
PUTTING SAFETY FIRST  
MARKET APPRAISALS, INSTRUCTIONS AND VIEWINGS FOR SALES AND LETTINGS 

To all our customers and colleagues. We are delighted to be coming back to work and below we 
outline our home visit procedures as the safety of our customers and colleagues is paramount to us. 

New Instructions coming to the Sales or Lettings Market 

First, we pledge that only safe and healthy people will visit our customers’ homes, and that we will 
be well on the day of the appointment having shown no signs of illness in the past two weeks’. This 
includes any family the staff member lives with.  

When we contact a customer to book in a valuation visit at the customer’s home we will always ask 
if anyone in the property is showing any signs of illness and if so, for how long and/or if anyone has 
been unwell, we will ask how long have they been in recovery r. For example, if someone has had 
Covid-19 they must have no contact for 14 days. 

When booking in a valuation we will also explain the procedure within the property. For example, 
we will ask the owner/tenant to leave all internal doors open, including loft hatches and ladders etc. 
We will explain social distancing measures such as 2 metres apart or ask the owner/tenant to move 
outside whilst the valuer is inside, if that is more appropriate.  

We will endeavour to limit property visits to 15 minutes although this may not be possible on 
property appraisals; safety checks, repairs and/or if the property is large. 

Travelling to your home 

Where possible we will travel to a customer’s home in our own transport to limit social contact with 
others 

Where we need to use public transport to travel for work then social distancing measures will be 
adhered to.  

On entry to the property 

We will wear a face mask and where appropriate we will also wear disposable gloves. Under the 
circumstances we will not shake hands. 

On entry to the property we may ask if we can wash our hands and/or we may apply sanitiser.   

During the valuation we will practice social distancing where we must always be 2 metres apart. 
Alternatively, if more appropriate the customer may move outside while we conduct the market 
appraisal inside.  

To help us in this, we may ask that you leave all doors open as this will reduce any need to touch 
handles and doors. Should this not be possible we shall endeavour to wipe any surface that we may 
have to touch with sanitiser or household cleaning products. 

Where time allows and it is appropriate, we will take all of the required details, measurements, 
photos/videos on this visit to avoid re-visiting. 

Where possible, we will obtain and check all customer ID, AML (Anti-Money Laundering) and Proof 
of Ownership during this site visit to avoid further contact going forward. These documents can be 
left out for us to see, approve and check. 

Taking into account the Coronavirus pandemic and the requirement for social distancing it may be 
that we modify our normal AML CDD and proof of ownership procedures by using this three stage 
process; 

1. We may ask the client to send us a copy of the required documents by taking a photo via 
the phone and emailing these to us  



2. We will then commission an e-verification check using the electronic ID document provided 
so that the customer can be verified such as the Landmark ETSOS system. 

3. Finally, we will confirm with the customer that we will require the original documents in the 
normal way at a later stage of the transaction once Government restrictions have been fully lifted.  

As long as the risk assessment is low or normal, and the check comes back OK then you will be able 
to proceed with the transaction for the time being at least on this basis. 

LETTINGS ONLY we will ask the client if any works are required to the property prior to being let out 
so we can put a time in for contractors visiting (if 72 hours apply)  

NB all our contractors have agreed to/been issued with a stay safe Health and Safety 
declaration with this regard. 

 

Marketing  

Getting the property on to the market  

We will either take all the required photos/videos on our initial visit to avoid re-visiting OR 

We will instruct a third party to complete photos/EPC etc.  

NB All our contractors have agreed to/ been issued with a safe Health and Safety policy 
in this regard. 

To limit social contact, where possible, all paperwork and agreements will be signed online via 
docusign. If that is not possible, we would book in an appointment for the customer to drop the 
documents in to the office. We would ask that these meeting times are booked in. Again, this is to 
ensure safety for everyone and avoid a number of visitors entering the office at any one time.  

Viewings  

Booking in viewings and completing them -  

As a matter of protocol, the initial viewing of a property should be a virtual viewing. This is so we 
can ensure the property is well liked at the initial viewing stage before we book an actual viewing. 
Not only does this make sure we maximise everyone’s available time but this way minimise social 
contact and we keep everyone safe.  

When we contact a customer to book in a viewing at the customer’s home we always ask if any party 
is showing any signs of illness and if so, for how long and/or if anyone has been unwell, we will ask 
how long have they been in. For example, if someone has had Covid-19 they must have no contact 
for 14 days. We will also ask the same of the customer wishing to view the property.  

When booking in a viewing we will also explain the procedure within the property. For example, we 
will ask the owner /tenant to leave all internal doors open. We will explain social distancing measures 
such as 2 metres apart or maybe the owner or tenant moves outside whilst the viewing takes place 
inside, if that is more appropriate.  

Pre-qualifying the applicant or buyer is key also and we will ask questions about their moving needs 
and circumstances to ensure where possible only essential viewings take place.  As part of this 
procedure affordability questions may be asked. 

Travelling to the customers home 

Where possible we will travel to a customer’s home in our own transport to limit social contact with 
others 

Where we need to use public transport to travel for work then social distancing measures will be 
adhered to.  

 



On entry to the property 

There will only be one person (excluding us) at any one time, viewing your property 

We will wear a face mask and where appropriate we may also wear disposable gloves. Under the 
circumstances we will not shake hands. 

On entry to the property we may ask you if we can wash our hands and/or we may apply sanitiser.   

During the visit we will practice social distancing where we must always be 2 metres apart. 
Alternatively, if more appropriate the customer may move outside while we conduct the viewing 
inside.  

It is better to have left all internal doors open as this will reduce any touching of handles and doors 
although these could be wiped down after the visit with sanitiser. 

Where possible, we will obtain and check your customer ID, AML (Anti-Money Laundering), Proof of 
Ownership, Proof of Address and/or Right to Rent information, as appropriate, during this site visit 
to avoid further contact going forward. These documents can be left out for us to see, approve and 
check we may use a camera/smart phone to take a photo or scan function 

When we have taken ID, we will wash our hands/sanitise our hands immediately afterwards.  

From this point all further work related to the sale or let of the property can be completed remotely 
by telephone and/or by customer portal. Appointments can be made at the office should they be 
required and will be spaced out sufficiently to ensure social distancing can be adhered to in the office 

 


