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Post Licensure for New Agents
Salespersons that are renewing their licenses for the 
first time must complete 30 hours of post licensing 
education within the first year as a licensed agent.  
The new requirement covers three practice tracks:  
1) residential real estate; 2) commercial real estate; 
and 3) property management.

Within each 30-hour curriculum, there are manda-
tory topics and elective topics. Once licensees select 
a practice track, they must complete the mandatory 
hours within that practice track and then complete 
the elective hours in the same track or choose  
electives from another practice track.

Below is the Residential Real Estate Track:

Mandatory Topics  - 15 hours  
(minimum of three hours in each section)

Agency Law•	

Ethics and Standards of Conduct/Current Industry •	
Issues and Trends

Fair Housing•	

Real Estate Law•	

Offer to Purchase (Contracts)•	

Elective Topics – 15 hours
Business Planning•	

Finance•	

Technology•	

Property Valuation/Listing Process•	

Selling Process•	

The Virginia Real Estate Board has implemented a new 
requirement for those whose licenses will expire as 
of July 1, 2012 through June 30, 2014. All real estate 
licensees will be required to take an additional three-
hour Residential Standard Agency Course in order to  
renew their licenses.

NVAR provides classroom and online options for 
meeting your post licensing residential educational 
requirements. Click here to view a list of upcoming 
courses for post licensing education.

For more information on Property Management and 
Commercial Real Estate Tracks please visit  
dpor.virginia.gov or call 804.367.8526.

Continuing Education
Every two years the Virginia Real Estate Board  
mandates that ALL licensed salespersons complete 16 
hours of continuing education and that ALL brokers/
managers complete 24 hours.

Salespersons
Salespersons must complete two hours in Fair  
Housing, three hours in Ethics and Standards of  
Conduct, one hour in Legal Updates/Law, one hour in 
Real Estate Agency and one hour in Real Estate  
Contracts. The remaining eight hours may be in real 
estate related subjects.

Brokers/Managers
Brokers/Managers must complete two hours in Fair 
Housing, three hours in Ethics and Standards of  
Conduct, one hour in Legal Updates/Law, one hour in 
Real Estate Agency, one hour in Real Estate Contracts 
and eight hours in Broker Management.  
The remaining eight hours may be in real estate re-
lated subjects.

NVAR provides day and evening courses for  
continuing education. Click here to view a list of  
upcoming courses for continuing education.

http://nvar.com/education-resources-category/post-licensure-for-new-agents
http://www.dpor.virginia.gov/dporweb/dpormainwelcome.cfm
http://nvar.com/education-resources-category/continuing-education-for-all-brokers-salepersons


Accredited Buyer  
Representative (ABR)

The Accredited Buyer’s 
Representative (ABR®) 
designation is designed for 
real estate buyer agents 
who focus on working 
directly with buyer clients. 
Upon completing the two-day course and  
successfully passing the exam, agents will have 
achieved ABR candidate status, which includes one 
free year of membership with REBAC and consists of 
a three-year period during which agents must fulfill 
the elective course component and experiential 
requirements to become an ABR Designee.  
Click here to register or visit rebac.net for more  
information about the ABR Designation.

Certified Residential  
Specialist (CRS)

Agents can maximize their 
potential by earning the CRS® 
Designation and joining an 
organization that has served top-producing  
residential sales agents since 1977. CRS training  
provides in-depth knowledge about business  
planning, making listing presentations, negotiating 
and closing smoother transactions, working in the 
buyers’ and sellers’ best interest and building a 
referral business.

The CRS® Designation is awarded to experienced 
Realtors® who complete advanced training in listing 
and selling and meet rigorous production  
requirements.

Visit crs.com for more information about the CRS 
Designation.

empowered by

Graduate Realtor®  
Institute (GRI)

GRI is a professional  
designation which 
stands for Graduate, 
Realtor® Institute. GRI is 
recognized nationwide as the standard for real estate 
professionalism and knowledge. Virginia’s Realtor® 
Institute program consists of 12 one-day modules of 
seven and a half hours each and has ranked as one of 
the country’s top Institute programs.

Click here to register or visit varealtor.com for more 
information on the GRI Designation.

Green Designation

As the foundation of NAR’s 
Green Designation program, 
this two-day course, along with the one-day elective 
course, gives students a broad understanding of green 
real estate principles –from the concepts of  
sustainability, new urbanism, and smart growth to the 
application of industry ratings and evaluation  
standards in real estate. As a practical resource,  
this course shows real estate professionals how to  
explain to consumers what makes a home, building,  
or property green, how to list and market green  
properties while fulfilling legal and professional  
obligations, and how to implement green practices on 
the road and in the office.

Click here to register or visit realtor.org for more  
information about the GREEN Designation.

For more information on designations not listed above 
please visit realtor.org.

Designations

https://store.nvar.com/realtorstore//default.htm
https://store.nvar.com/realtorstore//default.htm
https://store.nvar.com/realtorstore//default.htm
http://rebac.net/
http://crs.com/
http://varealtor.com/realtorinstitute
http://www.greenresourcecouncil.org/
http://www.realtor.org/education/realtor_university/designation


government affairs

703.207.3201



You’ve invested a lot in your new business. NVAR’s 
Government Affairs program makes sure your  
investment is secure. NVAR protects Realtor®  
interests from restrictive regulations and laws, with a 
bi-partisan voice in state and local Governments.

Lobbying and Advocacy
Increased taxes on home owners and your  •	
commissions

Restrictive land use policies that make housing •	
more expensive

New mandates that make the buying and selling •	
process more difficult

These are just a few of the issues that threaten the 
industry and your bottom line. Whether at the state 
capitol in Richmond or a city council meeting in 
Northern Virginia, NVAR is constantly monitoring  
issues and meeting with elected officials on our  
lobbying priorities.

You can read more about the issues currently facing 
real estate in the NVAR Legislative Program.

Keeping You Informed
Regulations affecting real estate are constantly 
changing. When new laws pass at the local, state and 
federal level, your Realtor® associations will give you 
the information you need.

Look for regular updates in NVAR Town Hall Notes, 
NVAR News, and Realtor® Update magazine. You can 
also visit nvar.com to read about new laws, local sign 
ordinances, property tax rates, and much more!

NV/RPAC
The Northern Virginia/Realtors® Political Action  
Committee (NV/RPAC) helps elect candidates from 
both parties who will listen to our concerns and  
support issues affecting homeownership and the 
local housing market. Funds are also used for issues 
campaigns, such as supporting transportation  
funding or opposing a real estate transfer tax.

Find answers to your NV/RPAC questions in our 
handy guides: the NV/RPAC FAQ, PAC Primer and 
Campaign Brochure. You can also jump start our  
efforts by making a Fair Share contribution today!

Get Involved
There are many ways for Realtors® to be a part of this 
process. Join a committee, such as Government  
Affairs or the NV/RPAC Campaign. Attend one of 
NVAR’s events with elected officials, such as the  
Legislative Trip to Richmond, the Legislative  
Reception or the NV/RPAC Breakfast at the annual 
convention.

Click here to read more about the ways you can 
make a difference.

http://nvar.com/realtor-political-action-committee/rpac-frequently-asked-questions
http://nvar.com/images/documents/pac-primer.pdf
http://nvar.com/images/documents/2011-rpac-investment-form.pdf
http://nvar.com/government-affairs/what-we-do
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NVAR Suggested Procedures Manual 
A Guide For Realtors® 

This edition of the “Suggested Procedures Manual” has been published and distributed to the membership 
of the Northern Virginia Association of REALTORS®, Inc. (NVAR) with the hope that the manual will 
encourage cooperation and understanding among agents and brokers. 

This manual contains Suggested Procedures, not regulations.  It is primarily intended for residential real 
estate procedures, but may be helpful in commercial practice as well.  Obviously, brokers will modify some 
of the suggestions to suit their individual business practices.  The work that has gone into this publication 
has been done with the good of the entire membership in mind. 

These suggestions should not be regarded as opinion or advice for any individual case.  This manual is not 
intended to render legal, accounting, or other professional services or advice.  This is one of many efforts of 
your association to provide educational material to help members reach a higher level of professionalism.  
By referring to this manual, agents, managers, and brokers should be able to stay informed and avoid 
conflicts. 

Many thanks to all the volunteers who have contributed to this Suggested Procedures Manual and to you, 
the membership, who use the manual every day. 

Policy Statement Regarding Compensation. 
Under policy established by the Northern Virginia Association of REALTORS®, the Virginia Association of 
REALTORS®, and the NATIONAL ASSOCIATION OF REALTORS® regarding compensation: 

The broker’s compensation for services rendered is solely a matter of negotiation between the broker and 
his or her client, and is not fixed, controlled, recommended or maintained by any persons not a party to the 
compensation agreement. 

Compensation paid by a listing broker to a cooperating broker in respect to any listing is established by the 
listing broker in the offer of compensation, and is not fixed, controlled, or maintained by any persons other 
than the listing broker. 

Policy Statement Regarding Discrimination And Fair Housing  
It is the policy of the Northern Virginia Association of REALTORS®, the Virginia Association of REALTORS® and 
its members to comply with local, state and federal fair housing laws.  These laws require that the kind of 
service provided to a home seeker or housing provider shall not be influenced by the home seeker’s or 
housing provider’s race, color, religion, sex, national origin, handicap, elderliness or familial status, or other 
classification that may be covered by local ordinances. 

I. ESTABLISHING BROKERAGE RELATIONSHIPS   
 
Duties of Real Estate Brokers and Salespersons - Title 54.1 (Professions and Occupations), Chapter 21 
(Real Estate Brokers, Salespersons and Rental Location Agents) commonly known as Virginia’s Agency 
Law (Agency Law), prescribes (1) your obligations and responsibilities as a “Licensee”, (2) what you must 
do prior to establishing a brokerage relationship, (3) what is required to establish a brokerage 
relationship, and (4) disclosure of brokerage relationships including dual and designated representation.  
For the purpose of the Suggested Procedures Manual the definitions are not complete.  They have been 
abbreviated to express the general meaning of the terms and not the exceptions.  The following 



information provides a starting point for understanding your duties as an Agent.  Reading and 
understanding these materials as well as the Agency law will improve your professional competency. 
 
A. OBLIGATIONS AND RESPONSIBILITIES AS A LICENSEE – Licensees may have different 

responsibilities to their clients depending on whom they represent in a transaction.  The act provides 
clear responsibilities for licensees engaged: 
 
By Sellers, 
By Buyers, 
By Landlords to lease property, 
By Tenants,  
By Landlords to manage real estate, and 
By Limited Service Representatives 
 
The act also provides limitations for licensees helping “customers” in real estate transactions when 
there is no brokerage relationship. 
 
The Northern Virginia Association of REALTORS®, Inc. (NVAR) has prepared a variety of forms that 
satisfy the foregoing portions of the Agency Law.  The following is a list of some of the forms 
developed by NVAR that may be used by REALTORS® and are mentioned throughout this section. 
 
Name of the Form 
Listing Agreement - Exclusive Right to Sell   
Listing Agreement - Exclusive Agency 
Listing Agreement - Exclusive Right to Lease  
Exclusive Right to Represent Buyer    
Exclusive Right to Represent Tenant  
Property Management Agreement   
Disclosure of Brokerage Relationship  
Disclosure of the Use of Dual Agent or Designated Representatives  
Useful Information about Real Estate Transactions 
 
Your particular attention is directed to your responsibilities for representing clients as spelled out in 
Article 1 of the National Association of REALTORS® Code of Ethics.  Article 1 states, “When 
representing a buyer, seller…or other client as an agent, REALTORS® pledge themselves to protect 
and promote the interests of their client.  This obligation to the client is primary, but it does not 
relieve REALTORS® of their obligation to treat all parties honestly.  When serving a buyer, seller…or 
other party in a non-agency capacity, REALTORS® remain obligated to treat all parties honestly.”   
 
Be careful, protecting and promoting your client’s best interest means, among other things that, your 
client’s interest takes priority over yours.  
 
Remember that when you are a disclosed dual agent (undisclosed dual agency is illegal), your ability 
to represent your clients is limited because of your equal duties to both the buyer and seller. Agents 
should exercise care if they elect to be a disclosed dual agent and be aware of their responsibility to 
both parties.  It is important to disclose the benefits and risks of dual representation.  The following 
are just some considerations that involve writing terms into the sales contract: 
 



1. Many licensees, when they are the buyer’s agent in a transaction, like to protect the buyer’s 
interests by inserting terms into the sales contract that place additional duties or responsibilities 
on the seller. 
 

2. These same licensees, if they are the listing agent for a property, take an opposite approach and 
try to protect the seller’s interests by negotiating to limit the duties or responsibilities of the 
seller. 
 

3. What do these licensees do if they are a disclosed dual agent in a transaction? 
 

B. DEFINITIONS (abbreviated) – The NVAR has published a form entitled “Useful Information About 
Real Estate Transactions” with a sub-section entitled “Types of Real Estate Transactions”.  This form 
also discusses most of the following definitions.   
 
Ideally, you will have with you and discuss the information contained in “Useful Information About 
Real Estate Transactions” at your initial contact with any person with whom you propose to perform 
a real estate service.  Understanding, presenting and complying with the information in this form at 
the initial contact with a potential “client” will limit the possibility for problems in a transaction.  
  
1. “LICENSEE” means real estate brokers and salespersons. 

 
2. “AGENCY” means every relationship in which a real estate licensee acts for or represents a person 

by such person’s express authority in real estate transaction, unless a different legal relationship 
is intended and is agreed to as part of the brokerage relationship.  (Briefly stated the law provides 
that you establish whatever relationship you are going to have with the person as part of the 
brokerage relationship.  Agency requires express authority unless something different is agreed 
to as part of the brokerage relationship.  Do yourself a favor, always get the express authority in 
writing.) 
 
Agency includes representation of a client as a standard agent or a limited service agent.  
 
Nothing prohibits a licensee and a client from agreeing in writing to a brokerage relationship 
under which the licensee acts as an independent contractor or which imposes on a licensee 
obligations in addition to those provided in this article. If a licensee agrees to additional 
obligations, however, the licensee shall be responsible for the additional obligations agreed to 
with the client in the brokerage agreement.  
 
A real estate licensee who enters into a brokerage relationship based upon a written brokerage 
agreement that specifically states that the real estate licensee is acting as an independent 
contractor and not as an agent shall have the obligations agreed to by the parties in the 
brokerage agreement. 
 

3. “BROKERAGE RELATIONSHIP” means the contractual relationship between a client and a real 
estate licensee who has been engaged by such client for the purpose of procuring a seller, 
buyer…ready, able and willing to sell, buy… real estate on behalf of a client.   
a. If you are a seller’s agent, the act does not say you are engaged to sell a home.  It says you are 

engaged to procure a buyer for that home.  Be careful about saying you will sell a person’s 
home for them.  If you say you are going to sell a client’s home, you might be considered to 



be saying that you are eliminating the possibility that someone else will bring a buyer.  By 
doing this you bring up the issue of whether you are proposing to represent the Seller only, or 
the Seller and Buyer (“Dual Agent” or “Dual Representation”). 

b. Be careful of your words and actions.  Words and actions can create a “Brokerage 
Relationship” without the protection of a written contract.  Written contractual agreements 
benefit you by describing & limiting your duties & obligations, and promulgate the method 
by which you get paid. 
 

4. ‘CLIENT” means a person who has entered into a brokerage relationship with a licensee.  (Again, 
be careful with your words and actions and make sure brokerage relationships are in writing.) 
 

5. “CUSTOMER” means a person who has not entered into a brokerage relationship with a licensee.  
Without having established a brokerage relationship with a person, the person is presumed to be 
a customer.  Accordingly, by law a licensee may only perform “ministerial acts” for that person. 
 

6. “MINISTERIAL ACTS” means those routine acts that a licensee can perform for a person that does 
not involve discretion or the exercise of the licensee’s own judgment.  (“Ministerial Acts” are 
activities that assist the transaction to go forward, rather than being a service to the individual 
“customer”.  When working with a “customer”, be very careful not to perform acts that might be 
considered a service to a “customer”.  Such service to a “customer” might be interpreted as being 
contrary to the best interest of the “client”.) 
 

7. “STANDARD AGENT” means a “licensee” who acts for or represents a “client” in an agency 
relationship.  (“Standard Agency” is presumed to be your brokerage relationship under the law.  If 
you do not specify otherwise in a written agreement signed by your “client”, then you will be a 
“Standard Agent”.) 
 

8. “LIMITED SERVICE REPRESENTATIVE” means a licensee who acts as a limited service 
representative.  This can only be done pursuant to a written brokerage agreement in which the 
limited service representative (i) discloses that the licensee is acting as a limited service 
representative; (ii) provides a list of the specific services that the licensee will provide to the 
client; and (iii) provides a list of the specific duties of a standard agent that the limited service 
representative will not provide to the client. Such disclosure shall be conspicuous and printed 
either in bold lettering or all capitals, and shall be underlined or in a separate box. In addition, a 
disclosure that contains language that complies substantially in effect with the following shall be 
deemed in compliance with this disclosure requirement:  
 
 “By entering into this brokerage agreement, the undersigned do hereby acknowledge their 
informed consent to the limited service representation by the licensee and do further 
acknowledge that neither the other party to the transaction nor any real estate licensee 
representing the other party is under any legal obligation to assist the undersigned with the 
performance of any duties and responsibilities of the undersigned not performed by the limited 
service representative.”  
 
A licensee engaged by one client to a transaction and dealing with an unrepresented party or 
with a party represented by a limited service representative and who, without additional 
compensation, provides such other party information relative to the transaction or undertakes to 
assist such other party in securing a contract or with such party’s obligations thereunder, shall 



not incur liability for such actions except in the case of gross negligence or willful misconduct.  
 
A licensee does not create a brokerage relationship by providing such assistance or information 
to the other party to the transaction. A licensee dealing with a client of a limited service 
representative may enter into an agreement with that party for payment of a fee for services 
performed or information provided by that licensee. Such payment shall not create a brokerage 
relationship; however, the licensee providing such services or information for a fee shall be held 
to the ordinary standard of care in the provision of such services or information. 
 

9. “DESIGNATED AGENT” or “DESIGNATED REPRESENTATIVE” means a “licensee” who has been 
assigned by a principal or supervising broker to represent a client when a different client is also 
represented by another “licensee” affiliated with the same principal or supervising broker in a  
transaction.  (The designated broker remains the “dual agent” in the transaction.)  See Article 1 of 
the NAR’s Code of Ethics. 
 

10. “DUAL AGENT” or “DUAL REPRESENTATIVE” means a licensee who has a “brokerage relationship” 
with both seller and buyer…in the same real estate transaction.  See Article 1 of the NAR’s Code 
of Ethics. 
 

11. “COMMON SOURCE INFORMATION COMPANY” means any person, firm, or corporation that is a 
source, compiler, or supplier of information regarding real estate for sale or lease and other data 
and includes, but is not limited to, multiple listing services.  (The subjects of this definition are not 
“licensees” if their activities are limited to the definition.  Accordingly, they are not subject to the 
discussion about Brokerage Relationships.) 
 

C. PRECONDITION TO BROKERAGE RELATIONSHIP – Prior to entering into any brokerage relationship a 
licensee shall advise the prospective client of (i) the type of brokerage relationship proposed by the 
broker, (ii) the brokers compensation, and (iii) whether and how the broker will share such salary or 
compensation with another broker who may have a brokerage relationship with another party to the 
transaction. 
 
Tell your potential “client”: 
 
1. The exact relationship you are proposing.  Examples are: 

a. To represent a “client” in the sale or lease of a property, or 
b. To represent a “client” in the purchase or rental of a property, 
c. To be a dual representative or designated representative.   

 
(Your attention is directed to the form entitled “Useful Information About Real Estate 
Transactions” and the sub-section entitled “Types Of Real Estate Representation”.  Be 
particularly aware of the limitations on an agent’s ability to represent either party fully and 
exclusively by “Dual Representation”.) 
 

2. Whether and how you (your broker) will be compensated and whether the broker will share such 
compensation with another broker who may have a brokerage relationship with the other party 
in the transaction.  For example: 
a. How much and how will you be paid by your potential client as a listing agent, or 



b. How much and how will you be paid for representing a buyer who wants to purchase a home, 
and 

c. What is the amount of compensation the potential client will pay you if they buy or sell a 
property without you while a contractual agreement with you is in effect? 
 

D. ESTABLISHING A BROKERAGE RELATIONSHIP - There are three ingredients required in the contract 
establishing the brokerage relationship.  Forms prepared by and available through NVAR will assist 
members in meeting the requirements of the Agency Law. 
 
1. The brokerage relationship shall commence at the time that a client engages a licensee and shall 

continue until the termination date or other conditions prescribed in the contractual agreement. 
 

2. The brokerage relationship shall have a definite termination date; and if not, the brokerage 
relationship shall terminate ninety days after the date upon which the brokerage relationship was 
entered 
 

3. After termination expiration, or completion of performance of the brokerage relationship the 
licensee owes no further duties to the client except that the licensee shall  
 
a. Account for all monies and property relating to the brokerage relationship, and 
b. Keep confidential all personal and financial information received from the client during the 

course of the brokerage relationship and any other information that the client requests 
during the brokerage relationship be maintained confidential, unless otherwise provided by 
law or the client consents in writing to the release of such information. 

A properly established Brokerage Relationship benefits you and your client by clearly describing 
and limiting your duties, obligations and payment method.  On the contrary, a Brokerage 
Relationship improperly established by your words and/or actions might result in failure to get 
paid or worse, liability and undisclosed dual representation.  Undisclosed dual representation, 
whether intentional or not is illegal. 

II. DISCLOSURE OF BROKERAGE RELATIONSHIP 
Virginia’s Agency Law specifically addresses the requirement for licensees to disclose his or her 
Brokerage relationship.  Disclosure of whom you represent must be made to all parties that are not your 
clients and who are not represented by another agent.  (If an agent represents the other party, disclosure 
is not required.  Nevertheless, disclosure is always suggested.)  The disclosure is a two-phase process.  
First the disclosure must be made orally, and second the disclosure must be made in writing. 

 
A. Requirements of Disclosure: 

 
1. Oral disclosure must be made at the time of your first substantive discussion about a property, 

and 
 

2. That disclosure shall be confirmed in writing at the earliest practical time, but in no event later 
than the time when specific real estate assistance is first provided. 
 

B. Why is disclosure required? Disclosure of whom you represent in a transaction has been required 
since 1989.  A “customer who is not represented by another agent is assumed not to have been 



informed about the duties of a real estate agent”.  Such a “customer” has the right to be informed 
that: 
1. You are not working for them, and  
2. That your duty is to represent the best interest of your client. 

 
C. What are the two-phases of the disclosure process and how do they work? 

 
1. Oral Disclosure. – The law specifically tells us that if we are talking with a buyer or seller (1) who is 

not our client, and (2) who is not represented by another agent, we must disclose to that buyer or 
seller any existing relationship we have at the time of the first substantive discussion about a 
specific property. 
 
“At the time of first substantive discussion about a specific property”, what does that mean? The 
phrase is often misunderstood.   
a.  It doesn’t necessarily mean that you have to disclose that you are working for the other party 

when you first speak to them because 
i. Your first discussion might not be substantive, or 
ii. Your discussion might not relate to a specific property whose owner your company 

represents. 
b. When a customer not represented by another agent contacts you about a specific property 

for whom you or your company represent the owner.  
i. You must first orally disclose your existing brokerage relationship. 
ii. You must tell the customer that you are  

(a) Working for the owner of that property and,  
(b) That it is your duty to represent the best interest of that property owner. 
(c) However, you can tell the customer that even though you are representing the 

property owner, you must treat them, the customer, honestly. 
iii. Caution, when somebody contacts you about a specific property (e.g. sign call, ad call, 

open house, etc.) do not discuss the possibility of “Dual Representation”. 
c. However, the issue is particularly important to understand with respect to 

i. Ad calls, 
ii. Sign calls, and 
iii. Open Houses for properties listed with your company, and 
iv. For Sale By Owners (FSBO’s) when you represent a buyer. 

d. In these situations your first contact with a customer not represented by another agent will 
probably  
i. Involve a substantive discussion about a specific property, and 
ii. The contact represents specific real estate assistance 

 
2. Written Confirmation of Brokerage Disclosure, The Second Phase. – After you have orally 

disclosed to a customer that you represent the other party in the transaction, you are required to 
present a written confirmation of that disclosure at the earliest practical time, but in no event 
later than the time real estate assistance is first provided. 
a. “Earliest practical time” will vary in each case.  In one situation it may involve faxing the 

confirmation (often accompanied by other materials).  In other situations it may be when you 
first meet the customer face to face.   
i. This might happen when you are showing properties resulting from  



(a) Ad calls,  
(b) Sign calls, 
(c) Open Houses for properties listed with your company, and 
(d) When a buyer’s agent shows a FSBO as discussed above. 

ii. If a customer refuses to sign the written confirmation, then you should  
(a) Note on the form that they refused to sign, 
(b) Give them a copy of the form, and 
(c) Keep a copy for your records. 

In a Rental Transaction the written disclosure must be included in the application or the 
lease, whichever is executed first.   

NVAR has produced a form entitled “Disclosure of Brokerage Relationship” that was 
designed to satisfy the requirements for written confirmation of brokerage relationships. 

D. Summary 
Failure to comply with the disclosure requirements may cause you to become an undisclosed dual 
agent...Undisclosed dual agency, whether intentional or not, is illegal. 
 
What to do when events take over & procedures aren’t followed. 
 
As discussed in the foregoing material, a Brokerage Relationship is a contractual relationship and it 
should be in writing.  And the Brokerage Relationship must be disclosed at the time of your first 
substantive discussion about a property and confirmed in writing at the earliest practical time, but in 
no event later than the time when specific real estate assistance is first provided.  However, “should 
be” and “must be” don’t always happen.  Moreover, Virginia Law recognizes oral contracts for agency 
relationships.  If you find yourself in a situation where your words or actions may have placed you 
into an unwritten contractual arrangement, you need to protect yourself so that you don’t become 
an undisclosed dual agent.  It is difficult to discuss all the possible ways this can happen.  But the 
procedure for handling it is the same as when buyers want you to represent them but they will not 
sign the Exclusive Right to Represent Buyer Agreement.  If this occurs, you must have the buyer sign 
the Disclosure of Brokerage Relationship form acknowledging that you represent them, the buyer.  
And the seller must also sign the Disclosure of Brokerage Relationship form acknowledging that you 
represent the Buyers in the transaction. 
 

III. Personal Assistants 
A growing trend in today’s market is the use of personal assistants by REALTORS®.  It is important for 
REALTORS® to be aware of the differences between licensed and unlicensed personal assistants.  State 
law restricts the practice of certain activities which are considered Athe practice of real estate@ without 
an appropriate license (Salesperson or Broker).  Anyone with an active Real Estate Salesperson license 
from the Virginia Real Estate Board (VREB) who works in an administrative capacity with a REALTOR® 
would be considered a licensed personal assistant.  Employees with an inactive license (not currently 
hanging with the broker) or who have never been licensed as a Real Estate Salesperson would be 
considered an unlicensed personal assistant. 
 
A. A licensed personal assistant may perform any of the following tasks which are defined as the 

practice of real estate in Virginia (Code of Virginia 54.1-2101). 
 



1. Sell or offer to sell real estate 
2. Buy or offer to buy real estate 
3. Negotiate the purchase, sale or exchange real estate 
4. Lease, rent or offer to rent real estate 
5. Negotiate leases for real estate 

 
B. Unlicensed personal assistants are restricted in the activities they may perform in relation to real 

estate transactions.  The VREB issued a few suggested do’s and don’ts for personal assistants who are 
not licensed as a real estate salesperson. 
 
1. DO 

a. Submit the listings to the Multiple Listing Service (MLS) and update the listings as necessary. 
b. Follow up on loan commitments after contracts have been negotiated. 
c. Have keys made for listings. 
d. Place signs on the property on behalf of the agent and broker. 
e. Act as a courier service. 
f. Record and deposit earnest money, security deposits and advance rents. 
g. Prepare contract forms (with the approval and under the supervision of the agent and 

supervising broker). 
h. Prepare promotional materials and advertisements. 

 
2. DO NOT 

a. Show property. 
b. Answer questions on listings, titles, financing, closings or the transaction. 
c. Explain or discuss with anyone outside the firm a contract, listing, lease, agreement or other 

real estate related documents. 
d. Compensate assistants on the basis of real estate activity that would be based on a 

percentage of commission or on any amount based on listings or sales. 
 

C. Access to the listing property by personal assistants  
Personal assistants using a Personal Assistant Sentricard® to access a listing through the Lockbox are 
restricted in the access they are permitted to a listing property.  The Lockbox Rules and Regulations 
only allow personal assistants to access properties listed by the agent or broker they work for.  The 
personal assistant may only access a listing property for the reason(s) that are provided to the listing 
agent. 
 
REALTORS® cannot loan or allow their personal assistants to use the REALTORS®  Sentricard® to 
access the property.  This is a violation of the Lockbox Rules and Regulations which may result in a 
fine, suspension or termination of Sentricard® privileges.  
 

D. Compensation of Unlicensed Personal Assistants 
The general rule is that compensation to unlicensed personal assistants should be based upon actual 
work performed, not on the amount of commissions earned by the licensee.  Payment for work 
performed may not be contingent upon receipt by the licensee of a commission.  Nor is it 
recommended that payments to unlicensed assistants be computed as a percentage of earned 
commissions.  The recommended practice is to pay assistants directly for work performed on a 
regular, recurring basis in the manner of either a regular salary or an hourly wage.  As with any 



salaried or hourly employee, bonuses may be paid based on actual profits as calculated according to 
generally accepted accounting practices.  Care should be taken to maintain accurate supporting 
records to substantiate that the bonus is truly Aprofit based@ and not merely transaction-specific 
commission splitting.  Seeking advice and guidance from an experienced accountant in managing 
your employee records is highly recommended. 
 

IV. LISTING PROPERTIES FOR SALE 
 
A. Listing Procedures 

 
1. Completeness and Accuracy of Information - Do not present listing agreements to potential 

sellers for signature unless the terms of the agreement are completely filled in.  Always get all 
pertinent and current information; double check all information, then enter it on the proper form. 
 

2. Tax Records - Ownership - Verify with the owner the names and marital status of the sellers.  Have 
there been any deaths, divorces or marriages since title was taken?  Ask the sellers to provide you 
with a copy of the most recent title insurance policy and survey of the property if available.  Make 
sure that you have all property owners sign the listing agreement - check with your manager if in 
doubt. 
 

3. Existing Deed(s) of Trust & Liens - Verify the number of trusts and balances, the amount of the 
payments and what they include.  Who is the current note holder?  Ask if there are any liens 
attached to the property.  Verify assumption fees and terms on all trusts, loan origination dates, 
and loan numbers.  Send requests signed by the sellers to lenders for confirmation of the loan 
statement.  Verify prepayment penalties or the necessity of a written notice of intent to sell that 
must be given in lieu of number of days or month’s interest charges.  Alert the sellers of the need 
to present clear title at settlement.  Add all loan balances, accrued interest and/or other liens 
along with brokerage fees, discount points, and closing costs to insure that the seller will have 
sufficient proceeds or cash available to pay all charges against the property at settlement.  
Special pay-off rules apply to FHA loans - alert the sellers to contact the lender for their 
requirements. 
 

4. Legal Description - Determine lot size and, if possible, obtain a copy of a plat.  Determine any 
easements, variances or other limitations on the full use of the property.  With condominiums, 
the unit number and parking space number are a vital part of the legal description. 
 

5. Room Sizes - Measure all rooms.  Never depend on former or existing MLS data, the owner’s 
calculations or the builder’s floor plan.  
 

6. Items to Convey - Identify what specific items convey with the property.  Identify what will be 
removed or replaced.  Request sellers tag those items that do not convey. 
 

7. “New” - is defined as never having been used; otherwise state the date of installation for 
appliances, carpets, etc. 
 

8. Well and Septic - If the property is on well and/or septic, advise the sellers that both must pass an 
inspection.  Call county or city officials immediately for verbal verification of capacity of the septic 
field with respect to the number of bedrooms and any other factors that would influence 



approval of the system by governing authority.  Septic systems should be inspected, if possible.  
However, the lenders may require a new inspection if the first inspection is more than 30 days old 
at settlement and this should be checked with the lender.  If the house is vacant, the new owner 
may be required to live in the home for at least 30 days before a new inspection can be done.  A 
private company inspection may be permissible.  Well inspections should not be made until 30 
days before settlement although this should be checked with the lender.  Many septic fields are 
approved to accommodate fewer bedrooms and/or equipment (for example: washer and 
disposal) than the house actually has.  The listing must clearly indicate septic field limitations! 
 

9. Water and Sewer Hook-Up Charges - If sewer and water are available in the street, obtain a 
written statement from proper authorities that hook-up fees have been paid, and if not, obtain a 
statement of the costs.  This may greatly affect the seller’s net when the property is sold. 
 

10. Heating System(s) - It is difficult to identify the different types of heating systems.  Do not rely on 
the sellers’ opinion.  Have the sellers verify the type of heating and/or cooling system and 
whether there is a heat pump present.  If not certain, have them copy down any make or model 
number and check with a distributor of that product. 
 

11. CAC - This denotes central air conditioning throughout all finished areas of the whole house, not 
only the living and sleeping areas.  Any finished areas not supplied with air conditioning should 
be noted. 
 

12. Property Adjoining Park Land - Verify with the planning division of the appropriate jurisdiction 
that the adjoining land will remain devoted to park land before entering that information in the 
computer or advertisements.  
 

13. Finished Wood Floors - Don’t take the owner’s word!  Check it yourself!  Often, selected rooms 
have finished wood floors, while others in the same house do not.   Therefore, beware of the 
remark “hardwood floors throughout.” 
 

14. Installed Wall-to-Wall Carpeting - Some area rugs give the appearance of wall-to-wall carpeting.  
Check to see if they convey. 
 

15. Get to know condos and HOA’s - For resales of Condominiums or homes in Property Owners’ 
Associations, the Virginia Condominium Act and the Property Owners’ Association Act require 
certain disclosures to the buyer at the time of resale. 
 
The seller should be instructed on pertinent points, or asked to provide certain data, including: 
a. Sellers’ responsibility to provide and pay for the Condominium Unit Owners’ Association 

and/or Property Owners’ Association required disclosure documents. 
b. Buyers may sign a contract before receiving the required disclosures.  The seller should be 

reminded that the buyers may cancel the contract without penalty anytime prior to 
approving the disclosures. 

c. Condo or Homeowners fees (exact amount; what is included - ask the sellers and the 
association). 

d. Amenities, any restrictions on pets, parking, exterior changes, etc. 
e. If project is approved for various loans, e.g., VA, FHA, VHDA, or FNMA including owner 

occupancy/investor ratio. 



f. Management names and telephone numbers. 
g. Any special regulations, covenants or special assessments. 
h. The cost of and requirements for obtaining the disclosure package. 
i. Move-in requirements for condos, such as time restrictions or elevator fees. 
j. Parking rules, space numbers, etc.  
k. If violations are sited in the documents, the seller must make the repairs/corrections prior to 

settlement. 
 

16. Special Requirements - All terms and special requirements of the sellers should be clearly stated 
in the listing agreement. 
 

17. Private Exclusive Listings - Check with your manager - each office will have specific policies and 
procedures relating to private exclusive listings. 
 

B. Other Advice to Sellers - The listing agent should use the following guidelines: 
 
1. Define for the sellers the discount points, loan origination fees and any other possible charges 

that may be included in the sale. 
 

2. Have the sellers sign the net sheet and retain one copy for your file.  Leave a copy of the net sheet 
with approximate costs, noting the approximate balance due at settlement.  
 

3. Provide the sellers with a sample copy of the current suggested Sales Contract and any standard 
sales contract addendum for the sellers’ review.  
 

4. Discuss how the sellers’ pets should be handled during the showing of the property. 
5. Remind the sellers not to discuss information concerning the listing with cooperating agents or 

buyers, but to refer them to the listing agent. 
 

6. Discuss contract presentation procedures with the sellers.  Discuss with the sellers how the sellers 
wish to handle the presentation of any offers. 
 

7. Advise sellers to notify their homeowner’s insurance company before the home becomes vacant.  
It is good practice for the listing agent to contact neighbors to ask for their assistance in watching 
a vacant property.  Remind the sellers of their continued responsibility to maintain the vacant 
property (mow the lawn, etc.). 
 

8. Explain lockbox procedures.  Advise sellers to lock all doors when they are away. Remind sellers 
not to leave money, purses, wallets, jewelry, valuables, weapons, credit cards, prescription drugs, 
etc. exposed.  This is good practice whether there is a lockbox or if the property is shown by some 
other method.  The listing office should consider making an extra set of keys and keeping them in 
a secure place.  
 

9. As the listing agent, you may want to be present during any post-contract inspections of the 
property by the buyers, such as home inspections or final pre-settlement inspections, to ensure 
that the seller is properly represented. 
 



10. Sellers must have utilities on up to and including the settlement date unless the buyer occupies 
the property prior to settlement. 
 

11. Advise sellers of disbursement procedures following settlement required by Virginia law and of 
requirements for recordation prior to disbursement.  Funds sometimes are not available for up to 
three business days following settlement.  In most cases, however, the funds are available the 
next business day after settlement. 
 

C. MLS Procedures - All “For Sale” or “For Rent” listings that require placement in a Multiple Listing 
Service must be entered into the MLS in accordance with the current Rules and Regulations outlined 
by the appropriate MLS in which you hold membership.   
 

D. Compensation - All listings published in the MLS must clearly indicate the compensation offered to 
cooperating Participants and shall not reveal the total compensation payable when the listing is sold.  
The compensation specified may be shown in one of the following forms: 
1. By showing a percentage of the gross selling price. 
2. By showing an exact dollar amount. 
3. By showing the specific conditions under which bonuses or other offers are made. 

 
E. MO, Modified Listings - You must indicate via MLS a modified listing agreement such as, but not 

limited to: 
1. The exclusion of certain potential buyers the owner may have previously contacted. 
2. A different gross compensation being paid if the listing company sells the property in-house 

(Variable Rate Commission) 
 

F. Open Houses - Guidelines and precautions: 
1. If possible, work as a team.  Use the buddy system. 
2. Keep directions to the property precise.  Open house directional arrows should be placed in 

accordance with local ordinances. 
3. Be sure your family and fellow agents know where you are and the hours of your open house. 
4. Keep the doors locked and greet prospective visitors as they arrive. 
5. Never abandon an open house to show other properties and do not close an open house early. 
6. Accompany all visitors through the house.  Do not let them wander on their own. 
7. Allow all visitors to enter a room before you do. 
8. Have prospective buyers “sign-in”, acknowledging your brokerage relationship and agency 

representation with the sellers which is disclosed on your sign-in sheet. 
9. Provide copies of the property condition disclosure or disclaimer form and, if applicable, all 

required lead-based paint disclosure forms. 
10. Do not wear valuable jewelry while sitting at an open house. 
11. Do not schedule an open house after dusk. 
12. Always have someone check on you while sitting at an open house. 

 
V. REQUIRED STATUTORY DISCLOSURES  

 
This is a brief overview of the relevant disclosure law as of July 1, 2008.  Please refer to the most current 
version of the NVAR Virginia Jurisdictional Addendum, any other relevant NVAR addenda and NVAR 
bulletins for specific provisions, time frames, deadlines, rights, and obligations relating to the law for the 



current year.  Should you have any questions or doubts, please be sure to consult your broker.   
 
A. Virginia Condominium Act - The sellers of a condominium unit, at their own expense, must obtain a 

resale certificate (“Certificate”) from the unit owner’s association and provide it to the buyer.  The 
certificate must contain certain financial information and other disclosures which shall be current as 
of the date stated on the Certificate.  The association is required to prepare the certificate within 14 
days of the written request.  Listing Agents are advised to have the Certificate ordered immediately 
after completion of the Listing Agreement.  The Listing Agent should then follow-up to see that the 
Certificate is obtained and promptly provided to the buyer.   
 
Upon delivery of the resale certificate by the method and to the address designated by the buyer, a 
receipt should be signed indicating the time and date of delivery.  After receipt of the Certificate a 
buyer has a limited period of time to (i) to cancel the contract for any reason or no reason, or (ii) to 
submit to the association the necessary fees, documents and written request for either written 
assurances that the information in the Certificate remains materially unchanged or a statement 
listing any material change(s).  The association is required to provide this update upon request.  
There is no right of cancellation of the contract upon receipt of an update. 
 
Any buyer cancellation allowed under the contract should be done by delivering Notice to the seller 
within the time allotted.  If the contract is cancelled both sides should promptly sign a release form.  
After settlement the buyer loses both the right to receive the Certificate and the right to cancel the 
contract based on these disclosure issues. 
 

B. Virginia Property Owners’ Association Act (“POA Act”) - If there is a mandatory homeowners’ 
association then the property is generally subject to the POA Act.  The sellers of a property within a 
development subject to the POA Act must, at his or her own expense, obtain an association 
disclosure packet (“Packet”) from the association and provide it to the buyer.  The packet must 
contact certain financial information and other disclosures which shall be current as of the date 
stated on the Packet.  The association is required to prepare the Packet within 14 days of the owner’s 
written request.  Listing Agents are advised to have the Packet ordered immediately after completion 
of the Listing Agreement.  The Listing Agent should then follow-up to see that the Certificate is 
obtained and promptly provided to the buyer.  
 
Upon delivery of the Packet (or Notice that the Packet will not be available) by the method and to the 
address designated by the buyer a receipt should be signed indicating the time and date of delivery.  
After receipt of the Packet or Notice of non-availability a buyer has a limited period of time (i) to 
cancel the contract for any reason or no reason or (ii) to submit to the association the necessary fees, 
documents and written request for either written assurances that the information in the Packet 
remains materially unchanged or a statement listing any material change(s).   
 
Any buyer cancellation allowed under the contract should be done by delivering Notice to the seller 
within the time allotted.  If the contract is cancelled both sides should promptly sign a release form.  
After settlement the buyer loses both the right to receive the Packet and the right to cancel the 
contract based on these disclosure issues. 
 

C. Possible Filing of Mechanics’ Lien - Persons who perform labor or furnish material for the 
construction, removal, repair or improvement of any building or structure have the right to file a lien 
against the property. This lien may be filed after title has passed to a new owner.  Verify with the 



seller that all debts have been satisfied, and if not, verify that arrangements have been made for 
payment of any outstanding debts.  The seller should be prepared to sign an affidavit at settlement 
that the seller has paid all contractors and suppliers.  
 

D. Virginia Residential Property Disclosure Act - Unless exempt, a seller of residential property must 
provide a “Residential Property Disclosure Statement” to the buyer.  The disclosure statement 
requires the seller to disclose that he or she makes no representation about a certain number of 
items pertaining to the property.  Be sure to have the sellers and buyers read and initial a copy of the 
“Summary of the Rights and Obligations of Sellers and Buyers Under Virginia’s Residential Property 
Condition Disclosure Act.”  You will have fulfilled your duties under the act by informing your client 
and, in the case of a buyer not represented by an agent, the buyer, of his or her rights and 
obligations under the act.  The disclosure statement form notify the buyer that the seller makes no 
representations with respect to adjacent parcels, that the buyer must exercise whatever due 
diligence that buyer deems necessary with respect to adjacent lots, and that the buyer must exercise 
whatever due diligence the buyer deems necessary with respect to information on sexual offenders 
registered with the state. 
 
1. Exemptions - The disclosure act exempts, among other things, judicial sales; foreclosure sales; 

transfers by a fiduciary in the course of the administration of a decedent’s estate, guardianship, 
conservatorship, or trust; transfer from one or more co-owners solely to one or more other co-
owners; transfers made solely to any combination of a spouse or a person(s) in the lineal line of 
consanguinity of one of the transferors; transfers between spouses resulting from a decree of 
divorce or property settlement; transfers made by owner’s failure to pay federal, state, or local 
taxes; transfers to or from any governmental entity of public or quasi-public housing authority or 
agency; and transfers involving the first sale of a dwelling (subject to disclosure of all material 
defects that are in violation of any applicable building code).  Seek advice from your manager or a 
lawyer if you and the seller are not sure whether the property is exempt. 
 

2. Receipt and Delivery of Disclosure - The lister must obtain from the seller a signed disclosure or 
disclaimer form along with the signed listing agreement.  The disclosure must be signed by the 
buyer before contract acceptance.  The appropriate form should be available at the property.  If 
the selling agent does not have the form, the listing agent must deliver the form to the selling 
agent to get the buyer’s signature prior to acceptance of the contract.  If any disclosure changes 
at any time before settlement, the seller must complete an updated disclosure and provide it to 
the buyer.  
 

3. Cancellation of the Contract - If the buyer receives the disclosure after contract ratification, then 
the buyer may cancel the contract by the earliest of the following: 
a. Three days after hand delivery 
b. Five days after the postmark if mailed 
c. Settlement 
d. Occupancy 
e. Execution of a written waiver 
f. Loan application where the application discloses that the right of termination shall terminate 

with application. 
 
The buyers do not have to give a reason for canceling.  The buyers must cancel in writing, by 
signing and delivering a release, before the expiration of the above deadline.  The buyer may 



waive the right to terminate the contract, but any waiver must be in a written document 
separate from the contract.  
 
Regardless of owner compliance with the Virginia Residential Property Disclosure Act, under 
Chapter 21 of 54.1, Code of Virginia a licensee shall disclose to all parties all material adverse 
facts pertaining to the physical condition of the property which are actually known by the 
licensee. 
 

E. Disclosure of Lead-Based Paint and Lead-Based Hazards  
 
1. Housing covered - Most private housing, public housing, Federally owned housing, and housing 

receiving Federal assistance are affected by the rule if they were built before 1978. 
 

2. Housing not covered –  
a. Housing built after 1977.  
b. Zero-bedroom dwellings, such as efficiencies, studio apartments, and rentals of individual 

rooms in dwellings. 
c. Short term leases of 100 days or less where there is no possibility of renewal or extension. 
d. Housing for the elderly or persons with disabilities, unless any child who is less than 6 years of 

age resides or is expected to reside in the dwelling. 
e. Leases of target housing that have been found to be lead-based paint free by a certified 

inspector. 
f. Renewals of existing leases in which the landlord previously disclosed and possesses no new 

information or records. 
g. Foreclosure sales (sale of a property by the Trustee) 

 
3. Sellers, landlords and real estate licensees share responsibility for ensuring compliance with the 

law.  Accordingly, both the parties and the agents involved must sign the lead-based paint 
statement and disclosure form.  A buyer (not a tenant) has a 10-day or other mutually agreed 
upon period of time in writing to conduct a lead-based paint inspection or risk assessment at the 
buyers expense or the buyer may waive the opportunity for the inspection or risk assessment.  
The law gives the two parties the flexibility to negotiate key terms of the evaluation.  The law 
does not require any testing or removal of lead-based paint by the sellers or landlords. 
 
Persons who knowingly violate the requirements of the lead-based paint law may be liable to the 
purchaser or tenant in an amount equal to 3 times the actual damages, plus court costs, 
reasonable attorneys’ fees and expert witness fees.  Licensees who fail to retain a copy of the 
completed lead-based paint disclosure documents in the brokerage files may be subject to a fine 
of up to $10,000 per violation. 
 

F. Consumer Real Estate Protection Act (CRESPA) - A contract for the sale of real estate containing not 
more than four residential dwelling units must contain the CRESPA disclosure, found in the Virginia 
Jurisdictional Addendum.  The CRESPA disclosure notifies the parties of the right to choose a 
settlement agent, defines the role of the settlement agent, and notifies the parties of the availability 
of guidelines published by the Virginia State Bar to prevent the unauthorized practice of law.  
 

VI. SHOWING PROPERTIES 
 



A. Procedures, Courtesies and Precautions 
 
1. Make every effort to accompany your prospective buyers to open houses, new homes projects, 

etc. 
 

2. Check Accuracy of Information.  Make sure that the information about the properties you plan to 
show is correct prior to showing.  Print out a copy of the current MLS listing for the Property.  
Prior to showing, examine the listing status in the computer for compensation, price or status 
changes and showing instructions.  If possible verify with the listing agent directly the availability 
of the property before showing and/or writing a contract for your client. 
 

3. Make Appointments to Show.  Always make an appointment with the occupant.  Try to give as 
much notice as possible.  If you cannot keep an appointment, call the occupant at the earliest 
possible time to cancel or reschedule. 
 

4. Listing Company Obligations.  The listing company should provide all pertinent information and 
promptly indicate the current status.  Listing companies should reveal to other REALTORS® 
whether offers have been registered or are in the counter-offer stage.  Price and other terms 
should not be revealed, however. 
 

5. Identify Yourself.  Always identify yourself, your firm, and your agency status when calling about a 
property. 
 

6. Actions While Showing.  Leave the property as you found it, i.e., doors locked or unlocked, lights 
off or on, pets in or out.  Do not smoke when showing the property or permit prospects to smoke 
in the property.  Do not allow the prospect or the prospect’s children to wander through the 
property unattended.  Stay with the prospect as long as the prospect is at the property. 
 

7. Discussion of Terms.  Do not discuss terms with the sellers when showing property.   These 
should be discussed only with the listing agent. 
 

8. Business Cards.  Always leave a business card each time you show or preview a property whether 
it is vacant or occupied.  This alerts the listing agent or seller that someone was in the property.  If 
you are acting as a buyers’ representative, your business card should indicate this.  Do not leave a 
personal brochure. 
 

9. Information on the Listing Handout.   If information represented on the listing handout appears 
inadequate or incorrect, make no derogatory remarks to the prospects or the sellers.  Call the 
listing agent for clarification if necessary.  
 

10. Contacting the Seller.  Never contact the sellers directly without the permission of the listing 
company, except to show the property.  Instruct the prospective buyers not to contact the sellers 
directly either. 
 

11. Seller’s Castle.  Never disparage a seller’s home in the seller’s presence. 
 

12. Note Problems at the Property.  Promptly notify the listing agent or listing broker of any 
problems you encounter at the property.  Examples: 



a. Leaking pipes (cut off the water if possible) 
b. Heat off when cold outside 
c. Lockbox problems (not there, no key, jammed, etc.) 
d. Hostile pet or tenant 
e. Flooded basement 
f. Broken window(s) 
g. Evidence of vandalism, etc. 

 
13. Condos.  Familiarize Yourself With Issues Involving Condo Transactions. 

a. Common elements 
b. Condo fee and what it provides; any special assessments  
c. Amenities 
d. Changes to the interior that may not have been authorized 
e. Restrictions - pets, age restrictions, rentals, parking, etc. 
f. Owner Occupancy/Investor Ratio 

 
B. Suggested Safety and Security Procedures 

 
1. Meet prospects at your office.  If this is not practical, agents and prospects should meet at a 

branch office or any other real estate firm in the vicinity of the listings to be shown. 
 

2. A Safety Log should be maintained in the office for all agents to complete each time they go out 
to view properties with a prospect.  Information could include:  date, destination, agent’s name, 
prospect’s name, car make, model, year, and color.  If you don’t use a safety log, always tell 
someone where you are going, with whom, and when you expect to return. 
 

3. All offices should maintain a current list of their agents’ vehicle information as suggested in the 
Safety Log above.  
 

4. Use extreme caution should you decide to meet prospects at any property.  When showing, allow 
prospects to enter the room first.  This reduces the chance of your being pushed into a room and 
the door being closed behind you. 
 

5. Avoid meetings and property showings at potentially unsafe times.  Agents should consider their 
own safety and the safety of their prospects when arranging for meetings and showings.  The 
times considered safe or unsafe may vary widely depending upon the circumstances.  Generally, 
agents might try to schedule showings of vacant properties at times when neighbors are likely to 
be at home, and bring along another agent for after-dark showing of properties or for showing 
vacant properties at any time of the day. 
 

6. Use your own car to show properties and do not ride in the prospect’s car. 
 

7. When unusual or suspicious incidents occur during the course of business, agents should report 
them immediately to their own offices, the police, neighboring offices or new home subdivisions 
and/or NVAR. 
 



8. Member offices should be maintained in a safe and secure manner to promote the safety of their 
agents.  Use of the following should be considered:  door locks, proper lighting, peep holes, and 
mail drops.  Crime prevention officers at the local police departments are available to perform an 
individual safety walk through for offices. 
 

VII.   WRITING THE CONTRACT 
The agent should choose the forms appropriate to the property and the purchase and should go over 
the contract, and all addenda and attachments thoroughly to ensure that the buyer(s) understand the 
implications to them of the documents that they are signing.  All offers should be in writing on the most 
current NVAR Forms, signed by all buyers and with the appropriate earnest money deposit. It is helpful 
to write the contract in the Agent’s office, with the availability of copiers and fax machines.   
 
A. The agent should make copies for the buyer(s) of every document that they sign, including the 

deposit check.  The contract package should include the following: 
1. Regional Sales Contract 
2. Virginia Jurisdictional Addendum 
3. Residential Property Disclosure Statement 
4. Proof of Financial Capability 
5. Copy of the Earnest Money Deposit 

 
B. The following may also be included in the contract as needed: 

1. NVAR Contingencies/Clauses Addendum 
2. Lead Base Paint Sales Disclosure 
3. Lead Based Paint Contract Addendum 
4. Other Addenda as needed 

 
VIII. PRESENTING THE CONTRACT 

 
A. Check the Status of the Listing – Print out a copy of the current MLS listing just prior to writing the 

offer.  This confirms the availability status as well as confirming the compensation being offered.  
Retain this copy in the case file. 
 

B. The buyer’s agent should contact the listing agent to ascertain the manner in which a contract may 
be presented.  Presentations may be made in person, by telephone, or by fax.  (If the contract is to be 
faxed, a “fine” setting on the fax machine should be used to preserve legibility of the documents.)  If 
the listing agent can not be reached after concerted efforts, the agent may contact the sales 
manager or broker of the listing firm to arrange for a presentation.  It is suggested that in-person 
presentations be held in the listing broker’s office.  Professional courtesy requires that everyone be 
on time for all appointments. 
 
Generally, the buyer (or the seller) may withdraw a contract or addendum at any time prior to 
Ratification and Delivery.  This withdrawal should be in writing and should be accomplished by 
Delivery of Notice to the other party prior to receipt of notice of ratification. 
 
The procedures for presentations should be in accordance with the desires of the sellers.  The listing 
agent will conduct the contract presentation, and may allow the buyer’s agent to present and 
explain the offer, unless the sellers request otherwise or unless it is a multiple offer presentation. 
 



Listing agents should review the offer to ensure it is drafted on current NVAR forms.  All purchase 
offers on forms other than NVAR forms should be carefully reviewed by the seller and perhaps 
reviewed by seller’s legal counsel. 
 
The listing agent should provide the seller with a seller’s closing cost sheet showing net proceeds, 
along with other terms and conditions, for each offer.  Listing agents should explain the implications 
of the terms of the contract(s) and may give advice, but should not give legal or tax advice.  The seller 
finally determines decisions regarding contract terms and acceptance. 
 

C. Presentations of Multiple Offers - Multiple offers should be presented in the order that they have 
been registered.  Unless the seller objects, the listing agents should notify all buyer’s agents, as soon 
as possible, of the existence of multiple offers. 
 
If the sellers wish to accept and/or counter more than one contract, the listing agent must make 
certain that the parties have written notice as to which are primary or backups, and how or when 
their position may be changed.  Agents should neither make nor rely on oral representations.  Any 
contract(s) ratified by the seller should be immediately forwarded to the appropriate buyer’s agent.  
Those contracts not accepted by the seller should be returned to the appropriate buyer’s agent 
immediately and marked appropriately. 
 

D. Company Policy - The listing agent will conduct the contract presentation according to listing 
company policy and the desires of the sellers.  Selling agents should not try to enforce their own 
company’s policy on others involved in presentations.  However, this does not preclude suggesting 
changes for the protection of the various parties. 
 

E. Counter-offers - If a counter-offer is made by the sellers, have the sellers date, time, sign and initial 
the original with each change noted.  Leave a copy with the sellers and immediately present the 
counter-offer to the buyers.  
 
Time is of the essence.  The agents are responsible for prompt follow-up on all counter-offers.  If the 
counter is accepted, all initials should be executed in the proper place with the date of ratification 
indicated.  The agent for the other party should be immediately notified, and then the agent should 
immediately notify his or her client.  If any counter-offer is not accepted by one party, the other party 
and his or her agent must be notified immediately.  “Rejected” should be written across the face of 
any rejected offer, and should be dated and signed.  Copies should be delivered to all parties. 
 

F. Ratification – Ratification occurs when final acceptance in writing of all the terms of the contract is 
delivered to the party that presented the last offer (or counter-offer), not the date of expiration or 
removal of any contingencies.  Listing agents should immediately notify all selling agents of the 
status of their offer.  Because the contract is not a legally binding document until is both ratified and 
delivered, copies of the accepted contract (ratified) must be delivered to all parties immediately, 
preferably on the same day the contract is ratified. 
 

IX. PROCESSING THE CONTRACT AND SETTLEMENT 
 
A. MLS Procedures.  As soon as a contract is accepted, the listing agent should promptly change the 

status of the listing in the MLS.  If the settlement date in the sales contract is beyond the expiration 
date, the listing agent should get written permission from the seller to extend the listing agreement 



beyond the settlement date.  If the sale is not consummated, and the listing has not expired, return it 
to an available status. 
 

B. Processing Procedures. 
 
1. Changes to the Contract.  After a contract has been accepted by all parties, never make any 

changes to the agreement except by amendment.  Any deletions, additions, changes or 
extensions must be agreed to in writing and signed by both the sellers and buyers in order to be 
in effect.  The changes must be dated and copies must be immediately delivered to all parties to 
the transaction. 
 

2. Earnest Money Deposits.  Earnest money deposits should be deposited immediately following 
contract acceptance even if some contingencies remain, unless the parties direct otherwise in 
writing. 
 

3. Promissory Notes.  When a promissory note is used as the earnest money deposit, the broker 
holding the note must notify the seller through the listing broker when the note is redeemed.  If 
not redeemed when due, the broker must notify the seller immediately in writing. 
 

4. Condominium and Property Owners’ Association Disclosures.  Follow up to ensure delivery of a 
complete set of the condo or property owners’ association disclosures to the buyers at the place 
designated for delivery in the contract.  Obtain a written acknowledgment of delivery or receipt 
of condo or POA disclosures and add it to the case file with the contract.  You may be asked to 
obtain an endorsement to a condo association’s master insurance policy.  This may be obtained 
from the Condo Association’s management company.  You should review the documents for any 
pending assessments or property condition violations. 
 

5. Release of Sales Contract.  The buyers and sellers must execute a written release to cancel a 
contract that was previously accepted.  Prior to finalizing the release, a review should be 
completed regarding fee services performed that may not be assigned to a subsequent contract, 
e.g. H.O.A. or condo documents, title abstract, survey, termite inspection, etc.  When all copies 
have been signed by and delivered to all parties, the earnest money should be disbursed in 
accordance with the terms of the release.  
 

6. Responsibility of the buyer’s agent & listing agent.  Unless otherwise agreed to, it is the obligation 
of the buyer’s agent to forward the contract to the settlement agent.  See that the buyers take 
immediate steps to make loan application, and arrange any buyer inspections (home inspection, 
radon, lead-based paint, well & septic, termite, etc.).  The listing agent and buyer’s agent should 
cooperate in ordering the appropriate inspections (well & septic, termite, etc.) if called for in the 
contract.  
 
Note: Full communication between the agents, and through them with the sellers and buyers, 
will prevent confusion and duplication of effort.  Keep everyone advised of the status and 
progress of the case.  All amendments, addenda, limited access agreements or releases, etc. 
should be prepared promptly and delivered in accordance with the contract. 
 

7. Power of Attorney.  If any party is not going to be at settlement, the agent should notify the 
settlement agent and the lender well in advance.  The Power of Attorney needs to be prepared, 



pre-approved by the settlement agent (and also by the lender if the buyer is not present) and 
sent to the appropriate parties to be signed, notarized, and the original returned prior to the 
settlement date.  Unless they are an Attorney or a principal in the transaction, agents should not 
prepare a power of attorney for their clients since this could constitute the unauthorized practice 
of law. 
 
Note: Check with your manager before agreeing to act via a Power of Attorney to sign papers on 
behalf of your client. 
 

8. Time and Place of Settlement.  The buyer’s agent should coordinate the date, time and place of 
settlement with all parties. 
 

9. Utilities.  The buyers should be advised by the buyer’s agent and the sellers by the listing agent to 
have all utilities changed to the buyers’ name as of the day of settlement or occupancy.  Seller 
must have all utilities on for all inspections including the walk-through.  If the settlement date is 
changed the shut off date for all utilities should be adjusted accordingly. 
 

10. Insurance.  The selling company should advise the buyers to obtain insurance in accordance with 
the lenders requirements.  Have the buyers check with the lender for the wording of any 
endorsements and also for the date by which the lender must receive the policy and/or binder 
and receipt.  The listing agent may want to advise the sellers not to cancel their present hazard 
insurance policy until several days after the projected settlement date. 
 

11. Access to the Property.  At no time are the buyers to be given a key for access to the property 
without written permission from the sellers (NVAR recommends using the Purchaser’s Limited 
Access to Premises Agreement or the Purchasers’ Pre-Settlement Occupancy Agreement).  The 
buyers should not be allowed entry to the property prior to settlement unless accompanied by 
an agent with the permission of the sellers through the listing agent.  The sellers should be 
reminded by the listing agent to be completely out of the property prior to the time of 
settlement, unless there is a written, post-settlement occupancy agreement. 
 

12. Buyers’ Funds.  The buyers should have the balance of the down payment in either a cashier’s or 
certified check, or bank wired funds by settlement.  Notify the buyers to check with the 
settlement agent regarding the amount and form of payment of closing costs and to whom to 
make the check payable.  If the buyers are to use a letter of assignment, written agreement must 
be obtained from the sellers prior to settlement.  Notify the settlement agent that the buyers will 
be bringing a letter of assignment to settlement.  If the buyers’ earnest money deposit is greater 
than the commission due the selling company, ensure the excess amount is forwarded to the 
settlement agent prior to closing. 
 

13. Keys to the Property and Parking Passes.  Transfer of keys and parking passes to the property 
should be made from the sellers to the buyers at settlement.  In the event of a post-settlement 
occupancy agreement, the buyers are entitled to one or more keys and parking passes for access 
during the occupancy period.  As appropriate, the listing agent should remind the sellers to bring 
the mail box, storage room and laundry room keys as well as any garage door remotes and 
parking passes. 
 



C. Pre-Settlement Walk-Through Inspection.  It is the duty of the selling company to arrange with the 
listing company a complete checkout (walk-through) of the property by the buyers prior to 
settlement, for the protection of both the buyers and the sellers.  It is incumbent upon the buyers to 
be satisfied that all equipment, as addressed by the contract, is in normal working order.  The buyer’s 
agent must accompany the buyers on the inspection and may provide a checklist (NVAR 
recommends using the Walk-Through Inspection form), to guide them, but should not perform the 
inspection. 
 
1. If there were complicated or extensive repairs to be completed, the buyers may want to consider 

employing a home inspector or appropriately certified technician to confirm the repairs were 
satisfactorily completed. 
 

2. Try the existing appliances, heating, cooling, plumbing, electrical, systems, and equipment and 
smoke and heat detectors. 
 

3. Try all lights and switches. 
 

4. Try the furnace and the central air conditioning (note: in cold winter weather, operating the air 
conditioning unit may damage the system.  It is suggested that a professional company be 
employed in cold weather to certify proper function). 
 

5. Test high, low and medium heat switches on stove burners, the oven at bake and broil, and the 
rotisserie and the self-cleaning oven, if any. 
 

6. Check the sink disposal by running ice cubes through the blades. 
 

7. Try everything, including keys and request missing or replacement keys. 
 

D. Other procedures 
 
1. When the inspection has been completed, have the buyers sign a walk-through inspection 

report, noting any deficiencies. Immediately notify the listing agent and the settlement agent of 
any walk-through deficiencies. Any deficiencies should be resolved between the parties.  If there 
are walkthrough items to be negotiated or discussed prior to closing, the agents should attempt 
to mediate a successful resolution prior to coming to the table.  One copy should be given to the 
buyers, the sellers, the settlement agent and the listing agent and one retained for your records. 
 

2. If funds are withheld for repairs, written agreement should be reached as to whose responsibility 
it is to see that the repairs are taken care of immediately and all bills taken to the settlement 
agent.  The settlement agent should be notified in writing when the repairs are completed so 
that the sellers can be given the balance of funds due them. 
 

3. When there is a post-settlement occupancy agreement, a preliminary walk-through inspection 
should be done shortly before settlement.  A final walk-through inspection should be done 
promptly, after the seller has vacated the property.  The selling agent should deliver the final 
signed copies to the settlement office, listing agent and the parties in order to speed final release 
of sellers’ security deposit.  
 



E. Settlement.  Settlement should be an enjoyable experience for all parties.  The primary role of the 
agent is to review the HUD-1 Form to ensure that it correctly reflects all the terms of the contract 
including credits, debits, fees and adjustments.  Allow the settlement agent explain all items and 
answer questions.   The agents should provide the settlement agent with a business card to facilitate 
follow up.  If you have specific instructions for the delivery of the commission checks, written 
instructions should be provided to the settlement agent. 
 

X. NEW HOMES  
This material has been developed as a guide to assist the general brokerage community in doing 
business with new homes developers and their site agents with the goal of developing, maintaining and 
improving professionally cooperative and mutually beneficial relationships among them. 
 
A. Responsibility of the Buyer’s Agent 

 
1. Determines whether or not the builder will pay a commission and what procedures you must 

follow in order to earn a commission.  (You should accompany the buyers to the new home 
project for the initial visit to register them with the site agent.  If unable to accompany the buyers 
on the initial visit, determine whether telephone registration is acceptable.)  If telephone 
registration is possible, the general brokerage agent (selling agent) should make a follow-up visit 
at the earliest practical time after the visit of the buyer to the new homes site and prior to the 
new homes agent writing a contract. 
 

2. Discloses their brokerage relationship in writing to the new homes agents at the earliest practical 
time. 
 

3. Introduces the buyers to the site agent. 
 

4. Informs the site agent of the buyers’ needs and wants, such as architectural style, price range, 
delivery date, lot size, special features, etc.  Also informs the site agent of the buyers’ status 
(whether the buyers have a house on the market, one that is under contract, one that is already 
settled; or is in a rental property and how soon the buyers’ lease obligation is up, etc.) 
 

5. Advises the prospective buyers that although the buyer’s agent will make the appropriate 
introductions at the new home project, the new homes site agent, as the expert concerning that 
project and that builder, will be the primary provider of information and of follow-up after that 
introduction, to all the parties. 
 

6. Allows the site agent to make the presentation. 
 

B. General Procedures of the New Homes Site Agent - After receiving the previously outlined assistance 
from the buyer’s agent, the new homes site agent. 
 
1. Advises prospective buyers about the product, models, options, costs, price ranges, location, 

community features, financing offered (if any), etc. 
 

2. Offers to walk the models and/or a sample house under construction (if available) and tour the 
overall project with the buyers and the buyer’s agent to point out important features and 



construction techniques, indicate available lots and amenities, and answer all questions. 
 

3. Offers to prepare a price sheet based on the buyers’ desired model, preferred lot and options, as 
well as a financial worksheet indicating estimated settlement costs and monthly payments. 
 

4. Assists the buyers in writing a new home contract and submits it to the builder for approval.  The 
site agent should be prepared to explain the various clauses in the builder’s contract, give an 
estimate of time needed for the builder to review and ratify the contract, and reaffirm the 
necessity for all agreements to be in writing in order to be binding.  The buyers should also be 
informed of the various factors that may affect the actual completion and delivery date of the 
home. 
 

C. Contract Processing: 
 
1. The site agent should promptly present all offers to the builder, either in person or by telephone. 
2. After a contract has been accepted by all parties, any deletions, additions, changes or extensions 

are not binding unless agreed to in writing by the buyers and the sellers.   The dated copies 
should be delivered promptly to all parties and the selling agent. 
 

3. The buyer’s agent should learn from the site agent what procedures the builder has established 
for processing the contract, helping the buyers obtain financing, and permitting visits to the site 
during the construction period. 
 

4. The buyer’s agent should keep in touch with the site agent to stay fully informed on all matters 
relating to the entire transaction. 
 

D. Pre-Settlement Inspection: 
 
1. The buyer’s agent may attend the inspection.  If the agent attends, the agent should remember 

that the individual who is conducting the inspection knows how the house is built and how it 
operates, and is the technical representative of the builder, the subcontractors and the appliance 
manufacturers.  The buyer’s agent should therefore adopt a background posture, although this 
does not preclude a buyer agent from representing the interests of the client. 
 

2. All builders have their own procedures for handling punch out work and repairs identified as 
necessary prior to settlement, and the buyers and buyer’s agent should be informed of these 
procedures well in advance by the site agent and/or whoever conducts the inspection. 
 

E. Settlement:  Buyers should be informed that the builder or a builder’s representative may not be at 
settlement and also be reminded about punch lists, time delays for repairs, and any other applicable 
builder policies. 
 

XI. LEASING  
The NVAR Property Management & Leasing Forum contributed to this portion of the Suggested 
Procedures Manual. 
 
A. General 

 



1. Property Management & Leasing Committee - The REALTOR® is encouraged to be familiar with 
and/or participate on the Committee.  It is an excellent source of information and clarification on 
subjects pertaining to rental transactions.  Contact NVAR for further information. 
 

2. Local Codes and Ordinances - Member firms and agents who engage in rentals and property 
management activities should familiarize themselves with the following: 
a. The REALTOR® Code of Ethics 
b. The Code of Virginia, Title 55, Chapter 13 Landlord Tenant and Chapter 13.2, the Virginia 

Residential Landlord Tenant Act (VRLTA) 
c. Virginia Real Estate Board Regulations 
d. HUD Rental Fair Housing Guidelines 
e. Local jurisdiction codes and ordinances such as smoke detector requirements and additional 

Fair Housing protected classes 
 

3. Education.  Check with your sales manager on company policies regarding Rentals prior to listing 
or showing property. 
 
The REALTOR®  is encouraged to take: 
a. Property Management and Leasing Continuing Education 
b. Agency Courses 
c. Fair Housing Classes 

 
4. Suggested Forms - To assist members in the development or improvement of their property 

management departments, NVAR provides forms which are listed and updated on their website.  
You can access them behind the Members Only section of the site. Use of the above mentioned 
forms would greatly assist in the professional conduct of business.  
 

5. Landlord-Tenant Relations - Assistance may be obtained from the Landlord-Tenant Relations 
office of the jurisdiction where the property is located.  Telephone numbers are as follows: 
 
Alexandria    (703) 838-4545 
Arlington    (703) 228-3765 
Fairfax County   (703) 222-8435 
State Consumer Affairs    (804) 786-2042 
All Jurisdictions   (800) 552-9963 
 

6. Fair Housing - Fair housing information, regulations, and phone numbers are available on the 
NVAR web site, nvar.com. 
 

B. Listing Rental Property  
 
1. Written Authority to Lease - Written authorization, signed by the Landlord of a property, must be 

obtained in order to rent or lease a property; e.g., Residential Property Management Agreement 
or Listing Agreement Exclusive Right to Lease.  Verify ownership of the property through the tax 
records.  The agreement should specify the agent’s responsibilities:  marketing the property, 
finding a Tenant, preparing the Deed of Lease, etc.  The agent should review the Fair Housing 
laws in the jurisdiction of the property with the Landlord. 
 

http://nvar.com/


2. Duties of the Listing Agent.  Refer to Section IV (A) “Listing Properties For Sale” for additional 
procedures. 
a. All questions concerning the property are normally referred to the listing agent.  The listing 

agent is expected to prepare a complete information form on the property and to know if the 
Landlord allows pets (if so, an additional deposit is normally required), proximity to schools 
and shopping areas, transportation, types of utilities, availability period, term of the lease; 
what will convey with the property and any legal restrictions, covenants and any other 
relevant information.  Landlord must supply Tenant with a copy of Rules and Regulations, if 
any, that apply to the property. 

b. The listing agent should prepare a Comparative Market Analysis for the Landlord to help 
determine the listing rental price.  The final decision on the rental price however, is the 
Landlord’s. 

c. Commissions should be paid to the cooperating broker according to the listing firm’s 
procedures and as offered in MLS.  Make the terms of the offer of compensation through MLS 
explicitly clear and detailed, i.e., if accepting applications for varying lease periods; e.g., 6 
months, 1 year or 2 years, clearly indicate the compensation for each period in the remarks. 
 

3. Occupied Properties - If the property is occupied, the agent should review showing procedures.  
Indicate showing instructions in the listing such as the use of a lockbox/keysafe or by 
appointment only. 
 

C. Showing Rental Property 
 
1. Agency Disclosure - Review Section I “Establishing Brokerage Relationships” and your company 

policy regarding rental showings and agency.  Explain the agent’s role in the transaction and 
have the prospective Tenant sign an Exclusive Right to Represent Tenant Agreement or an 
agency disclosure statement if the prospective Tenants do not wish to sign a brokerage 
agreement.  Under the Virginia Real Estate Board regulation, if there is an agency disclosure 
statement on the rental application or the Deed of Lease, whichever is executed first, then a 
separate agency disclosure statement is unnecessary.  The NVAR Rental Application and the Deed 
of Lease both contain agency disclosures. 
 

2. Qualifying Applicants - Pre-qualify the applicant(s) by calling the listing agent to find out what 
criteria the Landlord uses for qualification.  The objective standards for qualifying an applicant 
include: verification of income and employment, information provided on current and previous 
residences, and review of credit report. 
 

3. Coordination with Listing Firms - Coordinate in advance with the listing agent such matters as 
the availability of the property, showing instructions, any restrictions on pets or smoking, 
application requirements, compensation for cooperating companies, lease preparation, 
monetary deposits, payee, and rental processing fees. 
 

4. Appointments to Show - Call for an appointment to show the property if it is occupied.  Note that 
an occupant is only obligated to permit showing the property during reasonable hours, and after 
reasonable notification.  Call to cancel the appointment if it cannot be kept.  If applicable, 
coordinate the showing of the property through the listing firm or agent. 
 



5. Showing Rental Property - Always leave your business card when previewing or showing the 
property.  Be sure the property is left in the same condition in which you found it, i.e., locks, lights 
on or off, pets in or out.  Make no commitments regarding redecorating, furnishings to convey or 
utility costs unless you are confident the information is accurate. 
 

D. Taking and Submitting the Rental Application 
 
1. Follow the Listing Firm’s Procedures - Before the applicant fills out a rental application form the 

agent should contact the listing agent to determine the required procedures pertaining to the 
application and lease (some firms require their own application form and/or their lease, and 
others will require a personal consultation with the applicant).  The agent should contact the 
listing agent for instructions regarding the amount of the rental processing fee (non-refundable) 
and to whom the earnest money deposit and first month’s rent will be made payable.  A copy of 
the lease form may be reviewed through the listing firm.  
 

2. Rental Application - The applicant should complete and sign a written application.  The rental 
application should indicate the amount of time the applicant has to execute the Deed of Lease 
after the Landlord has accepted the application.  The rental application should address the 
disposition of the earnest money deposit if the applicant does not execute the Deed of Lease.  
Each rental application must be accompanied by the proper monetary consideration and the 
agent’s business card.  Print out and attach a copy of the MLS listing.  A copy of the signed 
application form must be provided to each individual applicant.  An agency disclosure form 
should accompany the rental application unless the rental application itself contains an agency 
disclosure clause.  
 

3. Contingencies/Requests - Applications containing requirements for special terms or 
improvements by the applicant must be in writing on the application itself or referenced therein 
and attached.  The Landlord has the right to decide whether to accept these conditions, and if 
they are not acceptable the applicant has the right to withdraw the application without penalty.  
Under the Americans with Disabilities Act, any individual with physical or mental impairments 
must be given the opportunity, at his own expense, to make any changes as long as the Tenant 
agrees, upon owner request, to return the property to its original condition.  Agents should ask 
the property manager for more detailed information. 
 

4. Submitting Rental Applications - When delivering the rental application, the listing agent should 
note the date and time the application is received.  Make sure the leasing agent’s business card is 
attached to the application.  Most firms will not process an application without funds in hand. 
 

5. Time Required to Process - Determine from the listing agent, then advise the applicant, the 
number of days that will be required to process the application. 
 

6. Payments Due Before Occupancy - Advise the prospective Tenant of any payments due prior to 
occupancy.  Note that many companies require certified funds for earnest money deposit and 
first month’s rent.  Many condos, cooperatives or apartments have move-in fees. 
 

XII.   PROPERTY MANAGEMENT 
 



A. Processing the Rental Application.  The listing agency or property management firm processes the 
application. 
 
1. Computer Update - The current status of the property should be accurately reflected in the 

computer. 
a. Within 48 hours of the listing company receiving a rental application meeting objective 

qualifying criteria, the listing company shall change the listing in the computer to Application 
Registered status in accordance with MRIS regulations.  

b. When the lease has been signed, change the status to “Rented” and remove the “for rent” sign 
and lockbox from the property. 
 

2. Verify Data in the Application 
a. This includes verifying the employment, Landlord references, obtaining the credit report and 

reviewing with the Landlord the information obtained on the applicant. 
b. The listing agent should communicate with the applicant through the cooperating leasing 

agent unless instructed by the agent to deal directly with the applicant. 
 

3. Selecting the Applicant 
a. When qualifying the applicant the same objective standards should be applied by the listing 

firm to each and every applicant for a given property.  Applicants should be advised of the 
existence of competing applications and the time frame in which a decision will be made.  All 
applicants should be advised as expeditiously as possible of the decision on their 
applications. 

b. If the Landlord decides to accept the application in spite of derogatory information about the 
applicant, a hold-harmless statement should be signed by the Landlord to release the listing 
and leasing firms of liability should the Tenant violate the lease. 
 

4. Acceptance of the Application - Once the Landlord has accepted an applicant the listing agent 
should notify the applicant or the leasing agent that the application has been accepted and make 
an appointment for the lease to be signed by the applicant.  Continue to accept (but not process) 
applications until the lease is ratified unless the Landlord indicates otherwise.  All qualified 
applications must be presented to the Landlord until the lease is signed by the tenant.  Accepted 
applicants should be informed of this, to encourage prompt signing of the lease. 
 

5. Rejection of an Application - If the application is not accepted, the listing agent should 
immediately change the status of the listing back to available and notify the leasing agent who 
should notify the rejected applicant. The applicant’s earnest money deposit check should be 
returned promptly, pursuant to the terms set forth in the rental application.  Rejection caused by 
unsatisfactory credit must be in accordance with the Federal Fair Credit Reporting Act, and may 
be oral, electronic, or written.  The rental processing fee is not refundable. 
 

B. Preparation and Execution of the Deed of Lease 
 
1. Provisions of the Deed of Lease - The lease should contain specific instructions indicating to 

whom, where and when the rent is paid. Any addenda to the application, along with any waivers 
or rent escalation clauses that are accepted by the Landlord, should be incorporated into the 
lease.  The lease must state who is to hold the security deposit. 
 



2. Changes to the Deed of Lease - Landlord and Tenant must sign all copies of the Deed of Lease 
and any addenda.   Any subsequent additions, deletions, or changes to the lease are not binding 
unless agreed to in writing by all parties. 
 

3. Distribution of Copies - Provide copies of lease and addenda to both Landlord and Tenant at the 
time of signature.  The originals should be retained by the managing party - either the property 
manager or the Landlord.  The application will be given to the Landlord if there is no professional 
property manager. 
 

4. Additional Funds From the Landlord - As per the listing agreement, be sure to collect additional 
funds from the Landlord when appropriate.  Inform the leasing agent of your firm’s policy 
regarding disbursement of the commission; e.g., commission check is held until the rent check 
clears the bank, etc. 
 

C. Escrow Accounts.  All real estate brokers must hold all monies belonging to the Landlord and/or 
Tenant in an escrow account.  This account must be clearly specified as an escrow account on all 
documents (checks, statements, etc.). 
 

D. Security Deposits - The security deposit, and any additional deposits paid to the Landlord at the 
beginning of a tenancy, is to cover physical damage beyond normal wear and tear or monetary 
damages.  The deposit is not the Tenant’s last month’s rent.  Carefully document any deductions, and 
be prepared to defend these deductions in the event of a court action by the Tenant.  Allowable 
deductions are determined by the terms of the Deed of Lease and applicable laws. 
 

E. Transfer of Possession to and from a Tenant 
 
1. Receipt of Security Deposit and Acquisition of Keys - Never allow a Tenant to move into the 

property unless the earnest money deposit or the security deposit and rent have been received 
by the agent or Landlord and the lease has commenced.  
 

2. Utility Bills and Tenant Insurance - Advise the Tenant that as of the date indicated in the Deed of 
Lease the Tenant is responsible for payment of utility bills and obtaining proper insurance 
coverage as indicated in the Deed of Lease and providing a copy to Landlord or property 
manager. 
 

3. Check-in Inspection of the Property - Turn the key over to the Tenant on the day the Lease 
begins, not before.  Only the Landlord or the property manager should issue or receive keys.  For 
the protection of all parties, a joint check-in inspection of the property should be conducted by 
the Tenant and the Landlord, or the property manager,  prior to or at the time of initial 
occupancy.  The results of the inspection should be recorded on an appropriate signed form.  A 
copy of the report should be given to the Tenant along with the advice that it will be used as the 
basis for assessing any damages not classified as normal wear and tear upon termination of 
tenancy.  As an alternative, the Tenant, upon initial occupancy, may complete a check-in 
inspection report and provide a copy to the Landlord within the time specified in the Deed of 
Lease. 
 



4. Repairs and Maintenance - Advise the Tenant on procedures and responsibility for reporting 
required repairs and maintenance. 
 

5. Termination of Tenancy - Upon appropriate written notice of termination of tenancy under the 
terms of the lease, the Tenant should be notified of time and date of the check-out inspection.  
An inspection report should be completed after the Tenant’s furniture and belongings have been 
removed and the keys returned. 
 

6. Return of the Security Deposit - On the basis of the inspection report prepared at the time of the 
initial tenancy, evaluate the relative condition of the property.  If the property is in the same 
condition as it was when the Tenant received it, normal wear and tear excepted, and the final 
water company bill has been paid, return the Tenant’s security deposit within 30 days, with 
appropriate interest if the Landlord is subject to the VRLTA regulations. 
 

7. Damages to the Property - If there is any damage to the property not considered to be normal 
wear and tear or if there are any utility bills with attendant lien capabilities still outstanding, give 
the Tenant an itemized list of the chargeable damages.  Even if none of the deposit is to be 
returned because of damages, an itemized list must be given to the Tenant within 30 days.  
 

F. Landlord/Property Manager Duties 
 
1. Maintenance of Records - Maintain accurate and current records of all transactions pertaining to 

the management of rental property.  Provide periodic financial statements to the Landlord.  
Provide the Landlord with IRS form 1099 by January 31st of each year.  Report the Landlord’s 
state residency status as required. 
 

2. Inspections of the Property - Conduct periodic inspections of the property to determine if the 
property is being properly maintained by the Tenant or if any routine maintenance or repairs are 
required. 
 

3. Default of the Tenant - Take prompt corrective actions if the Tenant becomes delinquent in the 
payment of rent, fails to maintain the property in a proper, reasonable manner, or violates any of 
the conditions of the Deed of Lease. 
 

XIII. NVAR AWARD DESIGNATIONS IN ADVERTISING 
 
A. Use In Advertising - The use of NVAR Awards designations in advertising is reserved for active NVAR 

members only.  NVAR awards must be identified with the designation of the year in which the award 
was earned.  Exception:  NVAR Life Members and recipients of a current award.  Samples of correct 
usage include: 
 
1. Member, NVAR Multi-Million Dollar Sales Club, 2007  

 
2. Member, NVAR Top Producers Club, 2007 

 
3. 2007 NVAR REALTOR® of the Year 

 



4. 2002 NVAR Rookie Sales Associate of the Year (No longer awarded; previous  recipients may 
continue to use) 
 

5. Exceptions are: 
a. Life Member, NVAR Multi-Million Dollar Sales Club 
b. Life Member, NVAR Million Dollar Sales Club (No longer awarded; previous  recipients may 

continue to use) 
c. Life Member, NVAR Top Producers Club 
d. NVAR Hall of Fame 
e. NVAR Pioneer Club 
f. NVAR, Lifetime Honorary Member 

 
B. Misrepresentation - Recipients of NVAR awards must, when citing the awards in advertising, be 

sensitive at all times to misrepresentation when more than one REALTOR® is a recipient of the same 
award - such as:  
 
1. “Number One Real Estate Agent” when, in fact, the agent is a recipient alphabetically with all 

other recipients. 
 

2. “Top Producer, NVAR,” when in fact the agent is one of many members so honored.  This should 
read instead, “Member, NVAR Top Producers Club”. 
 

3. Advertising Prior to Announcement - NVAR members and member firms must refrain from 
advertising the names of recipients of any NVAR awards prior to the date they are officially 
announced. 

 

For a COMPLETE list of forms, please check out nvar.com.   

 

 

http://nvar.com/realtor-awards/realtor-awards
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Where the word REALTORS

® is used in this Code and Preamble, it shall 

be deemed to include REALTOR-ASSOCIATE
®s. 

 

While the Code of Ethics establishes obligations that may be higher 

than those mandated by law, in any instance where the Code of Ethics 

and the law conflict, the obligations of the law must take precedence. 

 

Preamble 
Under all is the land. Upon its wise utilization and widely allocated 

ownership depend the survival and growth of free institutions and of 

our civilization. REALTORS
® should recognize that the interests of the 

nation and its citizens require the highest and best use of the land and 

the widest distribution of land ownership. They require the creation of 

adequate housing, the building of functioning cities, the development 

of productive industries and farms, and the preservation of a healthful 

environment. 

 

Such interests impose obligations beyond those of ordinary commerce. 

They impose grave social responsibility and a patriotic duty to which 

REALTORS
® should dedicate themselves, and for which they should be 

diligent in preparing themselves. REALTORS
®, therefore, are zealous to 

maintain and improve the standards of their calling and share with their 

fellow REALTORS
® a common responsibility for its integrity and honor. 

 

In recognition and appreciation of their obligations to clients, 

customers, the public, and each other, REALTORS
® continuously strive 

to become and remain informed on issues affecting real estate and, as 

knowledgeable professionals, they willingly share the fruit of their 

experience and study with others. They identify and take steps, through 

enforcement of this Code of Ethics and by assisting appropriate 

regulatory bodies, to eliminate practices which may damage the public 

or which might discredit or bring dishonor to the real estate profession. 

REALTORS
® having direct personal knowledge of conduct that may 

violate the Code of Ethics involving misappropriation of client or 

customer funds or property, willful discrimination, or fraud resulting in 

substantial economic harm, bring such matters to the attention of the 

appropriate Board or Association of REALTORS
®. (Amended 1/00) 

 

Realizing that cooperation with other real estate professionals promotes 

the best interests of those who utilize their services, REALTORS
® urge 

exclusive representation of clients; do not attempt to gain any unfair 

advantage over their competitors; and they refrain from making 

unsolicited comments about other practitioners. In instances where 

their opinion is sought, or where REALTORS
® believe that comment is 

necessary, their opinion is offered in an objective, professional manner, 

uninfluenced by any personal motivation or potential advantage or 

gain. 

 

The term REALTOR
® has come to connote competency, fairness, and 

high integrity resulting from adherence to a lofty ideal of moral 

conduct in business relations. No inducement of profit and no 

instruction from clients ever can justify departure from this ideal. 

 

In the interpretation of this obligation, REALTORS
® can take no safer 

guide than that which has been handed down through the centuries, 

embodied in the Golden Rule, “Whatsoever ye would that others 

should do to you, do ye even so to them.” 

 

Accepting this standard as their own, REALTORS
® pledge to observe its 

spirit in all of their activities whether conducted personally, through 

associates or others, or via technological means, and to conduct their 

business in accordance with the tenets set forth below. (Amended 1/07) 

 

 

Duties to Clients and Customers 
 
Article 1 
When representing a buyer, seller, landlord, tenant, or other client as an 

agent, REALTORS
® pledge themselves to protect and promote the 

interests of their client. This obligation to the client is primary, but it 

does not relieve REALTORS
® of their obligation to treat all parties 

honestly. When serving a buyer, seller, landlord, tenant or other party 

in a non-agency capacity, REALTORS
® remain obligated to treat all 

parties honestly. (Amended 1/01) 

• Standard of Practice 1-1 

REALTORS
®, when acting as principals in a real estate transaction, 

remain obligated by the duties imposed by the Code of Ethics. 

(Amended 1/93) 

• Standard of Practice 1-2 

The duties imposed by the Code of Ethics encompass all real estate-

related activities and transactions whether conducted in person, 

electronically, or through any other means. 

 

The duties the Code of Ethics imposes are applicable whether 

REALTORS
® are acting as agents or in legally recognized non-agency 

capacities except that any duty imposed exclusively on agents by law 

or regulation shall not be imposed by this Code of Ethics on 

REALTORS
® acting in non-agency capacities. 

 

As used in this Code of Ethics, “client” means the person(s) or 

entity(ies) with whom a REALTOR
® or a REALTOR

®’s firm has an 

agency or legally recognized non-agency relationship; “customer” 

means a party to a real estate transaction who receives information, 

services, or benefits but has no contractual relationship with the 

REALTOR
® or the REALTOR

®’s firm; “prospect” means a purchaser, 

seller, tenant, or landlord who is not subject to a representation 

relationship with the REALTOR
® or REALTOR

®’s firm; “agent” means a 

real estate licensee (including brokers and sales associates) acting in 

an agency relationship as defined by state law or regulation; and 

“broker” means a real estate licensee (including brokers and sales 

associates) acting as an agent or in a legally recognized non-agency 

capacity. (Adopted 1/95, Amended 1/07) 

• Standard of Practice 1-3 

REALTORS
®, in attempting to secure a listing, shall not deliberately 

mislead the owner as to market value. 

• Standard of Practice 1-4 

REALTORS
®, when seeking to become a buyer/tenant representative, 

shall not mislead buyers or tenants as to savings or other benefits 

that might be realized through use of the REALTOR
®’s services. 

(Amended 1/93) 

 

 



• Standard of Practice 1-5 

REALTORS
® may represent the seller/landlord and buyer/tenant in the 

same transaction only after full disclosure to and with informed 

consent of both parties. (Adopted 1/93) 

• Standard of Practice 1-6 

REALTORS
® shall submit offers and counter-offers objectively and as 

quickly as possible. (Adopted 1/93, Amended 1/95) 

• Standard of Practice 1-7 

When acting as listing brokers, REALTORS
® shall continue to submit to 

the seller/landlord all offers and counter-offers until closing or 

execution of a lease unless the seller/landlord has waived this 

obligation in writing. REALTORS
® shall not be obligated to continue to 

market the property after an offer has been accepted by the 

seller/landlord. REALTORS
® shall recommend that sellers/landlords 

obtain the advice of legal counsel prior to acceptance of a subsequent 

offer except where the acceptance is contingent on the termination of 

the pre-existing purchase contract or lease. (Amended 1/93) 

• Standard of Practice 1-8 

REALTORS
®, acting as agents or brokers of buyers/tenants, shall submit 

to buyers/tenants all offers and counter-offers until acceptance but 

have no obligation to continue to show properties to their clients after 

an offer has been accepted unless otherwise agreed in writing. 

REALTORS
®, acting as agents or brokers of buyers/tenants, shall 

recommend that buyers/tenants obtain the advice of legal counsel if 

there is a question as to whether a pre-existing contract has been 

terminated. (Adopted 1/93, Amended 1/99) 

• Standard of Practice 1-9 

The obligation of REALTORS
® to preserve confidential information (as 

defined by state law) provided by their clients in the course of any 

agency relationship or non-agency relationship recognized by law 

continues after termination of agency relationships or any non-agency 

relationships recognized by law. REALTORS
® shall not knowingly, 

during or following the termination of professional relationships with 

their clients: 

1) reveal confidential information of clients; or 

2) use confidential information of clients to the disadvantage of    

clients; or 

3) use confidential information of clients for the REALTOR
®’s  

advantage or the advantage of third parties unless: 

     a) clients consent after full disclosure; or 

     b) REALTORS
® are required by court order; or 

     c) it is the intention of a client to commit a crime and the 

information is necessary to prevent the crime; or 

     d) it is necessary to defend a REALTOR
® or the REALTOR

®’s 

employees or associates against an accusation of wrongful 

conduct.  

Information concerning latent material defects is not considered 

confidential information under this Code of Ethics. (Adopted 1/93, 

Amended 1/01) 

• Standard of Practice 1-10 

REALTORS
® shall, consistent with the terms and conditions of their real 

estate licensure and their property management agreement, 

competently manage the property of clients with due regard for the 

rights, safety and health of tenants and others lawfully on the 

premises. (Adopted 1/95, Amended 1/00) 

• Standard of Practice 1-11 

REALTORS
® who are employed to maintain or manage a client’s 

property shall exercise due diligence and make reasonable efforts to 

protect it against reasonably foreseeable contingencies and losses. 

(Adopted 1/95) 

• Standard of Practice 1-12 

When entering into listing contracts, REALTORS
® must advise sellers/ 

landlords of: 

1) the REALTOR
®’s company policies regarding cooperation and the 

amount(s) of any compensation that will be offered to subagents, 

buyer/tenant agents, and/or brokers acting in legally recognized 

non-agency capacities; 

2) the fact that buyer/tenant agents or brokers, even if compensated by 

listing brokers, or by sellers/landlords may represent the interests 

of buyers/tenants; and 

3) any potential for listing brokers to act as disclosed dual agents,  

e.g., buyer/tenant agents. (Adopted 1/93, Renumbered 1/98,  

Amended 1/03) 

• Standard of Practice 1-13 

When entering into buyer/tenant agreements, REALTORS
® must advise 

potential clients of: 

1) the REALTOR
®’s company policies regarding cooperation; 

2) the amount of compensation to be paid by the client; 

3) the potential for additional or offsetting compensation from other 

brokers, from the seller or landlord, or from other parties; 

4) any potential for the buyer/tenant representative to act as a    

disclosed dual agent, e.g., listing broker, subagent, landlord’s 

agent, etc., and 

5) the possibility that sellers or sellers’ representatives may not treat 

the existence, terms, or conditions of offers as confidential unless 

confidentiality is required by law, regulation, or by any    

confidentiality agreement between the parties. (Adopted 1/93, 

Renumbered 1/98, Amended 1/06) 

• Standard of Practice 1-14 

Fees for preparing appraisals or other valuations shall not be 

contingent upon the amount of the appraisal or valuation. 

(Adopted 1/02) 

• Standard of Practice 1-15 

REALTORS
®, in response to inquiries from buyers or cooperating 

brokers shall, with the sellers’ approval, disclose the existence of 

offers on the property. Where disclosure is authorized, 

 REALTORS
® shall also disclose, if asked, whether offers were obtained 

by the listing licensee, another licensee in the listing firm, or by a 

cooperating broker. (Adopted 1/03, Amended 1/09) 

• Standard of Practice 1-16 

REALTORS
®  shall not access or use, or permit or enable others to 

access or use, listed or managed property on terms or conditions other 

than those authorized by the owner or seller. (Adopted 1/12) 

 

Article 2 
REALTORS

® shall avoid exaggeration, misrepresentation, or 

concealment of pertinent facts relating to the property or the 

transaction. REALTORS
® shall not, however, be obligated to discover 

latent defects in the property, to advise on matters outside the scope of 

their real estate license, or to disclose facts which are confidential 

under the scope of agency or non-agency relationships as defined by 

state law. (Amended 1/00) 

• Standard of Practice 2-1 

REALTORS
® shall only be obligated to discover and disclose adverse 

factors reasonably apparent to someone with expertise in those areas 

required by their real estate licensing authority. Article 2 does not 

impose upon the REALTOR
® the obligation of expertise in other 

professional or technical disciplines. (Amended 1/96) 

• Standard of Practice 2-2 

 (Renumbered as Standard of Practice 1-12 1/98) 

• Standard of Practice 2-3 

 (Renumbered as Standard of Practice 1-13 1/98) 



• Standard of Practice 2-4 

REALTORS
® shall not be parties to the naming of a false consideration 

in any document, unless it be the naming of an obviously nominal 

consideration. 

• Standard of Practice 2-5 

Factors defined as “non-material” by law or regulation or which are 

expressly referenced in law or regulation as not being subject to disclosure 

are considered not “pertinent” for purposes of Article 2. (Adopted 1/93) 

 

Article 3 
REALTORS

® shall cooperate with other brokers except when cooperation 

is not in the client’s best interest. The obligation to cooperate does not 

include the obligation to share commissions, fees, or to otherwise 

compensate another broker. (Amended 1/95) 

• Standard of Practice 3-1 

REALTORS
®, acting as exclusive agents or brokers of sellers/landlords, 

establish the terms and conditions of offers to cooperate. Unless 

expressly indicated in offers to cooperate, cooperating brokers may 

not assume that the offer of cooperation includes an offer of 

compensation. Terms of compensation, if any, shall be ascertained by 

cooperating brokers before beginning efforts to accept the offer of 

cooperation. (Amended 1/99) 

• Standard of Practice 3-2 

To be effective, any change in compensation offered for cooperative 

services must be communicated to the other REALTOR
® prior to the 

time that REALTOR
® submits an offer to purchase/lease the property. 

(Amended 1/10) 

• Standard of Practice 3-3 

Standard of Practice 3-2 does not preclude the listing broker and 

cooperating broker from entering into an agreement to change 

cooperative compensation. (Adopted 1/94) 

• Standard of Practice 3-4 

REALTORS
®, acting as listing brokers, have an affirmative obligation to 

disclose the existence of dual or variable rate commission 

arrangements (i.e., listings where one amount of commission is 

payable if the listing broker’s firm is the procuring cause of sale/lease 

and a different amount of commission is payable if the sale/lease 

results through the efforts of the seller/landlord or a cooperating 

broker). The listing broker shall, as soon as practical, disclose the 

existence of such arrangements to potential cooperating brokers and 

shall, in response to inquiries from cooperating brokers, disclose the 

differential that would result in a cooperative transaction or in a 

sale/lease that results through the efforts of the seller/landlord. If the 

cooperating broker is a buyer/tenant representative, the buyer/ tenant 

representative must disclose such information to their client before the 

client makes an offer to purchase or lease. (Amended 1/02) 

• Standard of Practice 3-5 

It is the obligation of subagents to promptly disclose all pertinent facts 

to the principal’s agent prior to as well as after a purchase or lease 

agreement is executed. (Amended 1/93) 

• Standard of Practice 3-6 

REALTORS
® shall disclose the existence of accepted offers, including 

offers with unresolved contingencies, to any broker seeking 

cooperation. (Adopted 5/86, Amended 1/04) 

• Standard of Practice 3-7 

When seeking information from another REALTOR
® concerning 

property under a management or listing agreement, REALTORS
® shall 

disclose their REALTOR
® status and whether their interest is personal 

or on behalf of a client and, if on behalf of a client, their relationship 

with the client. (Amended 1/11) 

• Standard of Practice 3-8 

REALTORS
® shall not misrepresent the availability of access to show or 

inspect a listed property. (Amended 11/87) 

• Standard of Practice 3-9 

REALTORS
®

 shall not provide access to listed property on terms 

other than those established by the owner or the listing broker. 

(Adopted 1/10) 

• Standard of Practice 3-10 

REALTORS
®

 The duty to cooperate established in Article 3 relates 

to the obligations to share information on listed property, and to 

make property available to other brokers for showing to 

prospective purchasers when it is in the best interests of the 

seller. (Adopted 1/11) 

 

Article 4 
REALTORS

® shall not acquire an interest in or buy or present offers from 

themselves, any member of their immediate families, their firms or any 

member thereof, or any entities in which they have any ownership 

interest, any real property without making their true position known to 

the owner or the owner’s agent or broker. In selling property they own, 

or in which they have any interest, REALTORS
® shall reveal their 

ownership or interest in writing to the purchaser or the purchaser’s 

representative. (Amended 1/00) 

• Standard of Practice 4-1 

For the protection of all parties, the disclosures required by Article 4 

shall be in writing and provided by REALTORS
® prior to the signing of 

any contract. (Adopted 2/86) 

 

Article 5 
REALTORS

® shall not undertake to provide professional services 

concerning a property or its value where they have a present or 

contemplated interest unless such interest is specifically disclosed to all 

affected parties. 

 

Article 6 
REALTORS

® shall not accept any commission, rebate, or profit on 

expenditures made for their client, without the client’s knowledge 

and consent. 

When recommending real estate products or services (e.g., 

homeowner’s insurance, warranty programs, mortgage financing, title 

insurance, etc.), REALTORS
® shall disclose to the client or customer to 

whom the recommendation is made any financial benefits or fees, other 

than real estate referral fees, the REALTOR
® or REALTOR

®’s firm may 

receive as a direct result of such recommendation. (Amended 1/99) 

• Standard of Practice 6-1 

REALTORS
® shall not recommend or suggest to a client or a customer 

the use of services of another organization or business entity in which 

they have a direct interest without disclosing such interest at the time 

of the recommendation or suggestion. (Amended 5/88) 

 

Article 7 
In a transaction, REALTORS

® shall not accept compensation from more 

than one party, even if permitted by law, without disclosure to all 

parties and the informed consent of the REALTOR
®’s client or clients. 

(Amended 1/93) 

 

Article 8 
REALTORS

® shall keep in a special account in an appropriate financial 

institution, separated from their own funds, monies coming into their 

possession in trust for other persons, such as escrows, trust funds, 

clients’ monies, and other like items. 



Article 9 
REALTORS

®, for the protection of all parties, shall assure whenever 

possible that all agreements related to real estate transactions including, 

but not limited to, listing and representation agreements, purchase 

contracts, and leases are in writing in clear and understandable 

language expressing the specific terms, conditions, obligations and 

commitments of the parties. A copy of each agreement shall be 

furnished to each party to such agreements upon their signing or 

initialing. (Amended 1/04) 

• Standard of Practice 9-1 

For the protection of all parties, REALTORS
® shall use reasonable care 

to ensure that documents pertaining to the purchase, sale, or lease of 

real estate are kept current through the use of written extensions or 

amendments. (Amended 1/93) 

• Standard of Practice 9-2 

When assisting or enabling a client or customer in establishing a 

contractual relationship (e.g., listing and representation agreements, 

purchase agreements, leases, etc.) electronically, REALTORS
® shall 

make reasonable efforts to explain the nature and disclose the specific 

terms of the contractual relationship being established prior to it being 

agreed to by a contracting party. (Adopted 1/07) 

 

 

Duties to the Public 

 
Article 10 
REALTORS

® shall not deny equal professional services to any person for 

reasons of race, color, religion, sex, handicap, familial status, national 

origin or sexual orientation. REALTORS
® shall not be parties to any plan 

or agreement to discriminate against a person or persons on the basis of 

race, color, religion, sex, handicap, familial status, national origin or 

sexual orientation. (Amended 1/11) 

REALTORS
®, in their real estate employment practices, shall not 

discriminate against any person or persons on the basis of race, color, 

religion, sex, handicap, familial status, national origin or sexual 

orientation.  (Amended 1/11) 

• Standard of Practice 10-1 

When involved in the sale or lease of a residence, REALTORS
® shall 

not volunteer information regarding the racial, religious or ethnic 

composition of any neighborhood nor shall they engage in any activity 

which may result in panic selling, however, REALTORS
® may provide 

other demographic information. (Adopted 1/94, Amended 1/06) 

• Standard of Practice 10-2 

When not involved in the sale or lease of a residence, REALTORS
® may 

provide demographic information related to a property, transaction or 

professional assignment to a party if such demographic information is 

(a) deemed by the REALTOR
® to be needed to assist with or complete, 

in a manner consistent with Article 10, a real estate transaction or 

professional assignment and (b) is obtained or derived from a 

recognized, reliable, independent, and impartial source. The source of 

such information and any additions, deletions, modifications, 

interpretations, or other changes shall be disclosed in reasonable 

detail. (Adopted 1/05, Renumbered 1/06) 

• Standard of Practice 10-3 

REALTORS
® shall not print, display or circulate any statement or 

advertisement with respect to selling or renting of a property that 

indicates any preference, limitations or discrimination based on race, 

color, religion, sex, handicap, familial status, national origin or sexual 

orientation.  (Adopted 1/94, Renumbered 1/05 and 1/11) 

 

 

• Standard of Practice 10-4 

As used in Article 10 “real estate employment practices” relates to 

employees and independent contractors providing real estate-related 

services and the administrative and clerical staff directly supporting 

those individuals. (Adopted 1/00, Renumbered 1/05 and 1/06) 

 

Article 11 
The services which REALTORS

® provide to their clients and customers 

shall conform to the standards of practice and competence which are 

reasonably expected in the specific real estate disciplines in which they 

engage; specifically, residential real estate brokerage, real property 

management, commercial and industrial real estate brokerage, land 

brokerage, real estate appraisal, real estate counseling, real estate 

syndication, real estate auction, and international real estate. 

REALTORS
® shall not undertake to provide specialized professional 

services concerning a type of property or service that is outside their 

field of competence unless they engage the assistance of one who is 

competent on such types of property or service, or unless the facts are 

fully disclosed to the client. Any persons engaged to provide such 

assistance shall be so identified to the client and their contribution to 

the assignment should be set forth. (Amended 1/10) 

• Standard of Practice 11-1 

When REALTORS
® prepare opinions of real property value or price, 

other than in pursuit of a listing or to assist a potential purchaser in 

formulating a purchase offer, such opinions shall include the 

following unless the party requesting the opinion requires a specific 

type of report or different data set: 

1) identification of the subject property 

2) date prepared 

3) defined value or price 

4) limiting conditions, including statements of purpose(s) and 

intended user(s) 

5) any present or contemplated interest, including the possibility of 

representing the seller/landlord or buyers/tenants 

6) basis for the opinion, including applicable market data 

7) if the opinion is not an appraisal, a statement to that effect     

(Amended 1/10) 

• Standard of Practice 11-2 

The obligations of the Code of Ethics in respect of real estate 

disciplines other than appraisal shall be interpreted and applied in 

accordance with the standards of competence and practice which 

clients and the public reasonably require to protect their rights and 

interests considering the complexity of the transaction, the availability 

of expert assistance, and, where the REALTOR
® is an agent or 

subagent, the obligations of a fiduciary. (Adopted 1/95) 

• Standard of Practice 11-3 

When REALTORS
® provide consultive services to clients which involve 

advice or counsel for a fee (not a commission), such advice shall be 

rendered in an objective manner and the fee shall not be contingent on 

the substance of the advice or counsel given. If brokerage or 

transaction services are to be provided in addition to consultive 

services, a separate compensation may be paid with prior agreement 

between the client and REALTOR
®. (Adopted 1/96) 

 

• Standard of Practice 11-4 

The competency required by Article 11 relates to services contracted 

for between REALTORS
® and their clients or customers; the duties 

expressly imposed by the Code of Ethics; and the duties imposed by 

law or regulation. (Adopted 1/02) 

 



Article 12 
REALTORS

® shall be honest and truthful in their real estate 

communications and shall present a true picture in their advertising, 

marketing, and other representations. REALTORS
® shall ensure that their 

status as real estate professionals is readily apparent in their advertising, 

marketing, and other representations, and that the recipients of all real 

estate communications are, or have been, notified that those 

communications are from a real estate professional. (Amended 1/08) 

• Standard of Practice 12-1 

REALTORS
® may use the term “free” and similar terms in their 

advertising and in other representations provided that all terms 

governing availability of the offered product or service are clearly 

disclosed at the same time. (Amended 1/97) 

• Standard of Practice 12-2 

REALTORS
® may represent their services as “free” or without cost 

even if they expect to receive compensation from a source other than 

their client provided that the potential for the REALTOR
® to obtain a 

benefit from a third party is clearly disclosed at the same time. 

(Amended 1/97) 

• Standard of Practice 12-3 

The offering of premiums, prizes, merchandise discounts or other 

inducements to list, sell, purchase, or lease is not, in itself, unethical 

even if receipt of the benefit is contingent on listing, selling, 

purchasing, or leasing through the REALTOR
® making the offer. 

However, REALTORS
® must exercise care and candor in any such 

advertising or other public or private representations so that any party 

interested in receiving or otherwise benefiting from the REALTOR
®’s 

offer will have clear, thorough, advance understanding of all the terms 

and conditions of the offer. The offering of any inducements to do 

business is subject to the limitations and restrictions of state law and 

the ethical obligations established by any applicable Standard of 

Practice. (Amended 1/95) 

• Standard of Practice 12-4 

REALTORS
® shall not offer for sale/lease or advertise property without 

authority. When acting as listing brokers or as subagents, REALTORS
® 

shall not quote a price different from that agreed upon with the 

seller/landlord. (Amended 1/93) 

• Standard of Practice 12-5 

REALTORS
® shall not advertise nor permit any person employed by or 

affiliated with them to advertise real estate services or listed property 

in any medium (e.g., electronically, print, radio, television, etc.) 

without disclosing the name of that REALTOR
®’s firm in a reasonable 

and readily apparent manner. This Standard of Practice acknowledges 

that disclosing the name of the firm may not be practical in displays of 

limited information (e.g. “thumbnails”. Text messages, “tweets”, etc.). 

Such displays are exempt from the disclosure requirement established 

in the Standard of Practice but only when linked to a display that 

includes all required disclosures.  

(Adopted 11/86, Amended 1/11) 

 

• Standard of Practice 12-6 

REALTORS
®, when advertising unlisted real property for sale/lease in 

which they have an ownership interest, shall disclose their status as 

both owners/landlords and as REALTORS
® or real estate licensees. 

(Amended 1/93) 

 

• Standard of Practice 12-7 

Only REALTORS
® who participated in the transaction as the listing 

broker or cooperating broker (selling broker) may claim to have “sold” 

the property. Prior to closing, a cooperating broker may post a “sold” 

sign only with the consent of the listing broker. (Amended 1/96)  

• Standard of Practice 12-8 

The obligation to present a true picture in representations to the 

public includes information presented, provided, or displayed on 

REALTORS
®’ websites. REALTORS

® shall use reasonable efforts to 

ensure that information on their websites is current. When it becomes 

apparent that information on a REALTOR
®’s website is no longer 

current or accurate, REALTORS
® shall promptly take corrective action. 

(Adopted 1/07) 

• Standard of Practice 12-9 

REALTOR
® firm websites shall disclose the firm’s name and state(s) of 

licensure in a reasonable and readily apparent manner. 

Websites of REALTORS
® and non-member licensees affiliated with a 

REALTOR
® firm shall disclose the firm’s name and that REALTOR

®’s or 

non-member licensee’s state(s) of licensure in a reasonable and 

readily apparent manner. (Adopted 1/07)  

• Standard of Practice 12-10 

REALTORS
®’ obligation to present a true picture in their advertising 

and representations to the public includes the URLs and domain 

names they use, and prohibits REALTORS
® from: 

1) engaging in deceptive or unauthorized framing of real estate     

brokerage websites; 

2) manipulating (e.g., presenting content developed by others) listing 

content in any way that produces a deceptive or misleading result; 

or 

3) deceptively using metatags, keywords or other devices/ methods to 

direct, drive, or divert Internet traffic, or to otherwise mislead 

consumers.  (Adopted 1/07) 

• Standard of Practice 12-11 

REALTORS
® intending to share or sell consumer information gathered 

via the Internet shall disclose that possibility in a reasonable and 

readily apparent manner. (Adopted 1/07) 

• Standard of Practice 12-12 

 REALTORS
® shall not: 

 1) use URLs or domain names that present less than a true picture, or 

 2) register URLs or domain names which, if used, would present less 

than a true picture. (Adopted 1/08) 

• Standard of Practice 12-13 

The obligation to present a true picture in advertising, marketing, and 

representations allows REALTORS
® to use and display only 

professional designations, certifications, and other credentials to 

which they are legitimately entitled. (Adopted 1/08) 

 
Article 13 
REALTORS

® shall not engage in activities that constitute the 

unauthorized practice of law and shall recommend that legal counsel be 

obtained when the interest of any party to the transaction requires it. 

 

Article 14 
If charged with unethical practice or asked to present evidence or to 

cooperate in any other way, in any professional standards proceeding or 

investigation, REALTORS
® shall place all pertinent facts before the 

proper tribunals of the Member Board or affiliated institute, society, or 

council in which membership is held and shall take no action to disrupt 

or obstruct such processes. (Amended 1/99) 

• Standard of Practice 14-1 

REALTORS
® shall not be subject to disciplinary proceedings in more 

than one Board of REALTORS
® or affiliated institute, society, or 

council in which they hold membership with respect to alleged 

violations of the Code of Ethics relating to the same transaction or 

event. (Amended 1/95) 



• Standard of Practice 14-2 

REALTORS
® shall not make any unauthorized disclosure or 

dissemination of the allegations, findings, or decision developed in 

connection with an ethics hearing or appeal or in connection with an 

arbitration hearing or procedural review. (Amended 1/92) 

• Standard of Practice 14-3 

REALTORS
® shall not obstruct the Board’s investigative or professional 

standards proceedings by instituting or threatening to institute actions 

for libel, slander, or defamation against any party to a professional 

standards proceeding or their witnesses based on the filing of an 

arbitration request, an ethics complaint, or testimony given before any 

tribunal. (Adopted 11/87, Amended 1/99) 

• Standard of Practice 14-4 

REALTORS
® shall not intentionally impede the Board’s investigative or 

disciplinary proceedings by filing multiple ethics complaints based on 

the same event or transaction. (Adopted 11/88) 

 

 

Duties to REALTORS
® 

 
Article 15 
REALTORS

® shall not knowingly or recklessly make false or misleading 

statements about other real estate professionals, their businesses, or 

their business practices. (Amended 1/12) 

• Standard of Practice 15-1 

REALTORS
® shall not knowingly or recklessly file false or unfounded 

ethics complaints. (Adopted 1/00) 

• Standard of Practice 15-2 

The obligation to refrain from making false or misleading statements 

about other real estate professionals, their businesses, and their 

business practices includes the duty to not knowingly or recklessly 

publish, repeat, retransmit, or republish false or misleading statements 

made by others. This duty applies whether false or misleading 

statements are repeated in person, in writing, by technological means 

(e.g., the Internet), or by any other means. (Adopted 1/10, Amended 

1/12) 

• Standard of Practice 15-3 

The obligation to refrain from making false or misleading statements 

about other real estate professionals, their businesses, and their 

business practices includes the duty to publish a clarification about or 

to remove statements made by others on electronic media the 

REALTOR
® controls once the REALTOR

® knows the statement is false 

or misleading. (Adopted 1/10, Amended 1/12) 

 

Article 16 
REALTORS

® shall not engage in any practice or take any action 

inconsistent with exclusive representation or exclusive brokerage 

relationship agreements that other REALTORS
® have with clients. 

(Amended 1/04) 

• Standard of Practice 16-1 

Article 16 is not intended to prohibit aggressive or innovative business 

practices which are otherwise ethical and does not prohibit 

disagreements with other REALTORS
® involving commission, fees, 

compensation or other forms of payment or expenses. (Adopted 1/93, 

Amended 1/95) 

• Standard of Practice 16-2 

Article 16 does not preclude REALTORS
® from making general 

announcements to prospects describing their services and the terms of 

their availability even though some recipients may have entered into 

agency agreements or other exclusive relationships with another 

REALTOR
®. A general telephone canvass, general mailing or 

distribution addressed to all prospects in a given geographical area or 

in a given profession, business, club, or organization, or other 

classification or group is deemed “general” for purposes of this 

standard. (Amended 1/04) 

Article 16 is intended to recognize as unethical two basic types of 

solicitations: 

First, telephone or personal solicitations of property owners who have 

been identified by a real estate sign, multiple listing compilation, or 

other information service as having exclusively listed their property 

with another REALTOR
®; and 

Second, mail or other forms of written solicitations of prospects 

whose properties are exclusively listed with another REALTOR
® when 

such solicitations are not part of a general mailing but are directed 

specifically to property owners identified through compilations of 

current listings, “for sale” or “for rent” signs, or other sources of 

information required by Article 3 and Multiple Listing Service rules to 

be made available to other REALTORS
® under offers of subagency or 

cooperation. (Amended 1/04) 

• Standard of Practice 16-3 

Article 16 does not preclude REALTORS
® from contacting the client of 

another broker for the purpose of offering to provide, or entering into 

a contract to provide, a different type of real estate service unrelated to 

the type of service currently being provided (e.g., property 

management as opposed to brokerage) or from offering the same type 

of service for property not subject to other brokers’ exclusive 

agreements. However, information received through a Multiple 

Listing Service or any other offer of cooperation may not be used to 

target clients of other REALTORS
® to whom such offers to provide 

services may be made. (Amended 1/04) 

 

• Standard of Practice 16-4 

REALTORS
® shall not solicit a listing which is currently listed 

exclusively with another broker. However, if the listing broker, when 

asked by the REALTOR
®, refuses to disclose the expiration date and 

nature of such listing; i.e., an exclusive right to sell, an exclusive 

agency, open listing, or other form of contractual agreement between 

the listing broker and the client, the REALTOR
® may contact the owner 

to secure such information and may discuss the terms upon which the 

REALTOR
® might take a future listing or, alternatively, may take a 

listing to become effective upon expiration of any existing exclusive 

listing. (Amended 1/94) 

• Standard of Practice 16-5 

REALTORS
® shall not solicit buyer/tenant agreements from buyers/ 

tenants who are subject to exclusive buyer/tenant agreements. 

However, if asked by a REALTOR
®, the broker refuses to disclose the 

expiration date of the exclusive buyer/tenant agreement, the 

REALTOR
® may contact the buyer/tenant to secure such information 

and may discuss the terms upon which the REALTOR
® might enter into 

a future buyer/tenant agreement or, alternatively, may enter into a 

buyer/tenant agreement to become effective upon the expiration of 

any existing exclusive buyer/tenant agreement. (Adopted 1/94, 

Amended 1/98) 

• Standard of Practice 16-6 

When REALTORS
® are contacted by the client of another REALTOR

® 

regarding the creation of an exclusive relationship to provide the same 

type of service, and REALTORS
® have not directly or indirectly 

initiated such discussions, they may discuss the terms upon which 

they might enter into a future agreement or, alternatively, may enter 

into an agreement which becomes effective upon expiration of any 

existing exclusive agreement. (Amended 1/98) 



• Standard of Practice 16-7 

The fact that a prospect has retained a REALTOR
® as an exclusive 

representative or exclusive broker in one or more past transactions 

does not preclude other REALTORS
® from seeking such prospect’s 

future business. (Amended 1/04) 

• Standard of Practice 16-8 

The fact that an exclusive agreement has been entered into with a 

REALTOR
® shall not preclude or inhibit any other REALTOR

® from 

entering into a similar agreement after the expiration of the prior 

agreement. (Amended 1/98) 

• Standard of Practice 16-9 

REALTORS
®, prior to entering into a representation agreement, have an 

affirmative obligation to make reasonable efforts to determine 

whether the prospect is subject to a current, valid exclusive agreement 

to provide the same type of real estate service. (Amended 1/04) 

• Standard of Practice 16-10 

REALTORS
®, acting as buyer or tenant representatives or brokers, shall 

disclose that relationship to the seller/landlord’s representative or 

broker at first contact and shall provide written confirmation of that 

disclosure to the seller/landlord’s representative or broker not later 

than execution of a purchase agreement or lease. (Amended 1/04) 

 

• Standard of Practice 16-11 

On unlisted property, REALTORS
® acting as buyer/tenant 

representatives or brokers shall disclose that relationship to the 

seller/landlord at first contact for that buyer/tenant and shall provide 

written confirmation of such disclosure to the seller/landlord not later 

than execution of any purchase or lease agreement. (Amended 1/04) 

 REALTORS
® shall make any request for anticipated compensation 

from the seller/landlord at first contact. (Amended 1/98) 

• Standard of Practice 16-12 

REALTORS
®, acting as representatives or brokers of sellers/ landlords 

or as subagents of listing brokers, shall disclose that relationship to 

buyers/tenants as soon as practicable and shall provide written 

confirmation of such disclosure to buyers/tenants not later than 

execution of any purchase or lease agreement. (Amended 1/04) 

• Standard of Practice 16-13 

All dealings concerning property exclusively listed, or with 

buyer/tenants who are subject to an exclusive agreement shall be 

carried on with the client’s representative or broker, and not with the 

client, except with the consent of the client’s representative or broker 

or except where such dealings are initiated by the client. 

Before providing substantive services (such as writing a purchase 

offer or presenting a CMA) to prospects, REALTORS
® shall ask 

prospects whether they are a party to any exclusive representation 

agreement. REALTORS
® shall not knowingly provide substantive 

services concerning a prospective transaction to prospects who are 

parties to exclusive representation agreements, except with the consent 

of the prospects’ exclusive representatives or at the direction of 

prospects. (Adopted 1/93, Amended 1/04) 

• Standard of Practice 16-14 

REALTORS
® are free to enter into contractual relationships or to 

negotiate with sellers/landlords, buyers/tenants or others who are not 

subject to an exclusive agreement but shall not knowingly obligate 

them to pay more than one commission except with their informed 

consent. (Amended 1/98) 

• Standard of Practice 16-15 

In cooperative transactions REALTORS
® shall compensate cooperating 

REALTORS
® (principal brokers) and shall not compensate nor offer to 

compensate, directly or indirectly, any of the sales licensees employed 

by or affiliated with other REALTORS
® without the prior express 

knowledge and consent of the cooperating broker.  

• Standard of Practice 16-16 

REALTORS
®, acting as subagents or buyer/tenant representatives or 

brokers, shall not use the terms of an offer to purchase/lease to attempt 

to modify the listing broker’s offer of compensation to subagents or 

buyer/tenant representatives or brokers nor make the submission of an 

executed offer to purchase/lease contingent on the listing broker’s 

agreement to modify the offer of compensation. (Amended 1/04) 

 

• Standard of Practice 16-17 

REALTORS
®, acting as subagents or as buyer/tenant representatives or 

brokers, shall not attempt to extend a listing broker’s offer of 

cooperation and/or compensation to other brokers without the consent 

of the listing broker. (Amended 1/04) 

• Standard of Practice 16-18 

REALTORS
® shall not use information obtained from listing brokers 

through offers to cooperate made through multiple listing services or 

through other offers of cooperation to refer listing brokers’ clients to 

other brokers or to create buyer/tenant relationships with listing 

brokers’ clients, unless such use is authorized by listing brokers. 

(Amended 1/02) 

• Standard of Practice 16-19 

Signs giving notice of property for sale, rent, lease, or exchange shall 

not be placed on property without consent of the seller/landlord. 

(Amended 1/93) 

• Standard of Practice 16-20 

REALTORS
®, prior to or after their relationship with their current firm 

is terminated, shall not induce clients of their current firm to cancel 

exclusive contractual agreements between the client and that firm. 

This does not preclude REALTORS
® (principals) from establishing 

agreements with their associated licensees governing assignability of 

exclusive agreements. (Adopted 1/98, Amended 1/10) 

 

Article 17 
In the event of contractual disputes or specific non-contractual disputes 

as defined in Standard of Practice 17-4 between REALTORS
® 

(principals) associated with different firms, arising out of their 

relationship as REALTORS
®, the REALTORS

® shall mediate the dispute if 

the Board requires its members to mediate. If the dispute is not 

resolved through mediation, or if mediation is not required, REALTORS
® 

shall submit the dispute to arbitration in accordance with the policies of 

the Board rather than litigate the matter. 

In the event clients of REALTORS
® wish to mediate or arbitrate 

contractual disputes arising out of real estate transactions, REALTORS
® 

shall mediate or arbitrate those disputes in accordance with the policies 

of the Board, provided the clients agree to be bound by any resulting 

agreement or award. 

The obligation to participate in mediation and arbitration contemplated 

by this Article includes the obligation of REALTORS
® (principals) to 

cause their firms to arbitrate and be bound by any award. (Amended 

1/12) 

• Standard of Practice 17-1 

The filing of litigation and refusal to withdraw from it by REALTORS
® 

in an arbitrable matter constitutes a refusal to arbitrate. (Adopted 2/86) 

 



• Standard of Practice 17-2 

Article 17 does not require REALTORS
® to mediate in those 

circumstances when all parties to the dispute advise the Board in 

writing that they choose not to mediate through the Board’s facilities. 

The fact that all parties decline to participate in mediation does not 

relieve REALTORS
® of the duty to arbitrate. 

 

Article 17 does not require REALTORS
® to arbitrate in those 

circumstances when all parties to the dispute advise the Board 

in writing that they choose not to arbitrate before the Board. 

(Amended 1/12) 

• Standard of Practice 17-3 

REALTORS
®, when acting solely as principals in a real estate 

transaction, are not obligated to arbitrate disputes with other 

REALTORS
® absent a specific written agreement to the contrary. 

(Adopted 1/96) 

 

• Standard of Practice 17-4 

Specific non-contractual disputes that are subject to arbitration 

pursuant to Article 17 are: 

1) Where a listing broker has compensated a cooperating broker and    

another cooperating broker subsequently claims to be the procuring 

cause of the sale or lease. In such cases the complainant may name 

the first cooperating broker as respondent and arbitration may 

proceed without the listing broker being named as a respondent. 

When arbitration occurs between two (or more) cooperating 

brokers and where the listing broker is not a party, the amount in 

dispute and the amount of any potential resulting award is limited 

to the amount paid to the respondent by the listing broker and any 

amount credited or paid to a party to the transaction at the direction 

of the respondent. Alternatively, if the complaint is brought against 

the listing broker, the listing broker may name the first cooperating 

broker as a third-party respondent. In either instance the decision of 

the hearing panel as to procuring cause shall be conclusive with 

respect to all current or subsequent claims of the parties for 

compensation arising out of the underlying cooperative transaction. 

(Adopted 1/97, Amended 1/07) 

2) Where a buyer or tenant representative is compensated by the seller 

or landlord, and not by the listing broker, and the listing broker, as 

a result, reduces the commission owed by the seller or landlord 

and, subsequent to such actions, another cooperating broker claims 

to be the procuring cause of sale or lease. In such cases the 

complainant may name the first cooperating broker as respondent 

and arbitration may proceed without the listing broker being named 

as a respondent. When arbitration occurs between two (or more) 

cooperating brokers and where the listing broker is not a party, the 

amount in dispute and the amount of any potential resulting award 

is limited to the amount paid to the respondent by the seller or 

landlord and any amount credited or paid to a party to the 

transaction at the    direction of the respondent. Alternatively, if the 

complaint is     brought against the listing broker, the listing broker 

may name the first cooperating broker as a third-party respondent. 

In either instance the decision of the hearing panel as to procuring 

cause shall be conclusive with respect to all current or subsequent 

claims of the parties for compensation arising out of the underlying 

cooperative transaction. (Adopted 1/97, Amended 1/07) 

3) Where a buyer or tenant representative is compensated by the buyer 

or tenant and, as a result, the listing broker reduces the commission 

owed by the seller or landlord and, subsequent to such actions, 

another cooperating broker claims to be the procuring cause of sale 

or lease. In such cases the complainant may name the first 

cooperating broker as respondent and arbitration may proceed 

without the listing broker being named as a respondent. 

Alternatively, if the complaint is brought against the listing broker, 

the listing broker may name the first cooperating broker as a third-

party respondent. In either instance the decision of the hearing 

panel as to procuring cause shall be conclusive with respect to all 

current or subsequent claims of the parties for compensation 

arising out of the underlying cooperative transaction. (Adopted 

1/97) 

 

4) Where two or more listing brokers claim entitlement to 

compensation pursuant to open listings with a seller or landlord 

who agrees to participate in arbitration (or who requests 

arbitration) and who agrees to be bound by the decision. In cases 

where one of the listing brokers has been compensated by the seller 

or landlord, the other listing broker, as complainant, may name the 

first listing broker as respondent and arbitration may proceed 

between the brokers. (Adopted 1/97) 

5) Where a buyer or tenant representative is compensated by the seller 

or landlord, and not by the listing broker, and the listing broker, as 

a result, reduces the commission owed by the seller or landlord 

and, subsequent to such actions, claims to be the procuring cause of 

sale or lease. In such cases arbitration shall be between the listing 

broker and the buyer or tenant representative and the amount in 

dispute is limited to the amount of the reduction of commission to 

which the listing broker agreed. (Adopted 1/05) 

 

• Standard of Practice 17-5 

The obligation to arbitrate established in Article 17 includes disputes 

between REALTORS
® (principals) in different states in instances where, 

absent an established inter-association arbitration agreement, the 

REALTOR
® (principal) requesting arbitration agrees to submit to the 

jurisdiction of, travel to, participate in, and be bound by any resulting 

award rendered in arbitration conducted by the respondent(s) 

REALTOR
®’s association, in instances where the respondent(s) 

REALTOR
®’s association determines that an arbitrable issue exists. 

(Adopted 1/07) 

 

The Code of Ethics was adopted in 1913. Amended at the Annual 

Convention in 1924, 1928, 1950, 1951, 1952, 1955, 1956, 1961, 1962, 

1974, 1982, 1986, 1987, 1989, 1990, 1991, 1992, 1993, 1994, 1995, 

1996, 1997, 1998, 1999, 2000, 2001, 2002, 2003, 2004, 2005, 2006, 

2007, 2008, 2009, 2010 and 2011. 

 

 
Explanatory Notes 
The reader should be aware of the following policies which have been 

approved by the Board of Directors of the National Association: 

 

In filing a charge of an alleged violation of the Code of Ethics by a 

REALTOR
®, the charge must read as an alleged violation of one or more 

Articles of the Code. Standards of Practice may be cited in support of 

the charge. 

 

The Standards of Practice serve to clarify the ethical obligations 

imposed by the various Articles and supplement, and do not substitute 

for, the Case Interpretations in Interpretations of the Code of Ethics. 

 

Modifications to existing Standards of Practice and additional new 

Standards of Practice are approved from time to time. Readers are 

cautioned to ensure that the most recent publications are utilized. 

© 2012, NATIONAL ASSOCIATION OF REALTORS
®, All Rights Reserved 

Form No. 166-288 (12/11) 



ethics complaint process



T
h

e 
Et

h
ic

s 
C

o
m

pl
ai

n
t 

P
r

o
c

es
s:

 A
 S

te
p-

by
-S

te
p 

G
u

id
e

ST
EP

 #
 1

: R
eq

ue
st

 F
or

m
s.

 C
on

ta
ct

 th
e 

Pr
of

es
si

on
al

 S
er

vi
ce

s 
D

ep
ar

tm
en

t o
f y

ou
r a

ss
oc

ia
tio

n.
 S

ta
ff 

m
us

t v
er

ify
 th

at
 th

e 
   

  r
es

po
nd

en
t  

(i.
e.

 T
he

 ta
rg

et
 o

f t
he

 c
om

pl
ai

nt
) i

s 
a 

m
em

be
r o

f y
ou

r a
ss

oc
ia

tio
n.

 

    
 H

el
pf

ul
 h

in
t: 

W
ith

 B
oa

rd
 o

f C
ho

ic
e,

 a
 R

ea
lto

r®
 ca

n 
be

lo
ng

 to
 a

ny
 lo

ca
l R

ea
lto

r®
 a

ss
oc

ia
tio

n 
w

ith
in

 th
e 

st
at

e.
 O

nl
y 

th
e 

lo
ca

l  
    

 a
ss

oc
ia

tio
n 

w
he

re
 th

e 
Re

al
to

r®
 h

ol
ds

 h
is

 o
r h

er
  m

em
be

rs
hi

p 
m

ay
 p

ro
ce

ss
 a

 ca
se

. I
f t

he
 R

ea
lto

r®
 b

el
on

gs
 to

 a
no

th
er

  
   a

ss
oc

ia
tio

n,
  y

ou
r l

oc
al

 a
ss

oc
ia

tio
n 

ca
n 

re
fe

r y
ou

 to
 th

e 
pr

op
er

 co
nt

ac
t p

er
so

n.

ST
EP

 #
 2

:  
Co

m
pl

et
e 

an
d 

Re
tu

rn
 F

or
m

s t
o 

yo
ur

 lo
ca

l a
ss

oc
ia

tio
n.

  In
cl

ud
e 

a 
w

rit
te

n 
le

tt
er

 e
xp

la
in

in
g 

w
ha

t h
ap

pe
ne

d 
 

   
  a

nd
 a

ny
 s

up
po

rt
in

g 
ev

id
en

ce
 (c

on
tr

ac
ts

, a
dv

er
tis

em
en

ts
, c

or
re

sp
on

de
nc

e,
 e

tc
.) 

th
at

 d
oc

um
en

ts
 y

ou
r a

lle
ga

tio
ns

. 

    
  H

el
pf

ul
 h

in
t: 

Th
e 

co
m

pl
ai

nt
 fo

rm
s i

nc
lu

de
 a

 c
he

ck
lis

t o
f d

oc
um

en
ts

 th
at

 m
ay

 b
e 

re
le

va
nt

 to
 y

ou
r c

as
e.

ST
EP

 #
 3

: C
op

ie
s o

f t
he

 co
m

pl
ai

nt
 a

re
 s

en
t t

o 
th

e 
re

sp
on

de
nt

 a
nd

 h
is

 o
r h

er
 b

ro
ke

r. 
Re

sp
on

de
nt

s 
ar

e 
as

ke
d 

to
 p

ro
vi

de
 a

  
   

  w
rit

te
n 

re
sp

on
se

 to
 th

e 
al

le
ga

tio
ns

. A
 c

op
y 

of
 th

e 
re

sp
on

se
 is

 th
en

 s
en

t t
o 

th
e 

co
m

pl
ai

na
nt

. 

    
 O

PT
IO

N
AL

: T
he

 ca
se

 m
ay

 b
e 

as
si

gn
ed

 to
 a

 R
ev

ie
w

er
 if

 th
e 

G
rie

va
nc

e 
Co

m
m

itt
ee

 n
ee

ds
 m

or
e 

in
fo

rm
at

io
n.

ST
EP

 #
 4

: T
he

 G
ri

ev
an

ce
 C

om
m

itt
ee

 re
vi

ew
s 

th
e 

co
m

pl
ai

nt
, r

es
po

ns
e,

 a
nd

 a
ny

 in
fo

rm
at

io
n 

ob
ta

in
ed

 b
y 

th
e 

Re
vi

ew
er

.  
   

  A
ft

er
 re

vi
ew

, t
he

 G
rie

va
nc

e 
Co

m
m

itt
ee

 d
et

er
m

in
es

 if
 th

e 
co

m
pl

ai
nt

 fu
lfi

lls
 th

e 
cr

ite
ria

 fo
r c

on
ve

ni
ng

 a
 fo

rm
al

 h
ea

rin
g.

O
U

TC
O

M
E 

A
: T

he
 c

om
pl

ai
nt

 is
  

fo
rw

ar
de

d 
“a

s 
is

” t
o 

th
e 

 
Pr

of
es

si
on

al
 S

ta
nd

ar
ds

  
Co

m
m

itt
ee

 fo
r a

 fo
rm

al
 h

ea
rin

g.
        

   
   

   
   

   
  (

Pr
oc

ee
d t

o S
te

p #
 5)

O
U

TC
O

M
E 

B:
 T

he
 c

om
pl

ai
nt

 is
 

am
en

de
d.

 S
om

e 
al

le
ga

tio
ns

  
m

ay
 b

e 
fo

rw
ar

de
d 

w
hi

le
 o

th
er

s 
ar

e 
di

sm
is

se
d.

 C
ha

rg
es

 n
ot

 fi
le

d 
in

 th
e 

or
ig

in
al

 c
om

pl
ai

nt
 m

ay
 

be
 a

dd
ed

. R
es

po
nd

en
ts

 m
ay

 b
e 

ad
de

d 
or

 d
el

et
ed

. 

O
U

TC
O

M
E 

C:
 T

he
 c

om
pl

ai
nt

 is
  

di
sm

is
se

d 
be

ca
us

e 
it 

do
es

 n
ot

 
sa

tis
fy

 th
e 

cr
ite

ria
 fo

r c
on

ve
ni

ng
 

a 
he

ar
in

g 
pa

ne
l.



ST
EP

 #
 5

: T
he

 P
ro

fe
ss

io
na

l S
ta

nd
ar

ds
 C

om
m

itt
ee

 co
nv

en
es

 a
 H

ea
ri

ng
 P

an
el

 to
 co

ns
id

er
 th

e 
ca

se
.  

    
 T

he
 c

om
pl

ai
na

nt
 m

us
t a

tt
en

d 
th

is
 h

ea
rin

g 
an

d 
pr

es
en

t a
 c

as
e 

to
 th

e 
pa

ne
l.

 ST
EP

 #
 6

: T
he

 B
oa

rd
 o

f D
ir

ec
to

rs
 re

vi
ew

s a
ll 

de
ci

si
on

s 
of

 th
e 

Pr
of

es
si

on
al

 S
ta

nd
ar

ds
 H

ea
rin

g 
Pa

ne
ls

.

ST
EP

 #
 4

A 
(O

PT
IO

N
AL

) -
 A

PP
EA

L:
 If

 th
e 

co
m

pl
ai

na
nt

 is
 a

m
en

de
d 

or
 d

is
m

is
se

d,
  

th
e 

co
m

pl
ai

na
nt

 (a
nd

 o
nl

y 
th

e 
co

m
pl

ai
na

nt
) m

ay
 a

pp
ea

l t
he

 d
ec

is
io

n 
of

 th
e 

G
rie

va
nc

e 
Co

m
m

itt
ee

. I
n 

th
e 

ev
en

t o
f a

n 
ap

pe
al

, t
he

 B
oa

rd
 o

f D
ire

ct
or

s  
co

nv
en

es
 a

 p
an

el
 to

 re
vi

ew
 th

e 
de

ci
si

on
 a

nd
 d

et
er

m
in

e 
if 

it 
sh

ou
ld

 b
e 

 
ov

er
tu

rn
ed

 o
r u

ph
el

d.

O
U

TC
O

M
E 

D
: A

 c
as

e 
w

ill
 b

e 
di

sm
is

se
d 

if 
th

er
e 

is
  

in
su

ffi
ci

en
t e

vi
de

nc
e 

to
 p

ro
ve

 th
e 

al
le

ga
tio

n.
O

U
TC

O
M

E 
E:

 V
io

la
tio

n 
Fo

un
d.

 W
he

n 
cl

ea
r, 

st
ro

ng
 a

nd
 c

on
vi

nc
in

g 
ev

id
en

ce
 o

f a
 v

io
la

tio
n 

is
 fo

un
d,

 th
e 

he
ar

in
g 

pa
ne

l r
ec

om
m

en
ds

 to
 th

e 
Bo

ar
d 

of
 D

ire
ct

or
s 

a 
sp

ec
ifi

c 
di

sc
ip

lin
ar

y 
ac

tio
n.

O
U

TC
O

M
E 

F:
 A

cc
ep

t a
nd

  
im

pl
em

en
t d

is
ci

pl
in

ar
y 

 
re

co
m

m
en

da
tio

ns
.

O
U

TC
O

M
E 

G
: R

et
ur

n 
ca

se
 to

 th
e 

H
ea

rin
g 

Pa
ne

l w
ith

 a
  

re
co

m
m

en
da

tio
n 

to
 in

cr
ea

se
 th

e 
re

co
m

m
en

de
d 

di
sc

ip
lin

e.

O
U

TC
O

M
E 

H
: D

ec
re

as
e 

th
e 

 
re

co
m

m
en

de
d 

di
sc

ip
lin

e.

ST
EP

 #
 5

A
 (O

PT
IO

N
A

L)
A

pp
ea

l: 
Ei

th
er

 p
ar

ty
 m

ay
 a

pp
ea

l t
he

 d
ec

is
io

n 
of

 th
e 

H
ea

rin
g 

Pa
ne

l t
o 

th
e 

Bo
ar

d 
of

 D
ire

ct
or

s.
Co

m
pl

ai
na

nt
s 

m
ay

 a
pp

ea
l o

n 
th

e 
gr

ou
nd

s 
th

at
 th

ey
 d

id
 n

ot
 re

ce
iv

e 
a 

fa
ir 

he
ar

in
g.

Re
sp

on
de

nt
s 

m
ay

 a
pp

ea
l o

n 
th

e 
gr

ou
nd

s 
th

at
:  

(1
) t

he
y 

di
d 

no
t r

ec
ei

ve
 a

 fa
ir 

he
ar

in
g;

  
(2

) t
he

y 
be

lie
ve

 th
e 

H
ea

rin
g 

Pa
ne

l h
as

 m
is

in
te

rp
re

te
d 

th
e 

as
so

ci
at

io
n 

ru
le

s;
 o

r  
(3

) t
he

y 
be

lie
ve

 th
e 

re
co

m
m

en
de

d 
sa

nc
tio

n 
is

 to
o 

se
ve

re
.

Th
is 

pr
oc

es
s  

ca
n’t

 ha
pp

en
 

wi
th

ou
t y

ou
! 

So
m

eo
ne

 m
us

t  
fil

e a
 co

m
pl

ai
nt

 
an

d t
ak

e i
t 

th
ro

ug
h t

he
  

pr
oc

es
s.

    
    

    
    

    
    

	
    

    
    

    
    

    
    

    
    

    
    

    
    

  2
00

9 
N

VA
R 

Et
hi

cs
 S

up
pl

em
en

t: 
Be

yo
nd

 T
he

 G
ol

de
n 

Ru
le

    
    

    
    

    
    

    
    

    
    

    
    



realtor® resources



Realtor® Resources

APPRAISERS
American Society of Appraisers (ASA)
555 Herndon Parkway, Suite 125
Herndon, VA 20170
800.272.8258
www.appraisers.org

Real Estate Appraiser Board, DPOR
9960 Mayland Drive, Suite 400 
Richmond, VA 23233 
804.367.2039
Complaints: www.dpor.virginia.gov/
dporweb/enf_main.cfm
Main Web site: www.dpor.virgina.gov

ETHICS
National Association of Realtors®
500 New Jersey Avenue, NW,
Washington, DC 20001-2020
800.874.6500
www.realtor.org

Virginia Real Estate Board (VREB)
Virginia Department of Professional and  
Occupational Regulation (DPOR)
3600 West Broad St.
Richmond, VA 23230
804.367.2406
Complaints: www.dpor.virginia.gov/
dporweb/enf_main.cfm
Main Web site: www.dpor.virgina.gov

FAIR HOUSING
National Association of Realtors®
www.realtor.org/government_affairs/ 
diversity/fairhousing

FEDERAL PROGRAMS  
 
Federal Housing Administration 
U.S. Department of Housing &  
Urban Development (HUD)
451 7th Street S.W.
Washington, DC 20410
800.225.5342  |  www.fha.gov

Housing Counseling 
202.708.1112
www.hud.gov/offices/hsg/sfh/hcc/hcc_
home.cfm
 
HOME INSPECTORS
Board for Asbestos, Lead & Home Inspectors, 
DPOR
3600 West Broad St.
Richmond, VA 23230
804.367.8595
Complaints: www.dpor.virginia.gov/
dporweb/asb_main.cfm
Main Web site: www.dpor.virgina.gov

MORTGAGE FINANCE

U.S. Department of Housing & Urban  
Development (HUD)
www.hud.gov/library/bookshelf04
 
HUD  Veteran Resource Center (HUDVET)
800.998.9999
http://portal.hud.gov/hudportal/HUD?src=/
topics/veteran_information

Hope Now
www.hopenow.com  -or-
Making Homes Affordable
www.makinghomeaffordable.gov
888.995.HOPE

Neighbor Works America
1325 G Street, N.W., Suite 800, 
Washington, DC 20005
202.220.2300
www.nw.org

Fannie Mae
3900 Wisconsin Avenue, N.W.
Washington, DC 20016-2892
202.752.7000
www.fanniemae.com
(including Loan Lookup)

Freddie Mac
8200 Jones Branch Drive
McLean, VA 22102-3110
703.903.2000
www.freddiemac.com

Mortgage Bankers Association
1717 Rhode Island Avenue, N.W. 
Suite 400 
Washington, DC 20036
202.557.2700
www.mbaa.org
 
Virginia Housing Development Authority
www.vhda.com
Additional: www.mortgagecalculator.org

MULTIPLE LISTING SERVICE
MRIS 
301.838.7200 | 888.838.8200 
www.mris.com 
 
Statistics 
RBIntel 
www.rbintel.com

OTHER VIRGINIA RESOURCES

Virginia State Corporation Commission
Bureau of Financial Institutions
1300 East Main Street 
8th Floor, Tyler Building
Richmond, VA 23219
800.552.7945
Complaints: www.scc.virginia.gov
Additional: www.virginia.gov    
 
Common Interest Community Board
www.dpor.virginia.gov/dporweb/cic_main.
cfm

Virginia General Assembly
legis.state.va.us

http://www.appraisers.org/ASAHome.aspx
http://www.dpor.virginia.gov/dporweb/enf_main.cfm
http://www.dpor.virginia.gov/dporweb/dpormainwelcome.cfm
http://www.realtor.org/mempolweb.nsf/pages/code
http://www.dpor.virginia.gov/dporweb/enf_main.cfm
http://www.dpor.virginia.gov/dporweb/dpormainwelcome.cfm
http://www.realtor.org/government_affairs/diversity/fairhousing
http://portal.hud.gov/hudportal/HUD?src=/federal_housing_administration
http://portal.hud.gov/hudportal/HUD?src=/program_offices/housing/sfh/hcc/hcc_home
http://www.dpor.virginia.gov/dporweb/asb_main.cfm
http://www.dpor.virginia.gov/dporweb/dpormainwelcome.cfm
http://portal.hud.gov/hudportal/HUD?src=/library/bookshelf04
http://portal.hud.gov/hudportal/HUD?src=/program_offices/comm_planning/veteran_information
http://www.makinghomeaffordable.gov/pages/default.aspx
http://www.nw.org/network/index.asp
http://www.fanniemae.com/portal/index.html
http://www.freddiemac.com/
http://mbaa.org/default.htm
http://www.vhda.com/Pages/Home.aspx
http://mris.com/
http://www.rbintel.com/
http://scc.virginia.gov/
http://portal.virginia.gov/
http://www.dpor.virginia.gov/dporweb/cic_main.cfm
http://legis.state.va.us/
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REGIONAL RULES AND REGULATIONS FOR THE SENTRILOCK LOCKBOX SYSTEM 

REALTOR® Members 
 
I.  Definitions: 

A.  “Associations” refers to REALTORS Association of Prince William, Greater Piedmont Area 
Association of REALTORS and Northern Virginia Association of REALTORS. 

B.  Lockbox refers to Sentrilock System. 
C.  SentriCard refers to the Smart Card or any future product introduced by Sentrilock. 
D.  SentriCard Holder (“Holder” or “Cardholder”) is any licensed real estate associate or licensed 

appraiser under the supervision of a Designated REALTOR  who has executed the Sentrilock 
SentriCard Authorized User Agreement (“SentriLock User Agreement”). 

E.  Designated REALTOR (“DR”) is any principal broker or his/her designee or principal appraiser in 
accordance with NAR rules. 

F.  User Agreement is the Sentrilock User Agreement. 
G.  Person means an individual or entity. 

 
II.  Policies: 
 The policies governing the Lockbox and SentriCard systems are as follows: 

Upon execution by the Cardholder of the Sentrilock User Agreement, the Holder agrees to all the terms 
and conditions of that Agreement. Violation of any of such terms and conditions may constitute grounds 
for termination of the agreement and deactivation of SentriCard, and/or imposition of fines and/or 
charges under provisions as stated in Section 9.  The Association reserves the right to deactivate the 
SentriCard upon any complaint of a violation or potential risk to the safety of the lockbox system at the 
sole discretion of the Board of Directors. In exercising this right the Board of Directors shall afford such 
due process as it deems in its discretion fair and feasible in light of the circumstances; and any period of 
deactivation prior to opportunity of the Cardholder for a hearing shall be kept to the minimum period of 
time deemed reasonably feasible by the Board of Directors in its discretion. 
 
1.  Lockbox  
 The Associations will sell Lockboxes to Holders. 

a.  The Associations will maintain a separate inventory of boxes sold. 
b.  Receiver of the Lockbox will supply his/her Association with a copy of the “Bill of Sale” 

indicating the serial code of the Lockbox/Shackle Code for the Association’s files. 
2. License to Use 

Upon execution of the “User Agreement” Holder will be granted a personal, revocable, non-
exclusive and non-transferable license to use the  SentriCard  and Lockbox in connection with 
the Holder’s normal and customary activities while acting as a real estate agent or appraiser on 
the terms and conditions set forth in the referenced SentriLock User Agreement.  Each 
Association’s User Agreement shall require the Holder to comply with these Regional Rules and 
Regulations.  

 3. Purpose 
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a. Holder shall use the SentriCard only for the purposes of gaining authorized entry into real 
property on which a system Lockbox has been installed pursuant to an agreement with the 
owner(s) of such real property. Use of a SentriCard to gain entry to a property for any 
purpose other than the exercise of authority or responsibility derived from the agency, sub-
agency, or other legally recognized brokerage relationship granted by the owner in the listing 
agreement or offer of cooperation by the Agent, or from an appraisal relationship with the 
owner or contract buyer, is specifically forbidden. 

b. Utilization of information derived from viewing properties shall not be used or conveyed to 
anyone for any purpose other than to facilitate the sale or lease of real property. 

 
 4. Revocation/Refusal of License  

Holder’s license to use the SentriCard for entry into the system shall be revoked or refused 
immediately upon the happening of any one or more of the following events: 

a. Termination of Holder’s affiliation with an eligible DR. 
b. Failure of Holder to comply with any of the terms and conditions set forth herein, including 

but not limited to, the provisions for security in paragraph 5 below, or the provisions of the 
SentriLock User Agreement or his/her Association’s Bylaws, Rules and Regulations, and 
policies. 

c. The Associations may refuse to sell or lease Lockboxes or SentriCards, may terminate 
existing Lockbox and/or SentriCard lease agreements and licenses, and may refuse to 
activate or reactivate any SentriCard held by an individual convicted of a felony or 
misdemeanor if the crime, at the sole determination of the Association’s Board of Directors, 
relates to the real estate business or poses a potential risk to clients, customers, or other real 
estate professionals. 

d. The Association may suspend the right of a Holder to use a SentriCard following his/her 
arrest and prior to his/her conviction for any felony or misdemeanor which, in the sole 
determination of the Association’s Board of Directors relates to the real estate business or 
which poses a potential risk to clients, customers, or other real estate professionals.  In 
exercising this right the Board of Directors shall afford such due process as it deems in its 
discretion fair and feasible in light of the circumstances; and any period of suspension prior 
to an opportunity for a hearing on the issue of whether Cardholder engaged in the conduct for 
which Cardholder was arrested and if so whether that conduct relates to the real estate 
business or poses a potential risk to clients, customers or other real estate professionals, shall 
be kept to the minimum period of time deemed reasonably feasible by the Board of Directors 
in its discretion. 

e. Factors that can be considered in making such determinations with respect to (c) and  
(d) above include, but are not limited to: 

i. the nature and seriousness of the crime 
ii. the relationship of the crime to the purposes for limiting lockbox access 
iii. the extent to which access (or continued access) might afford opportunities to engage 

in similar criminal activity 
iv. the extent and nature of any prior convictions 
v. time since criminal activity was engaged in 
vi. evidence of rehabilitation while incarcerated or following release and 
vii. evidence of present fitness to hold a SentriCard. 

 
5. Security of SentriCard and Property Key 

Upon execution of the SentriLock User Agreement, Holder acknowledges that it is necessary to 
maintain security of the SentriCard and the property key to prevent his/her use by unauthorized 
persons. Upon execution of the SentriLock User Agreement, Holder agrees: 
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a. To keep the SentriCard in Holder’s possession or in a safe place at all times; 
b. Not to allow Holder’s PIN to be attached to the SentriCard; 
c. Not to disclose Holder’s PIN to any third party; 
d. Not to lend the SentriCard or the property key to any person, for any purpose whatsoever, 

or to permit the SentriCard or the property key to be used for any purpose by any other 
person; 

e. Not to duplicate the SentriCard or the property key or allow any other person to do so; 
f. Not to assign, transfer or pledge the SentriCard or any other rights thereto, except as noted 

in Paragraph 16.  
g. Not to allow anyone who has been admitted to the property by Holder, to remain in the 

property after the Holder has left the property without the consent of the property owners. 
h. To return the property key(s) to the Lockbox when leaving the property. 
i. Prior to leaving the property, close and lock any windows or doors opened or unlocked by 

the Holder or by anyone admitted by the Holder. 
j. One Day Showing Codes:  These codes are to be disclosed or given ONLY to an agent, a 

broker or inspector or contractor.  Before issuing a code to an agent or broker you must: 
 1. Obtain the agent’s name, phone number and company name and number 

2. Confirm that the agent is in fact a licensed agent with the company before leaving 
the code in the agent’s mailbox or with his/her office.  You can do this by 
contacting DPOR at the following address: 
http://www.dpor.virginia.gov/regulantlookup 

3. You are hereby advised not to leave a code if you are unable to verify the agent’s 
status.  

k. To follow all additional security procedures as specified by the Association, from time to 
time amended. 

 
6. Lost or Stolen SentriCard  
 a. In the event a SentriCard is lost, stolen, or otherwise unaccounted for, Holder shall notify 

 his/her Association within forty-eight (48) hours, by telephone and in writing. The Holder 
shall  promptly report any such theft to the appropriate law enforcement agency. 
b. If the SentriCard is lost or stolen, the Holder agrees that the SentriCard will immediately 

be deactivated by the Association. 
 

7. Audit/Inspection 
a. The Association reserves the right to conduct an audit of all SentriCards at its discretion. 
b. Holders shall submit the SentriCard for inspection within a reasonable time at the 

Associations office after receipt of a written notice. 
 c. The SentriCard shall be deemed unaccounted for if the Holder does not demonstrate that the 

SentriCard is within Holder’s physical control and Holder shall be subject to appropriate 
fines and/or penalties and deactivation of SentriCard. 

 
8.  Failure to Comply and Violation 

Any failure to comply with any of the terms herein or of the User Agreement or the Bylaws, 
Rules and Regulations and polices of the Association shall constitute an event of default.  
a. Upon the occurrence of any such event of default, the User Agreement may be terminated in 

accordance with these Rules and Regulations by the association party to such User 
Agreement. 

b. Holder shall be subject to loss of access to the system, fines, and other penalties as 
determined by the Bylaws, rules and regulations, and policies of his/her Association. 

c. If the alleged default is an alleged violation of the Security Provisions contained in II (5) of 
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these Rules and Regulations it will be processed according to the ethics enforcement 
procedures of the NAR Code of Ethics and Arbitration Manual.  The complaint will be 
reviewed by the Holder’s association’s Grievance Committee and either dismissed or 
forwarded to Professional Standards for a Hearing. 

d. If a violation of these Rules and Regulations is determined by a Hearing Panel (which shall 
be of Holder’s association) sanctions are imposed as listed in II(9) of these Rules and 
Regulations . 

e. If the alleged default involves an alleged violation of the Code of Ethics and Standards of 
Practice of the National Association of REALTORS® the sanctions for any ethics violations 
will be determined by a Hearing Panel of Holder’s association in accordance with the 
procedures of the NAR Code of Ethics and Arbitration Manual. 

f. If the alleged default involves an arbitration claim the Arbitration Hearing will be held first 
in a separate Hearing by a different Hearing Panel (which shall be of Holder’s association) 
from the Arbitration Committee and processed according to arbitration procedures of the 
NAR Code of Ethics and Arbitration Manual. 

g. Failure to comply with all SentriCard procedures may result in the deactivation of 
SentriCard.  The Association will not be obligated to re-activate SentriCards unless and 
until holder again becomes authorized to utilize the System. 

h. Failure to pay appropriate Association dues and fees will result in deactivation of 
SentriCard. A reactivation fee will be charged. 

 
9.  Fines and Penalties 

In the event a complaint is forwarded to a Professional Standards Hearing and the Hearing Panel 
(which shall be of Holder’s association) determines that a member is in violation of any Article 
of these Rules and Regulations, the following sanctions may be imposed against the member. 
a. First Offense: The Holder will be assessed a fine of no more than $1,000.  If the fine is not 

paid within ten (10) days after the receipt of the final action, the Association will de-activate 
the Holder’s SentriCard until the fine is received by the Association. Upon receipt of the 
fine, the Association will re-activate the Holder’s SentriCard. 

b. Second Offense:  The Holder will be assessed a fine of no more than $5,000 and will receive 
a 30-day deactivation of his/her SentriCard privileges. If after 30 days following the 
deactivation date of the SentriCard, the Holder has not paid the fine, the Holder’s will 
SentriCard will remain deactivated until the fine is paid. 

c. Third Offense: The Association shall permanently terminate SentriCard system 
subscription. 

d. All Regional Participating Associations will be notified of all violations. 
 

10. Designated REALTORS and Holder’s Responsibilities  
For as long as Holder shall have an activated SentriCard, the Designated REALTOR shall 
maintain supervisory authority over Holder. Holder shall be actively engaged in the real estate 
profession as defined by the National Association of REALTORS. 
a. Designated REALTOR and Holder shall maintain current Virginia real estate licenses or 

appraiser’s licenses. 
b. By executing the User Agreement, Holder agrees that Holders are liable for all duties, 

responsibilities, and obligations consistent with use of the SentriCard. 
c. Holder shall promptly notify his/her Association should they cease to hold a valid license. 
d. Holder must comply with all these Rules and Regulations. 
e. Holder must keep his/her Association advised in writing of the current address at all times. 

Address changes must be reported to his/her Association within forty-eight (48) hours.  
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f. For GPAAR Members:  Should Holder transfer ownership of the Lockbox(es) to another 
authorized individual, Holder will immediately notify GPAAR in writing, of the transfer and 
identify by serial number/Shackle Code of the box(es) involved. 

g. Holder must attend an instructional training program on the operation and use of the 
SentriCard and Lockbox. 

 
11. Requirement of Identification  

Should Holder need to obtain Holder’s PIN number, his/her Association shall require Holder to 
appear personally at the Association’s office or produce appropriate identification as identified in 
the User Agreement. 
a. Appropriate identification shall consist of a valid Virginia Driver’s License or in the absence 

thereof a valid picture ID and Holder’s Virginia Real Estate License. 
b. The Association shall maintain an accurate accounting of all information disseminated under 

this provision. Should a Holder need to obtain a shackle code for Holder Lockbox, Holder or 
DR may do so by calling his/her Association and giving Holder’s SentriCard PIN to the 
staff. (DR’s shall not be required to provide the PIN code). Staff may then release the shackle 
code via telephone. Staff may only release shackle codes for Lockboxes owned by the caller 
or the DR of the owners. Since PINs are confidential, the Association will assume no 
responsibility for lost or stolen Lockboxes or their contents since the owner of their 
Lockboxes would have revealed the PIN to someone else in order for staff to have given out 
the shackle code. 

 
12. Action to Enforce  

Any action for the enforcement of these Rules and Regulations or of the User Agreement may be 
made in the name of the member’s Association, in any court holding jurisdiction over the 
geographic location of the Association’s business address, and shall include payment of 
collection fees and attorney’s fees by Holder. 

 
13. Authorization  

Prior to installing or using the Lockbox on any property, the holder shall secure written 
authorization from the owner of such property. 
a. Holder shall be obligated to supply his/her Association with a copy of the written 

authorization from the owner, should such be requested by the Association.  
b. Holders shall include in a listing agreement or some other agreement signed by the owners of 

such property prior to installation and use of this system a provision whereby the owners 
acknowledges the risk of using the system and releases the Association, and the other 
REALTOR Associations participating in the Lockbox system covered hereby, and the 
officers, directors, members, employees, independent contractors, and agents of the 
Associations and of such other REALTORS Associations, from any and all liability in 
connection with the system. 

 
14. Costs and Fees  

a. Each Association shall assess an annual fee to be charged to each Holder (“User Fee”) each 
year.  Each Association shall develop and maintain its own fee schedule. Each Association 
also shall develop and maintain a price schedule for new and used products. 

b. Holder, by executing the “User Agreement,” agrees to pay the annual fee. 
c.  If Holder has not paid the annual fee by the due date, the Association may assess a late 

penalty and/or reactivation fee, and de-activate Holder’s SentriCard until the fees and late 
penalty are paid in full. 

d. The User Fee shall be reviewed annually and adjustment made as necessary. 
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15. Repurchase/Resale of Lockboxes 
Lockboxes may be sold or transferred between Cardholders, subject to Section 10 (f) above. 

 
16. Holder’s Termination of the User Agreement 

Upon written notice to his/her Association, Holder may terminate the User Agreement at any 
time. Reporting of a SentriCard lost, stolen, or otherwise unaccounted for shall not be construed 
as Notice of Termination.  Upon termination all equipment shall be returned to his/her 
Association. 

 
17. Proper Use of Sentrilock System 

a. SentriCards and Lockboxes may be used on properties listed with Designated 
REALTORS in Prince William, Greater Piedmont and Northern Virginia Associations 
and must be used on the property when so indicated on the published listing. 

b. Lockboxes are normally programmed to exclude entry between 9:00 pm and 7:00 am 
EST. Properties listed in MLS that are programmed for 24 hours entry should have “24 
HR” as the leading entry in line one of the remarks in the computer system. 

c. Lockboxes that have been programmed for CBS (Call Before Showing) should be so 
indicated in the computer.  In no case shall CBS codes be published or distributed.  CBS 
codes are confidential and should only be provided on a case by case basis according to 
the needs of the specific transaction. 

d. Lockboxes that have been programmed for restricted hours should be so indicated in one 
of the remarks sections of the MLS. 

e. One Day Showing Codes:  The use of one day showing codes are governed by Paragraph 
(II)(5)(j) herein. 

f. When leaving a property it is the responsibility of the Holder to ensure that the property 
key is replaced in the lockbox and that the lockbox is properly closed. If a lockbox is 
found not properly closed, the Holder should contact the Listing Broker immediately.  
The listing Broker/Agent should read the lockbox.  The last person found to have entered 
the property (provided this was not the agent to report the violation) will be held 
responsible. 

g. Care should be taken when entering a property by use of a SentriCard. The property 
should be left in the same condition in which it was found.  It is common courtesy for an 
agent (even when previewing) to leave a business card in the property.  Should an agent 
find a property left in an unsatisfactory condition it should be reported to the Listing 
Broker immediately. 

h. Lockboxes shall be removed within 48 hours of settlement. 
 
18. Allocation of SentriCards: 

The Association will not issue more than one SentriCard per Holder. 
 

19. Various Fees  
The Associations reserve the right to invoke a variety of fees and/or price schedule and may, at 
their respective discretion, alter these fees and prices as each association sees fit on an individual 
Association basis. 

  Hardware Costs: Lockbox and SentriCards 
  Maintenance Fees: Annual maintenance Fees for SentriCards 
  Warranty Fees: For Lockboxes and SentriCards 
  Administrative Fees: For lost/stolen SentriCards, return of replacement SentriCard 
  Late Fees: For late payment of any of the above fees 
  Reactivation Fee: For reactivating a terminated SentriCard 
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20. Miscellaneous 
If any provision of the SentriLock User Agreement or these Rules and Regulations shall be held 
to be invalid, illegal, or unenforceable, such holdings shall not affect the validity, legality or 
enforceability of the remaining provisions.  These Rules and Regulations shall include any and 
all amendments thereto which may be adopted from time to time by written consent of all 
participating associations.  No association shall adopt any Bylaws provision, or any other rule or 
regulation or policies, any of which are in conflict with these Rules and Regulations, without the 
written consent of all associations. 
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REGIONAL RULES AND REGULATIONS FOR THE SENTRILOCK LOCKBOX SYSTEM  
Personal Assistants and Affiliate Members 

 
In an effort to provide continuing services to its members, the region has arranged for Affiliate Members and 
Personal Assistants to have access to the Sentrilock Lockbox System.  These Rules and Regulations shall be an 
addendum to and in addition to the existing Rules and Regulations for Sentrilock Lockbox System for 
REALTORS and the policies and procedures outlined in that document shall apply to these Rules and Regulations. 

 
I. Definitions 

A. The term “Affiliate SentriCard” refers to the Sentrilock product used by the region’s Affiliate 
Members.  Affiliate SentriCards are similar to the SentriCards used by REALTOR® members except they 
are subject to the additional rules and regulations hereafter set forth. 

  
B. The term “Personal Assistant SentriCard” refers to the Sentrilock product used by the regions’ Personal 
Assistants.  Assistant SentriCards are similar to the SentriCards  used by REALTOR members except 
they are subject to the additional rules and regulations hereafter set forth.  

 
GPAAR* has adopted:  Affiliate SentriCards   Personal Assistant SentriCards 

NVAR* has adopted:   Affiliate SentriCards   Personal Assistant SentriCards 

PWAR* has adopted:   Affiliate SentriCards   Personal Assistant SentriCards 

* Any Association may change its election on level of access upon written notice to all other Associations.  
 

C. Affiliate Members are individual affiliate members and Affiliate Member firms as described in the 
Associations’ bylaws.  Only Affiliate Members having a functional relationship to the completion of the 
sales transactions or who can otherwise facilitate the transaction shall be authorized to secure a SentriCard; 
and an employee of an Affiliate Member firm must himself/herself be an individual Affiliate Member to be 
authorized to use an Affiliate SentriCard.  Subject to the above, the Board of Directors of each Association 
shall in their sole discretion determine eligibility for the use of the Lockbox System by their respective 
Affiliate Members. 

 
D. Personal Assistants are unlicensed individuals who work for a REALTOR member of the Associations. 
Subject to the above, the Board of Directors of each Association shall in their sole discretion determine 
eligibility for the use of the Lockbox System by their respective REALTOR Members’ Personal 
Assistants. 
 

II. Policies 
The policies governing the use of the Affiliate and Personal Assistant SentriCard are as follows: 
A. Upon execution of the User Agreement, Affiliate Member and/or Personal Assistant agrees to all the 

terms and conditions of that agreement.  Violation of any of such terms and conditions may constitute 
grounds for termination of the agreement and imposition of such fines and/or charges as may be 
determined by the Association and from time to time amended.  

B. Affiliate Members. Affiliate Membership must be active and in good standing for an individual to 
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receive an Affiliate SentriCard. In the case of an individual Affiliate Member employed by an Affiliate 
Member firm, the Affiliate Member firm will lease the SentriCard and pay all annual user fees. 

C. Personal Assistants.  The membership of the REALTOR for whom the Personal Assistant works must 
be active and in good standing.  The SentriCard will be issued to the Personal Assistant, with the 
approval of the REALTOR member, who will also be responsible for ensuring the lease is upheld and 
all annual user fees are paid. 

D. Lending the Affiliate and/or Personal Assistant SentriCard is strictly prohibited, and will be considered 
a security breach and will constitute an event of default hereunder. 

E. Affiliate Members and Personal Assistants will be limited under these Rules and Regulations to one 
active SentriCard per Cardholder. 

 
III. Access 

The Affiliate SentriCard may only be used to access a property after having first obtained authorization 
to enter a property from the property owner or responsible agent.  Affiliate Members agree to abide by 
the rules and regulations of all REALTOR Associations (to the extent not inconsistent with these Rules 
and Regulations) sharing the Sentrilock Lockbox System when using the SentriCard in their respective 
jurisdictions.  Affiliate SentriCardsare limited access and require the Affiliate to obtain a Call Before 
Showing (CBS) or Dynamic CBS code from the listing agent. 

 
The Personal Assistant SentriCard  may only be used to administer listings on the Web and to operate 
lockboxes owned by or borrowed by a REALTOR   SentriCard  Holder who has added the Personal 
Assistant SentriCard  Holder to their team.  The Personal Assistant SentriCard  is updated daily, 
exactly as the REALTOR SentriCard is.  Personal Assistant agree to abide by the rules and regulations 
of all REALTOR Associations (to the extent not inconsistent with these Rules and Regulations) sharing 
the Sentrilock Lockbox System when using the SentriCard  in their respective jurisdictions.  Personal 
Assistant SentriCards  cannot operate, including opening key compartments, any lockboxes that are not 
owned by a REALTOR  SentriCard  Holder who has added the Personal Assistant  to his/her team.  
 

IV. Security Breach 
A security breach of the Lockbox system will be acted upon consistent with Article II, Section 5 of these 
Rules and Regulations for REALTORS.  REALTORS  shall be liable for the actions of their Personal 
Assistants.  The principal owner of a Non-REALTORAffiliate Member shall be liable for the actions 
of his/her employees holding SentriCards. 

 
V. Complaint Process for Affiliate and Personal Assistant SentriCards  

Holders of an Affiliate or Personal Assistant SentriCard will be subject to the same complaint process 
outlined for REALTOR members which follows the Professional Standards procedure for receiving 
and hearing a complaint.  All written complaints received against an Affiliate or Personal Assistant for 
the improper use of the system shall result in the immediate deactivation of the SentriCard during 
investigation by the appropriate body of the Association.  Complaints will be processed at the local 
REALTOR® Association that issued the Affiliate or Personal Assistant SentriCard. 

 
VI. Termination of Service 

Upon termination of Affiliate Membership, the Affiliate SentriCard will be deactivated and must be 
returned to the Association. Upon termination of employment of the Personal Assistant by the 
REALTOR member, or the membership of the REALTOR member the Personal Assistant 
SentriCard will be deactivated.  The REALTOR member shall inform the Association within 48 hours 
of termination of employment of the Personal Assistant.  


