me r  wo u ld  c h e c k
o u t p u b lic ly  a v a ila b le  fa c ts  fo r  th e ms e lv e s  wh e r e  th is  is
s tr a ig h tfo r wa r d  to  d o , a lth o u g h  wh a t c h e c k s  th e y  a c tu a lly
ma k e  will b e  in flu e n c e d  b y  th e  in fo r ma tio n  th a t y o u  h a v e  g iv e n
th e m. T h e  C P Rs  d o , h o we v e r , p r o v id e  fo r  wh e r e  a  c o mme r c ia l
p r a c tic e  is  ta r g e te d  a t a  p a r tic u la r  g r o u p  o f c o n s u me r s . In
th e s e  c a s e s , th e  ‘a v e r a g e  c o n s u me r ’ will r e fe r  to  th e  a v e r a g e
me mb e r  o f th a t g r o u p , n o t th e  a v e r a g e  c o n s u me r  g e n e r a lly .
T h is  will b e  r e le v a n t to  y o u  if y o u  a r e  ta r g e tin g  y o u r
c o mme r c ia l p r a c tic e  a t a  p a r tic u la r  g r o u p  o f c o n s u me r s .

1 8 d C a s h  Bu y e r . A  ‘c a s h  b u y e r ’ c a n  o n ly  b e  d e s c r ib e d  a s  s u c h  if
th e y  h a v e  r e a lis a b le  c a s h  a s s e ts , th a t is :

• th e  b u y e r  h a s  s u ffic ie n t c a s h  in  th e  b a n k , b u ild in g  s o c ie ty
o r  o t h e r  in v e s tme n ts , wh ic h  c a n  b e  r e a lis e d  in  a
r e a s o n a b le  t ime , th a t  is , it  will b e  a v a ila b le  b y  t h e
e s t ima te d  o r  p r o p o s e d  e x c h a n g e  o f c o n t r a c t s  a n d
c o mp le tio n  d a te s ; o r

• t h e  b u y e r  h a s  a c t u a lly  s o ld  a  p r o p e r t y , t h a t  h a s
e x c h a n g e d  c o n t r a c t s  a n d  is  e x p e c te d  to  a c h ie v e
c o mp le tio n  b e fo r e  e x c h a n g e  o n  t h e  p u r c h a s e  a n d  t h e
b u y e r  d o e s  n o t  r e q u ir e  a  mo r tg a g e  to  ma k e  u p  a n y
d iffe r e n c e  in  th e  p u r c h a s e  p r ic e  o f th e  n e w p r o p e r ty .

1 8 e C l ie n t . A  p e r s o n  wh o  h a s  in s tr u c te d  y o u  to  s e ll o r  to  b u y  a
p r o p e r ty  o n  th e ir  b e h a lf, in  th e  Un ite d  K in g d o m (e x c lu d in g
S c o tla n d , th e  C h a n n e l Is la n d s  a n d  th e  Is le  o f Ma n ). Wh e r e
a p p r o p r ia te , t h is  d e fin it io n  in c lu d e s  a  c lie n t ’s  p r o p e r ly
a p p o in te d  r e p r e s e n ta tiv e .

1 8 f C o mp l a in a n t . S o me o n e  wh o  is  a n  a c tu a l o r  p o te n tia l s e lle r
o r  b u y e r  o f r e s id e n tia l p r o p e r ty  ma k in g  a  c o mp la in t a g a in s t
a  Me mb e r  A g e n t. Wh e r e  a p p r o p r ia te , th is  d e fin itio n  in c lu d e s

a  C o mp la in a n t ’s  p r o p e r ly  a p p o in te d  r e p r e s e n ta t iv e , t h ir d
p a r tie s  a n d  o th e r  d e fin itio n s  a s  s e t o u t in  th e  Omb u d s ma n ’s
T e r ms  o f Re fe r e n c e .

1 8 g C o n n e c t e d  P e r s o n . In c lu d e s :

• Y o u r  e mp lo y e r  o r  p r in c ip a l.

• Y o u r  e mp lo y e e  o r  a g e n t.

• A n y  a s s o c ia te  in c lu d in g  th e  te r m “ b u s in e s s  a s s o c ia te ”
a s  d e fin e d  with in  S e c tio n s  3 1  a n d  3 2  o f th e  E s ta te  A g e n ts
A c t 1 9 7 9 .

1 8 h C o n s u me r . Re fe r s  to  a n  a c tu a l o r  p o te n tia l s e lle r  o r  b u y e r.

1 8 i C u s t o me r  Du e  Dil ig e n c e . T a k in g  s te p s  to  id e n t ify  y o u r
c u s to me r s  a n d  c h e c k in g  th e y  a r e  wh o  th e y  s a y  th e y  a r e . It is
a  c u mu la tiv e  p r o c e s s  a n d  me a n s  o b ta in in g  th e  c u s to me r s ’:

• F u ll n a me  

• Offic ia l d o c u me n ta t io n  wh ic h  c o n fir ms  th e ir  id e n t it y
(n o r ma lly  a  fo r m o f p h o to  ID) 

• Re s id e n tia l a d d r e s s  a n d  d a te  o f b ir th  

• De ta ils  o f a n y  r e s u ltin g  b e n e fic ia l o wn e r s

E s ta te  A g e n c y  Bu s in e s s  Gu id a n c e  o n  mo n e y  la u n d e r in g
o b lig a tio n s  is  a v a ila b le  o n  th e  UK  Go v e r n me n t’s  we b s ite .

1 8 j E f f e c t iv e  I n t r o d u c t io n . A n  e ffe c t iv e  in t r o d u c t io n  mu s t
e v id e n c e  th a t th e  a g e n t c a r r ie d  o u t a n  a c t th a t in itia te d  th e
b u y e r ’s  r e a c tio n  to  th e  p r o p e r ty . A s  s u c h , th e r e  is  a  n e e d  fo r
a  d e fin e d  tr a n s a c tio n  e v e n t to  o c c u r. T h is  c a n  b e  mo s t c le a r ly
e v id e n c e d  b y  a n  a g e n t c a r r y in g  o u t a  v ie win g .

1 8 k E n h a n c e d  Du e  Dil ig e n c e . A p p lie s  in  s itu a tio n s  wh e r e  th e r e
is  a  h ig h e r  r is k  o f mo n e y  la u n d e r in g  o r  te r r o r is t fin a n c e . Y o u
mu s t d o  th is  wh e n :

• T h e  tr a n s a c tio n  is  c o mp le x  o r  u n u s u a lly  la r g e . 

• A  p e r s o n  is  a  P o litic a lly  E x p o s e d  P e r s o n . 

• Y o u r  r is k  a s s e s s me n t h a s  id e n tifie d  th a t th e r e  is  a  h ig h
r is k  o f mo n e y  la u n d e r in g . 

• A  s e lle r  o r  b u y e r  is  fr o m a  h ig h  r is k  c o u n tr y  a s  id e n tifie d
b y  th e  UK  Go v e r n me n t. 

• Y o u  h a v e  b e e n  n o tifie d  th a t a  s itu a tio n  is  h ig h  r is k .

E s ta te  A g e n c y  Bu s in e s s  Gu id a n c e  o n  mo n e y  la u n d e r in g
o b lig a tio n s  is  a v a ila b le  o n  th e  UK  Go v e r n me n t’s  we b s ite .

1 8 l E s t a t e  A g e n c y  Wo r k . T h in g s  d o n e  b y  a n y  p e r s o n  in  t h e
c o u r s e  o f a  b u s in e s s  (in c lu d in g  a  b u s in e s s  in  wh ic h  th e y  a r e
e mp lo y e d ) p u r s u a n t  to  in s t r u c t io n s  r e c e iv e d  fr o m a
C o n s u me r  (t h e  “ c lie n t ” ) wh o  wis h e s  to  s e ll o r  b u y  a n y
r e s id e n tia l p r o p e r ty  in  th e  Un ite d  K in g d o m:

• fo r  t h e  p u r p o s e  o f, o r  with  a  v ie w to , e ffe c t in g  t h e
in tr o d u c tio n  to  th e  c lie n t o f a  th ir d  p e r s o n  wh o  wis h e s  to
b u y  o r , a s  t h e  c a s e  ma y  b e , s e ll s u c h  r e s id e n t ia l
p r o p e r ty ; a n d

• a fte r  s u c h  a n  in tr o d u c tio n  h a s  b e e n  e ffe c te d  in  th e  c o u r s e
o f th a t b u s in e s s , fo r  th e  p u r p o s e  o f s e c u r in g  th e  s a le  o r ,
a s  th e  c a s e  ma y  b e , th e  p u r c h a s e  o f th a t p r o p e r ty .

1 8 m E v e n t  F e e s . F e e s  in c lu d e  “ t r a n s fe r ” , “ c o n t in g e n c y ” ,
“ d e fe r r e d - ma n a g e me n t”  a n d  “ s e llin g - s e r v ic e ”  fe e s  a n d  a r e
tr ig g e r e d  b y  a n  e v e n t (s u c h  a s  r e s a le  o r  s u b - le ttin g ). L e a s e s
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o f r e t ir e me n t fla t s  a n d  b u n g a lo ws  o fte n  in c lu d e  a  fe e
tr ig g e r e d  b y  c e r ta in  e v e n ts , s u c h  a s  wh e n  th e  o wn e r  s e lls  o r
s u b - le ts  th e ir  p r o p e r ty .

1 8 n G r o u n d  Re n t . T h e  r e n t p a y a b le  to  th e  la n d lo r d  b y  th e  le s s e e
a s  r e q u ir e d  b y  th e  le a s e .

1 8 o Ha r a s s / Ha r a s s me n t . Un wa n te d  c o n d u c t  wh ic h  h a s  t h e
p u r p o s e  o r  e ffe c t o f:

• v io la tin g  a  p e r s o n ’s  d ig n ity ;

• c r e a tin g  a n  in timid a tin g , h o s tile , d e g r a d in g , h u milia tin g
o r  o ffe n s iv e  e n v ir o n me n t fo r  a  p e r s o n .

1 8 p Ma t e r ia l  In f o r ma t io n . In  th e  mo s t s tr a ig h tfo r wa r d  s a le s , th e
ma te r ia l in fo r ma tio n  th a t y o u  s h o u ld  g iv e  to  p o te n tia l b u y e r s
ma y  b e  q u ite  b a s ic . L it t le  mo r e  t h a n  t h e  a s k in g  p r ic e ,
lo c a t io n , n u mb e r  a n d  s iz e  o f r o o ms , a n d  wh e th e r  t h e
p r o p e r ty  is  fr e e h o ld  o r  le a s e h o ld . Ho we v e r , d e p e n d in g  o n  th e
c ir c u ms ta n c e s  o f e a c h  s a le , ma te r ia l fa c ts  c o u ld  in c lu d e  th e
le n g t h  o f t h e  le a s e , t h e  le v e l o f c h a r g e s  p a y a b le  u n d e r  a
le a s e , u n c e r ta in t ie s  k n o wn  a b o u t  t it le , ma jo r  s t r u c t u r a l
d e fe c t s , la c k  o f c o n n e c t io n  to  ma in s  s e r v ic e s , e tc . A t  t h e
o u t s e t  o f t h e  ma r k e t in g  p r o c e s s , y o u  a r e  n o t  e x p e c te d  to
r e s e a r c h  is s u e s  th a t a r e  o u ts id e  y o u r  lin e  o f b u s in e s s , fo r
e x a mp le , wh e r e  y o u r  b u s in e s s  is  ma r k e tin g  p r o p e r ty  a n d  th e
is s u e s  a r e  o n e s  t h a t  a  s u r v e y o r  o r  c o n v e y a n c e r  wo u ld
in v e s t ig a te . Ho we v e r , s h o u ld  y o u  b e c o me  a wa r e  o f s u c h
in fo r ma tio n  la te r  o n , y o u  c a n n o t ig n o r e  o r  s u p p r e s s  it. If th e
in fo r ma tio n  is  ma te r ia l, y o u  will n e e d  to  d is c lo s e  it. 

1 8 q Me mb e r . A n  e s ta te  a g e n t  wh o  is  a  Me mb e r  o f t h e  T P O
v o lu n ta r y  s c h e me  a n d  wh o  h a s  u n d e r ta k e n  to  a b id e  b y  a ll
p r o v is io n s  o f th e  C o d e  o f P r a c tic e . 

1 8 r P r iv a c y  No t ic e . A  p u b lis h e d  n o tic e  to  c o n s u me r s  e x p la in in g
h o w c o lle c te d  p e r s o n a l d a ta  will b e  u s e d  a n d  t h e  la wfu l
b a s is  fo r  p r o c e s s in g  it.

1 8 s P r o p e r t y  o r  Re s id e n t ia l  P r o p e r t y . Me a n s  p r o p e r t y  (la n d
a n d / o r  b u ild in g s ) u s e d , la s t  u s e d , o r  to  b e  u s e d  fo r
r e s id e n tia l p u r p o s e s . 

1 8 t Re c o r d s . Me a n s  a ll wr itte n  c o r r e s p o n d e n c e , file  n o te s ,
c o n t r a c t s  a n d  a g r e e me n ts  in  h a r d  o r  d ig ita l c o p y  o r
e le c tr o n ic  c o mmu n ic a tio n s  in c lu d in g  e ma ils , te x ts  a n d  o th e r
fo r ms  o f d ig ita l me s s a g e s  o r  fa x e s .

1 8 u Re s e r v e  F u n d . Us e d  in te r c h a n g e a b ly  with  th e  te r m ‘s in k in g
fu n d  r e s e r v e ’. A  fu n d  c o lle c te d  fr o m th e  L e s s e e s  wh ic h
a llo ws  th e  b u ild - u p  o f mo n ie s  to  p a y  fo r  r e p a ir s  a n d  t h e
r e p la c e me n t o f ma jo r  ite ms  (s u c h  a s  lift s ) o r  to  e q u a lis e
c y c lic a l e x p e n d itu r e  (s u c h  a s  e x te r n a l d e c o r a tio n ), a v o id in g
e x c e s s iv e  p e a k s  in  th e  S e r v ic e  C h a r g e . Re fe r e n c e  to  Re s e r v e
F u n d  in c lu d e s  a n y  s in k in g  fu n d  o r  r e p la c e me n t fu n d .

1 8 v S e r v ic e  C h a r g e . T h e  a mo u n t p a y a b le  b y  a  le s s e e  a s  a
c o n tr ib u tio n  to  th e  c o s ts  o f s e r v ic e s , r e p a ir s , ma in te n a n c e ,
in s u r a n c e , imp r o v e me n ts  o r  c o s ts  o f ma n a g e me n t e tc . a s
s e t o u t in  th e  le a s e . T h e  a mo u n t p a y a b le  ma y  v a r y  a c c o r d in g
to  th e  c o s ts  in c u r r e d  o r  to  b e  in c u r r e d .

1 8 w T r a n s a c t io n a l  De c is io n . In fo r me d  d e c is io n s  ma d e  b y
c o n s u me r s , wh ic h  in c lu d e , b u t a r e  n o t limite d  to :

• A  d e c is io n  to  fin d  o u t mo r e  a b o u t y o u r  s e r v ic e s , o r  to  r u le
o u t u s in g  th e  s e r v ic e s  o f o n e  o f y o u r  c o mp e tito r s .

• A  c lie n t’s  d e c is io n  wh e th e r  a n d  o n  wh a t te r ms  to  s ig n  o r
r e n e w a n  a g r e e me n t with  y o u , o r  th e ir  d e c is io n  to  e n d  a n
a g r e e me n t.

• A  s e lle r ’s  d e c is io n  wh e th e r  to  p u t th e ir  p r o p e r ty  u p  fo r
s a le  o r  ta k e  it o ff th e  ma r k e t, to  a c c e p t o r  tu r n  d o wn  a n
o ffe r , o r  to  e x c h a n g e  o n  th e  s a le  o r  n o t. 

• A  b u y e r ’s  d e c is io n  wh e th e r  to  v ie w a n  a d v e r t is e d
p r o p e r ty , o r  wh e th e r  a n d  o n  wh a t te r ms  to  ma k e  a n  o ffe r
o n  a  p r o p e r t y , in s t r u c t  a  s o lic ito r  o r  lic e n s e d
c o n v e y a n c e r , c o mmis s io n  a  s u r v e y , a p p ly  fo r  a  mo r tg a g e ,
o r  e x c h a n g e  o n  th e  p u r c h a s e .

1 8 x Wr it t e n , in  Wr it in g . In c lu d e s  ty p e d  o r  h a n d - wr itte n  le tte r s ,
r e c o r d s  o r  n o te s , e ma ils , te x t s , o t h e r  fo r ms  o f d ig ita l
me s s a g e s  a n d  fa x e s . E le c tr o n ic  s ig n a tu r e s  a r e  a c c e p ta b le .

1 8 y Y o u . A p p lie s  to  a ll t h o s e  E s ta te  A g e n t s  a n d  t h e ir  s ta ff
p r o v id in g  s e r v ic e s  b o u n d  b y  th is  C o d e .


