
CoronavirusToolkit
WHAT’S INCLUDED:

• FAQ for sales agents

• FAQ for property managers

• FAQ for office staff

• Insurance issues

• Promoting hygiene

• Self assessment and reporting

• Support resources

• Technology solutions

This toolkit includes guidance regarding the Coronavirus (COVID-19) 
as it relates to the Queensland real estate industry.
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18 March 2020 
     

INTRODUCTION 

 

In response to the growing concerns about COVID-19, commonly referred to as coronavirus, The 

Real Estate Institute of Queensland (REIQ) is providing a practical toolkit to help guide real estate 

professionals in response to the coronavirus's potential impact on the Queensland real estate 

industry. 

 

The REIQ recommends members to only consider the advice provided by government agencies and 

official health experts when considering and implementing any coronavirus-related workplace health 

and safety policies. In this toolkit, we will share best practice hygiene tips and answer frequently 

asked questions about the coronavirus. The information in this guide is of 

a general nature only and is not a substitute for advice provided by a government agency or from a 

qualified medical professional and/or legal practitioner.  Any references to third party products and 

services do not represent an endorsement of any kind from the REIQ and we recommend that  you 

conduct your own inquiries to confirm their suitability to you and your compliance requirements.  

The information contained in this guide is based on advice from health authorities relevant at the 

time of writing and we recommend that agencies continue to monitor advice from Government on a 

regular basis given the fast evolving nature of this issue.  

 

For further support and advice questions relating to a member’s individual circumstances, please 

contact our Property Management Support Service via email pmsupport@reiq.com.au 

or our Agency Advice Service via email ask@reiq.com.au. Alternatively, contact 1300 697 347  
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FAST FACTS: CORONAVIRUS 

What is coronavirus? 

COVID-19 is a novel coronavirus with symptoms including fever, cough and shortness of breath. 

Anyone experiencing emergency signs such as difficulty breathing, persistent pain or pressure in the 

chest, new confusion or bluish lips or face should immediately seek medical attention. 

 

What is the risk of exposure to coronavirus? 

Older adults and people who have severe underlying chronic medical conditions such as heart or 

lung disease or diabetes may be at higher risk for developing more serious complications from 

COVID-19 illness. QLD Health urges monitoring your health and practice social distancing. Social 

distancing means staying out of crowded places, avoiding group gatherings and maintaining distance 

(at least 1.5 metres) from others whenever possible.  

  

What preventative measures may be taken to reduce the risk of contracting and spreading 

coronavirus? 

QLD Health recommends individuals take the following  measures to protect themselves and others: 

 Wash your hands frequently with soap and water for at least 20 seconds. If soap and 
water aren’t available, use an alcohol-based hand sanitizer; 

 Avoid touching your eyes, nose and mouth with unwashed hands; 

 Practice respiratory hygiene, covering your mouth and nose with a bent elbow or a 
tissue when you cough or sneeze, disposing of the tissue immediately; 

 Practice social distancing by staying out of crowded places, avoiding group 
gatherings and maintaining distance (at least 1.5 metres) from others whenever 
possible; 

 Avoid close contact with anyone who is sick; 

 Stay home if you have a fever, cough, shortness of breath or any other cold or flu-
like symptoms; 

 Clean and disinfect frequently touched objects and surfaces; and, 

 Cover your mouth and nose with a tissue when you cough or sneeze, or cough or 
sneeze into your sleeve. 

 

 

 

 

 

 

 



 

 
The Real Estate Institute of Queensland Ltd      Page 3 of 18 

50 Southgate Avenue, Cannon Hill 
M: 0408 020 428 
E: media@reiq.com.au 

reiq.com  

 

 

FAQ FOR SALES AGENTS 

 

Should I still hold open home inspections? 

The REIQ recommends implementing practical preventative measures to ensure the continued 

health and safety of both staff and clients during open home inspections.  

 

It is important to both seek and follow the advice of your seller client, adhering to their instructions. 

If a client instructs that they are not willing to hold open home inspections, you are required to 

comply with this direction.   

 

Some alternative options for conducting open homes include:  

 Private or limited ‘by inspection’ appointments only; 

 Imposing capacity caps (small groups only) through the property; or 

 Using live stream technology, 360 virtual reality tours or video presentations should 
a client direct that no personal inspections take place.  

 

Should your client not take up any alternative options available to them, it’s important to respect 

their decision and follow instructions. In such circumstances, you should consider informing the 

client (in writing) that the prospects of a sale may be limited due to the restrictions. Postponing the 

sales campaign may be a necessary consideration.    

 

What precautions should I implement when conducting open home inspections? 

Should your client make their home or property available to open inspections, the REIQ 

recommends the following:  

 

For sales agents:  

 Contact the seller to ensure no one in the home is currently ill, is in self-isolation or 
has just returned from overseas before proceeding with an open home. (If they have 
answered yes to any of these questions, it is recommended that the open home be 
postponed at least 14 days (in accordance with Queensland Health 
recommendations); 

 Contact any known prospective buyers prior to an open home to ensure they are not 
currently ill, are in self-isolation or have just returned from overseas and advise them 
to not attend if they have answered yes to any of these questions; 

 Avoid touching your eyes, nose and mouth at all times when conducting open home 
inspections; 
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 Provide a written notice on all marketing and promotional material for open 
inspections and any correspondence regarding inspection by appointment that entry 
will not be permitted to people displaying symptoms and/or those who meet other 
‘at risk’ criteria as stipulated by health authorities;   

 Consider wearing disposable medical-grade gloves before touching any objects and 
fixtures within the home, especially high-touch surfaces such as door handles, tap 
handles and window fittings; 

 Provide and/or advise the use of disinfectants to owners prior to and at the end of 
an open home; 

 Politely decline to shake hands or have any other physical contact with owners and 
clients; and 

 Reassure both owners and prospective buyers that you are simply following best 
practice precautionary measures which are not in response to any confirmed 
coronavirus cases within the agency or immediate area.  

 
For prospective buyers and clients: 

 Display appropriate signage at the entry of the home with the specific requirements 
clearly outlined for all prospective buyers to adhere to prior to entering the property 
(such notice should it make it clear that attendees may be asked to leave the 
property if they appear to exhibit symptoms or the agent is concerned that they may 
pose a risk); 

 Provide alcohol-based hand sanitiser and request all on-site clients use it upon 
entering a property; 

 Consider providing disposable medical-grade gloves, masks and/or protective foot 
coverings for attendees and consider asking them remove their shoes (particularly if 
owners have requested these precautions);  

 Request all attendees to refrain from touching any objects and fixtures within the 
home and instead ask the agent/s to demonstrate the functionality of any devices 
should it be necessary; 

 Provide alcohol-based hand sanitiser and request all attendees  use it upon entering 
a home; 

 Maintain social distancing of at least1.5 metres where practical; 

 Politely request refraining from any physical contact with others whilst in the home; 
and, 

 Do not permit entry to anyone who is coughing, sneezing or showing any signs or 
symptoms of illness.  
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Sales agents may ask an attendee to leave an open home inspection if they  pose a risk to others. If a 
sales agent becomes concerned that an attendee is an ‘at-risk person,’ it is  recommended you 
respectfully discuss the matter with the individual (while also maintaining a distance of at least 1.5 
metres). Whether to ask the person to leave is ultimately subject to the sales agent’s judgement, 
however it is important to consider information released by health authorities, including: 

 If the person has a fever or cough; 

 If the person was instructed to self-isolate; or 

 If the client is behaving inappropriately/failing to adhere to instructions provided. 
 
Importantly, when conducting an open house, it is essential to ensure you have an accurate record 
of the names and contact details of all attendees. Should someone in attendance at the open home 
later show symptoms of respiratory illness or is diagnosed with coronavirus, the attendance record 
will allow you to contact all attendees and notify them of the situation so that they can take 
appropriate action, including undergoing medical testing. . To comply with privacy law requirements, 
you should ensure that this is disclosed to the attendee as a purpose for which the information is 
collected.   
 

What should do I do if a seller refuses to allow me to open their home for inspection? 

It is important to respect any decisions an owner makes regarding open home inspections, including 

their choice to refuse anyone access to their property. As stated above, agents must follow the 

lawful instructions of their clients. 

 

Sales agents have other options available to them to put forward as alternatives which the client 

may consider, including:  

 Private appointments only; 

 Imposing capacity caps (small groups only) through the property; or 

 Use live stream technology or video platforms should a client direct that no personal 
inspections take place.  

Refer to Tech Solutions within this toolkit for ideas. However, should none of these options be 

acceptable for the seller, you may wish to consider suspending the sales campaign to a later date.  

 

Should I conduct in-home appraisals? 

It is important to speak with your employer (the agency principal) in the first instance and follow 

their directive. It is recommended that if you’re currently ill or showing symptoms of illness that you 

do not engage in any in-person contact with members of the public. This means attending in-home 

appraisals may not be appropriate until a later date. 
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If you are not ill or showing any symptoms of illness, it is important to also check that the client is 

comfortable for an in-person home appraisal to take place. Should the client be happy to meet in 

their home, it is recommended you follow the same steps when conducting an open home. Should 

the client not be comfortable, consider some alternative options available such as hosting a virtual 

meeting or meeting at your office (should this be acceptable for you, your staff and the client).  

 

Should I invite potential buyers or sellers into my office? 

The REIQ recommends sales agents adopt precautionary hygiene protocols in their offices and ask 

prospective buyers and/or sellers who may be feeling unwell to reschedule after 14 days (in 

accordance with Queensland Health directives). Recommended hygiene protocols include: 

 

 Display appropriate signage at the reception desk with the specific requirements 
clearly outlined for all prospective visitors to adhere whilst in your office; 

 Provide alcohol-based hand sanitiser and request all on-site visitors use it upon 
entering the office; 

 Request all visitors refrain from touching anything where practical; 

 Maintain social distancing where practical; 

 Politely refrain from any physical contact with visitors; and 

 Do not permit entry to any visitor who is coughing, sneezing or showing any signs or 
symptoms of illness.  

 
For any upcoming in-office scheduled appointments with prospective buyers and/or sellers, contact 
them to ensure no one in their home is currently ill, is in self-isolation or has just returned from 
overseas prior to the meeting (if they have answered yes to any of these questions, it is 
recommended cancelling the meeting to an alternative date after 14 days (in accordance with 
Queensland Health directives). 
 
While some agencies are already cancelling in-person meetings and shifting to virtual meetings and 
conference calls, these are options sales agents may also consider in lieu of meeting in-person at 
your office so as to continue conducting business (refer to Tech Solutions highlighted within this 
toolkit for ideas). 
 
I often drive my clients to showings. May I refuse to drive potential clients to see homes? 
The simple answer is yes. However, be sure that any change to your business practices is applied 
equally to all prospective buyers. You may refuse to drive anyone who shows signs of illness or 
reveals recent travel to areas of increased risk of coronavirus, or you may instead decide to stop 
driving clients in your car altogether and arrange to meet clients at a property. If you do continue to 
drive prospective buyers in your car, it is recommended that you frequently clean and disinfect 
surfaces like door handles and seat belt latches and to ask everyone to use hand sanitizer prior to 
entering and exiting the vehicle.  
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Can auctions still go ahead? 
Australia’s Federal Government has outlawed anyone from holding organised, non-essential public 
gatherings of more than 500 people. The REIQ considers these restrictions will not apply to the 
regular trading activities of member agencies, however, organised events such as auctions will need 
to ensure attendance is capped so as not to exceed 500 people, with an allowance for social 
distancing of at least 1.5 metres. The REIQ recommends against holding multiple in-room auctions 
that will exceed 500 people (noting the Prime Minister’s announcement of further indoor 
restrictions for gatherings now limited to a maximum 100 people). Sales agents and auctioneers may 
also consider online ‘offer’ platforms and options for virtual auctions. Prior to using such platforms, 
agents should confirm they comply with Queensland’s property auction-related laws.  
 
How can I get a contract signed? 
Signing of documents can take place in person provided the hygiene protocols outlined above are 
followed for prospective buyers and sellers attending your office. An alternative is using electronic 
signatures which are recognised by law in Australia (Electronic Transactions Act 1999 Cth). There are 
many online platforms available to choose from (refer to Tech Solutions within this toolkit for ideas). 
 
FAST FACTS: MASS GATHERINGS OF 500 PEOPLE 
Australia’s Federal Government has outlawed (fines of up to $55,000 apply) anyone from holding 
organised, non-essential public gatherings of more than 500 people from Monday 16 March 2020. 
The REIQ considers these restrictions will not apply to the regular trading activities of member 
agencies, however, organised events such as auctions will need to ensure attendance is capped to 
ensure they don’t exceed 500 people.  
 
Based on the current restriction, members should note that other countries have established bans 
on as few as 50 people, and it is possible that the Australian or Queensland governments may 
shortly impose stricter bans on gatherings. 
 
The Prime Minister and Chief Medical Officer (CMO) were clear in their advice that while non-
essential mass gatherings such as sporting events and concerts will have to be reviewed, people 
should go about their everyday lives.  
 
Day-to-day real estate operations may be unaffected, and member agencies are already taking 
proactive steps to ensure activities conducted both in and out of their offices (such as auctions, open 
homes and property inspections) are safe for people to attend. QLD Health advises that you remind 
attendees (including staff) not to attend if they are feeling unwell or were overseas in the past 14 
days, among other measures (for more information, see QLD Health’s FAQs here). 
 
 
 
 
 
 

https://www.qld.gov.au/health/conditions/health-alerts/coronavirus-covid-19/find-the-facts/faqs-and-myth-busters
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FAQ FOR PROPERTY MANAGERS 
 
Should I still complete routine inspections? 
Agents (and property management staff) are required to comply with their contractual obligations 
and common law agency obligations. Unless otherwise excluded from the scope of the Form 6 (or 
any other relevant appointment), you are generally required to conduct regular routine inspections 
to monitor the condition of the property and its inclusions during the term of a tenancy. 
However, there may be extenuating circumstances for why it isn’t possible to conduct an inspection. 
This may include that the property manager or tenant/s are ill, showing symptoms of illness or 
infected with coronavirus and in self-isolation; the tenant has a visitor that is ill, showing symptoms 
of illness or infected with coronavirus and in self-isolation; or the tenant is refusing entry to the 
property due to the current conditions. The REIQ recommends that real estate principals keep their 
owners well informed of the situation in writing, including details as to what alternative measures 
will be put in place in lieu of a physical inspection where that is not practical or viable.   
 
What alternatives are available to me to inspect a property?  
If physical property inspections are not possible itis important to offer clients an alternative should 
they still require the property be inspected in accordance with the terms of the engagement  Some 
alternatives include virtual inspections via digital meeting programs, live streaming or by detailed 
photography (refer to Tech Solutions highlighted within this toolkit for ideas). 
 
What information should I be recording?  
Fundamental to every role within property management is communication, which includes 
maintaining comprehensive records as situations arise. Detailed written documentary evidence of 
client communication is essential in the event of a claim by a client for breach of contract, 
professional negligence and/or mismanagement 
 
What can I do if a tenant refuses entry to me as a property manager or a tradesperson? 
Generally speaking, if a tenant refuses entry, you as the agent (property manager) or tradesperson 
can enter the rental premises provided the correct notice has been issued and entry is at a 
reasonable time as required under the Residential Tenancies & Rooming Accommodation Act 2008. 
Should entry be refused due to the current conditions, inspection or access to the property should 
be postponed to an alternative date after 14 days (in accordance with Queensland Health 
directives). Such circumstances may include:  

 The tenant is suffering from respiratory illness, showing symptoms of respiratory 
illness, has been exposed to someone with the coronavirus or is suffering from 
coronavirus and is in self-isolation; 

 The tenant reasonably believes you or a tradesperson is suffering from respiratory 
illness, showing symptoms of respiratory illness, has been exposed to someone with 
the coronavirus or is suffering from coronavirus; or 

 The tenant is identified within the classifications of a high health risk (refer to high 
risk groups).  
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Above all, communication will play a critical role in managing any unexpected situations related to 
property inspections and/or property access for tradespeople. Maintaining early and open 
communication with tenants on a regular basis should form part of your strategy so as to aid in the 
management of property access with minimal disruption. Refer to The REIQ’s template documents 
which are designed to further assist in this area.  
 
What can I do if a tenant refuses to pay rent?  
At the time of writing, the normal requirements and processes relating to non-payment of rent apply 
and exceptions have not been introduced specifically relating to the coronavirus. Further 
information regarding non-payment of rent can be found here.  
 
Should a tenant be experiencing excessive hardship (such as financial hardship as a direct result of 
the coronavirus), the tenant may make an urgent application to QCAT for an order terminating the 
agreement (further information can be found here). Excessive hardship is not defined in the 
Residential Tenancies & Rooming Accommodation Act 2008 however loss of employment or illness 
due to the coronavirus is likely to be within the parameters.  
 
As highlighted earlier, communication will play an essential role in minimising any unforeseen issues 
should a tenant fall into arrears due to the coronavirus. Making early contact with tenants now 
should form part of your communications strategy. This will allow you to explore alternative 
arrangements, such as delayed payments or payment plans should the owner be amenable to such 
arrangements.  
 
Some tenants may qualify for the one-off $750 payment as part of the Australian Government’s 
response to coronavirus (further details here). The payment is available to people receiving 
the  following payments: 

 Age Pension 

 ABSTUDY (Living Allowance) 

 Austudy 

 Bereavement Allowance 

 Carer Allowance 

 Carer Payment 

 Disability Support Pension 

 Double Orphan Pension 

 Family Tax Benefit A 

 Family Tax Benefit B 

 Farm Household Allowance 

 Newstart Allowance 

 Parenting Payment 

 Partner Allowance 

 Sickness Allowance 

https://www.rta.qld.gov.au/Renting/During-a-tenancy/Rent-and-other-bills/Nonpayment-of-rent
https://www.rta.qld.gov.au/Renting/Ending-a-tenancy/Ending-a-tenancy-agreement/Excessive-hardship
https://www.servicesaustralia.gov.au/individuals/news/750-one-economic-support-payment
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 Special Benefit 

 Widow Allowance 

 Wife Pension 

 Widow B Pension 

 Youth Allowance. 
 
The Australian Government’s one-off $750 payment is also available to people who have the 
following concession cards: 

 Commonwealth Seniors Health Card 

 Pensioner Concession Card 

 Veteran Gold Card. 
 
Further, tenants are also eligible for the payment if they receive one of the following Department of 
Veterans’ Affairs payments: 

 Veteran Compensation payments, including lump sum payments 

 Veteran Service Pension 

 Veteran Income Support Supplement 

 War Widow(er) Pension. 
 
How can I get a contract signed? 
Signing of documents can take place in person, ensuring the hygiene protocols are followed as 
highlighted for tenants attending your office. An available alternative is using electronic signatures 
which are recognised by law in Australia (Electronic Transactions Act 1999 Cth). There are many free 
online platforms available to choose from (refer to Tech Solutions within this toolkit for ideas). 
 
FAST FACTS: WHO’S A HIGH HEALTH RISK FOR CONTRACTING CORONAVIRUS? 
Those most at risk of serious infection include: 

 People with compromised immune systems (such as people who have cancer); 

 Elderly people; 

 Aboriginal and Torres Strait Islander people (as they have higher rates of chronic 
illness); 

 People with chronic medical conditions; 

 People in group residential settings; or 

 People in detention facilities. 
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FAQ FOR REAL ESTATE OFFICE STAFF 
 
What precautions should I take in the office?  
All real estate office staff are advised to: 

 Wash hands frequently with soap and water and/or use an alcohol-based hand 
sanitiser; 

 Cover your nose and mouth with a disposable hypoallergenic tissue or flexed elbow 
when coughing or sneezing, disposing of tissues immediately after use and either 
washing your hands or applying hand sanitiser;  

 Avoid close contact with anyone who has a cold or flu-like symptoms; and 

 Remain home if feeling unwell. 
 
You should also regularly clean your desk, phone (desk and mobile), tablets and computer 
keyboards. Furthermore, establishing a designated staff member or utilising a staff roster for 
regularly cleaning common surfaces including doorknobs, counter tops, bathroom fixtures and 
reception areas (seating areas and any surfaces such as side tables) at least 2-3 times a day or as 
directed by the owner or principal.  
 
Should I invite potential buyers or sellers into my office? 
The REIQ recommends real estate office staff adopt precautionary hygiene protocols in and around 
the office and ask potential visitors who may be feeling unwell to reschedule after 14 days (in 
accordance with Queensland Health directives). Recommended hygiene protocols include: 
 

 Display appropriate signage at the reception desk with the specific requirements 
clearly outlined for all prospective visitors to adhere whilst in your office; 

 Provide alcohol-based hand sanitiser and request all on-site visitors use it upon 
entering the office; 

 Request all visitors refrain from touching anything where practical; 

 Maintain social distancing where practical; 

 Politely refrain from any physical contact with visitors; and 

 Do not permit entry to any visitor who is coughing, sneezing or showing any signs or 
symptoms of illness.  

 
As already highlighted, while some agencies are already cancelling in-person meetings and shifting 
to virtual meetings and conference calls, these are options all staff may also consider in lieu of face-
to-face meetings at your office so as to continue conducting business (refer to Tech Solutions within 
this toolkit for ideas). 
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FAST FACTS: PROMOTING HYGIENE 
Personal hygiene is an important protection against coronavirus and all respiratory illnesses – this 
includes washing hands regularly. REIQ members may wish to consider including the promotion of 
hygiene protocols as part of their sales and marketing collateral for all upcoming auctions, listings, 
open homes and property inspections. It iscritical to communicate openly with both clients and 
customers about the status of your operations, what protective measures you’ve implemented and 
how they (as customers) will be protected when they visit your agency or an open home hosted by 
you. Promotions may also help incentivise clients and customers who may be reluctant to reconsider 
attending.  
 
In addition, you may wish to consider placing posters in your office for your staff as hygiene 
reminders in the workplace. The Australian Government’s Department of Health offers two ready-
to-use downloadable posters, which include one for washing hands (here) and one for coughing 
(here).  
 
WHAT MEASURES SHOULD I CONSIDER FOR MY REAL ESTATE AGENCY? 
 
The safety and wellbeing of staff is the responsibility of business owners and principals. The REIQ, in 
accordance with Queensland Health, recommends the following measures be taken: 

 Keep everyone updated on actions being taken to reduce the risk of exposure in the 
workplace; 

 Make sure everyone’s contact numbers and emergency contact details are up-to-
date; 

 Consider extra precautions for staff who might be more vulnerable – for example, 
those employees aged 70 or over or those who have a pre-existing at risk health 
condition; 

 Provide hand-washing facilities and make sure these are kept clean, properly stocked 
and in good working order; 

 Provide alcohol-based hand sanitiser, disinfectants, disposable hypoallergenic tissues 
and cleaning supplies; 

 Promote good hygiene practices such as displaying posters on handwashing and 
respiratory hygiene; 

 Keep the workplace clean and hygienic by regularly cleaning high-touch surfaces 
such as door handles and workstations to prevent contamination; 

 Visit the Smartraveller website before arranging business travel to destinations with 
cases of coronavirus; 

 Encourage any staff who are sick with respiratory illness to stay home until they’ve 
fully recovered; 

 Isolate any staff who become ill with respiratory symptoms in the workplace by 
isolating them in either an office or area away from other employees and clients.  

https://www.health.gov.au/resources/publications/coronavirus-covid-19-print-ads-good-hygiene-is-in-your-hands
https://www.health.gov.au/resources/publications/coronavirus-covid-19-keep-that-cough-under-cover
https://www.health.qld.gov.au/__data/assets/pdf_file/0020/444314/handwash-6steps.pdf
https://www2.health.vic.gov.au/about/publications/policiesandguidelines/cover-your-cough-sneeze-poster
https://www.smartraveller.gov.au/news-and-updates/coronavirus-covid-19
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 Arrange for the staff member to be sent home and advise them to seek medical 
advice, calling an ambulance if necessary; and 

 Discourage any staff member who is suffering from respiratory illness from attending 
open-homes, inspections, client meetings and other activities that involve human 
interaction. 

 
Call 13 HEALTH (13 43 25 84) for advice if a staff member is confirmed to have the coronavirus and 
inform co-workers about possible exposure while maintaining confidentiality. 
 
FAST FACTS: SELF-ASSESSMENT & REPORTING 
Follow the current guidelines on daily self-assessment and reporting as provided by QLD Health’s 
coronavirus quiz (here). If you have a fever, cough or difficulty breathing, seek medical assistance by 
calling your medical practitioner in advance and follow their advice on how to seek diagnosis and 
treatment. Please stay alert for revised guidelines on self-assessment  
and reporting from health professionals as well as from QLD Health.   
 
Do you have any of the following symptoms of COVID-19? 
The symptoms of coronavirus are similar to other colds and flus and include: 

 Fever 

 Sore throat 

 Cough 

 Fatigue  

 Difficulty breathing 
 
While coronavirus is of high concern, it is important to remember that most people displaying these 
symptoms are likely suffering with a cold or other respiratory illness – not coronavirus. 
 
What do I do if I develop symptoms? 
If you develop symptoms within 14 days of arriving back in Australia or within 14 days of last contact 
with a confirmed case, you should arrange to see your doctor for urgent assessment.  
You should telephone the surgery or hospital before you arrive and tell them your travel history or 
that you have been in contact with a confirmed case of coronavirus. You must remain isolated either 
in your home or a health care setting until public health authorities inform you it is safe for you to 
return to your usual activities. 
 
 
 
 
 
 
 
 

https://www.qld.gov.au/health/conditions/health-alerts/coronavirus-covid-19/novel-coronavirus-quiz
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Should I be tested for coronavirus? 
Your doctor will tell you if you should be tested. They will arrange for the test. You will only be 
tested if your doctor decides you meet the criteria: 

 You have returned from overseas in the past 14 days and you develop respiratory 
illness with or without fever; 

 You have been in close contact with a confirmed coronavirus case in the past 14 days 
and you develop respiratory illness with or without fever; or 

 You have severe community-acquired pneumonia and there is no clear cause. 
 
If you meet any of these criteria, your doctor can request that you be tested for coronavirus. It is 
important to remember that many people with symptoms similar to coronavirus will not actually 
have it. Only suspected cases are tested to ensure labs are able to cope with the demand. There is 
no need to test people who feel well and don’t meet the criteria highlighted above.  
 
INFORMATION REGARDING INSURANCE 
 
The following information has been kindly provided by Aon and Carter Newell Lawyers, the Solicitors 
for The REIQ Professional Indemnity Scheme brokered through Aon Risk Services and underwritten 
by QBE Insurance (Australia) Ltd. 
 
Q: Will I still be covered by my professional indemnity policy if I am unable to comply with my 
contractual obligations under my PO Form 6 appointment? 
A: In these unique circumstances, agents should of course do all that they reasonably can to safely 
perform their duties and obligations as property managers. It’s important that agents be completely 
transparent with their lessor clients and tenants and let them know of any alterations to the 
performance of their normal duties. This will reduce the risk of any claims arising. Whilst we cannot 
speak for other insurers, QBE (who are the professional indemnity insurers for The REIQ Professional 
Indemnity Scheme through Aon Risk Solutions) have confirmed that they will not take issue with any 
of their insureds not being able to strictly fulfil their contractual obligations under their PO Form 6 
appointment. 
 
Q: Will I still be covered for mismanagement claims if I am unable to carry out inspections at a 
rental property?  
A: As indicated above, agents should endeavour to perform their obligations under their PO Form 6 
appointment as best they can in the circumstances. Whilst not ideal, agents should consider 
alternative ways of performing their contractual obligations. For instance, it may become necessary 
to conduct entry, exit and routine inspections via electronic means (such as Facetime and the like) or 
requesting that tenants send photos of a rental property in lieu of an inspection. Before considering 
these alternative solutions, agents should seek the written consent from their lessor clients to any 
changes in manner in which the agent’s duties are performed. In the event of a mismanagement 
claim, QBE have confirmed that they will not take issue with agents not being able to carry out 
physical inspections if they have acted reasonably and sought, and acted upon, their lessor client’s 
written instructions to conduct inspections via other means. 
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Q: Will I still be able to access the Deductible Waiver Extension clause in my QBE REIQ Scheme 
Professional Indemnity policy, even if I can’t comply with the risk management conditions? 
A: Again, agents should act reasonably and do all that they practically can to fulfil their obligations as 
property managers. In assessing whether an agent has complied with the risk management 
conditions, QBE will consider whether the agent has endeavoured to fulfil its obligations under its PO 
Form 6 agreement. QBE will not require strict compliance with those conditions which are unable to 
be fulfilled due to the coronavirus pandemic. 
  

 Any agents who wish to discuss their professional indemnity policy, or their 
insurance needs generally, are invited to contact the Aon Real Estate Team on 1300 
734 274 

 Any members of The REIQ Professional Indemnity Scheme who wish to notify a claim 
or potential claim should call Carter Newell Lawyers on 1800 624 264 

 
FAST FACTS: WHAT IS SELF-ISOLATION & WHAT DOES IT INVOLVE? 
Self-isolation (also known as self-quarantine) means staying in your home or provided 
accommodation and not leaving for the period of time you are required to isolate for (currently 14 
days). Only people who usually live in the household should be in the home. No visitors are 
permitted into the home. Health authorities can provide further advice on what self-isolating means, 
and the obligations of anyone who has been in close contact with someone who has the coronavirus 
or has recently visited or transited through a high risk country or region. 
 
FAST FACTS: OTHER INFORMATION & RESOURCES 
Australian Government Support for Business 
The Australian Government is supporting businesses to manage cash flow challenges and retain 
employees during the coronavirus health crisis. A range of assistance is available to support business 
investment, assist cash flow, maintain employees including apprentices and trainees in jobs and 
assist severely affected regions. For more information click here.  
 
Employer, Finance & Business Obligations 
Find out how to meet your employer and business obligations and isolation requirements if you're 
affected by the coronavirus (click here). 
 
Payroll Tax Relief Package 
If your business has been affected by the coronavirus, you can defer lodging and paying payroll tax 
returns until 31 July, 2020. For more information click here.  
 
Queensland COVID-19 Jobs Support Loans 
You may be eligible for a loan to retain employees and maintain your operations. The $500 million 
concessional loan facility will include low interest loans of up to $250,000 for carry on finance with 
an initial 12-month interest free period for businesses to retain staff. Register your interest through 
the Queensland Rural & Industry Development Authority (click here) or contact 1800 623 946 
 

https://treasury.gov.au/coronavirus
https://www.business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/employer-finance-and-business-obligations
https://www.business.qld.gov.au/running-business/employing/payroll-tax/lodging/coronavirus-tax-relief
http://www.qrida.qld.gov.au/current-programs/covid-19-business-support/queensland-covid19-jobs-support-scheme
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REIQ TECH SOLUTIONS  
 
This REIQ guide to the technology is designed to help you and your team work remotely and keep 
you trading during the coronavirus pandemic.  Please ensure that you understand the terms of use 
governing these tools and confirm compliance requirements before utilising them.  
 
Tech that will keep your team together: 

 Tech to run meetings: Hold your team accountable on a daily basis with team meetings run 
on Zoom. It runs on the cloud so you don’t need to download anything and you can access 
video conferencing via a desktop, laptop or even a mobile phone app. It’s easy to setup and 
even the free version lets you have meetings of up to 40 minutes with up to 100 
participants. You can also use Skype for Business. 

 
 Tech to keep up to date and collaborate: Email is probably the least responsive way to get 

through this crisis, especially when it comes to working together as a team. This is because 
anything you attach creates versions which can quickly become out-of-date and all require 
uploading and downloading to be edited which is time-consuming. 

 
Enhance your daily team standups with collaboration tools like Slack which is essentially a 
chat room for your business and allow the conversations to continue and decisions be made. 
Slack lets you create channels – so you’ll have one channel for the whole business and then 
smaller channels for individual teams (John’s sales team, Em’s Property Managers etc), 
and/or you can direct message individuals.  

 
It’s cloud-based and works anywhere as long as you’re online. It also has a very effective 
mobile phone app. Slack also integrates with other apps like Dropbox and Google Drive 
which means you can edit documents on the fly. It’s also fully searchable so you can easily 
find conversations and decisions.  

 
 Tech to share documents: There is a myriad of apps to support document sharing. Dropbox 

is easy-to-use and free to setup and Google Drive is very popular too. If you’re a Microsoft 
user, now might also be the time to explore OneDrive which is part of your Office365 
account. Each will allow you to upload and/or create documents and share them with others 
in your team, who – depending on your permissions – can also edit or comment. The trick 
with shared drives however is to choose ONE and mandate its usage across the team and 
then create some good filing and admin rules on how they are to be used just as you would 
mandate office filing. Don’t let everyone use their own or you’ll end up with information 
everywhere.  

 
 
 
 

https://zoom.us/pricing
https://www.skype.com/en/business/
https://slack.com/intl/en-au/
https://www.dropbox.com/business/landing-t61fl?_tk=sem_b_goog&_camp=1018334792&_kw=drobox%7Ce&_ad=389683580159%7C%7Cc&gclid=Cj0KCQjwpLfzBRCRARIsAHuj6qULdTU-AFIIGI4SpAgFrJlWj7G3LM-nNZVP63YDRNPdV_aLMAg1-CIaAoOpEALw_wcB
https://www.google.com.au/drive/download/
https://onedrive.live.com/about/en-au/
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 Tech for team projects: Check out tools like Monday, Asana, Trello or Basecamp. Your team 

will be able to see updates in real time, share links to files and they’re all easier and much 
more visual which means you can see where things are at a glance even on your phone. And 
that will help you spot issues before they become problems. 

 
 Tech for team training: Use Zoom to organise webinars – you can share your screen and run 

through slides or powerpoints and even record proceedings. If you need to record videos for 
training, check out Loom. You can use it on any website and record both your actions and 
your own face, so it’s a great way to step people through processes.  

 
Tech that will keep you selling: 

 Tech executions of forms and contracts: Uploading forms and contracts, filling them in 
manually, scanning, emailing them through the office email and then waiting for them to be 
returned via email and the data entered into your CRM and filed properly is a laborious, slow 
and old-school process at the best of times. With your team working from various locations 
across town, your paper trail will end in tears. RealWorks integrates with all of the major 
CRM’s and stores your documents digitally. Most forms in RealWorks can be executed using 
DocuSign and Property Managers can access One Touch Execution for their tenancy 
agreements. This will allow you to create forms and contracts centrally and share links, 
keeping paperwork centrally regardless of who in your team needs to access it.  

 
 Tech for appraisals, marketing planning and sales solutions: A beautifully designed, hand-

delivered appraisal that you run through in-person most likely needs to be substituted for a 
digital version at the present time. Look at options like Proposal Point and then schedule a 
Zoom meeting to step the vendor through.  

 
Some solutions combine these tasks with full end-to-end digital sales solutions like Realtair. 
Realtair’s Pitch, Sign, Flow and Track products let you not only pull together state-of-the-art 
appraisal documentation more quickly, but handles the sales process from end-to-end and 
connects seamlessly with Campaign Track so activities can be easily scheduled and delivered. 
Real Time Agent is also worth a look as it will save you four hours per property in paperwork 
and administration.  

 
 Tech for alternatives to Open Homes: If your sellers are okay with you visiting the property, 

you can do a quick virtual walkthrough with HomeLive or create a virtual tour with  Virtual 
Tours Creator so you can see where people stop and click. But if your sellers barricade the 
doors, there’s still an option. Check out RealAR. Provide them with a floorplan and your 
portal listing photos and they will build an augmented walkthrough that will help buyers feel 
like they’re really there.  

 
 
 
 

https://monday.com/1/product/
https://asana.com/?noredirect
https://trello.com/
https://basecamp.com/how-it-works
https://www.loom.com/
https://www.realworks.com.au/
https://www.docusign.com.au/
http://realworks.com.au/nextgen/
https://www.proposalpoint.com.au/
https://realtair.com/
https://www.realtimeagent.com.au/
https://www.home.com.au/
https://virtualtourscreator.com.au/
https://virtualtourscreator.com.au/
https://www.realar.com/blog/2020/3/16/realestate-struggling-with-coronavirus-travel-restrictions-how-realar-can-help
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 Tech for virtual staging: The property is a mess, or worse, empty of all furniture but now you 

can’t get a stager. Send the photos to BoxBrownie who will install virtual furniture, fix the 
lighting, carry out some virtual renovations or just clean up the clutter. It’s very affordable 
too.  

 
 Tech alternatives for in person negotiations and auctions: How are you going to auction if 

no one turns up? In these times, being completely transparent about negotiations is 
important to keep buyers engaged from fleeing. Check out the range of transparent online 
systems for private treaty negotiations. These include RESO, MarketBuy and Openn.   

 
The tech that will support your tenants and landlords: 

 Tech for virtual inspections: Virtual Tours Creator also works well in this space as you can 
share the finished file with your landlord, allowing them to zoom into areas of interest. But if 
you trust your tenant, using a Messenger video call could also get you through at a pinch and 
you can use it even if you don’t have a Facebook account. Onboard new tenants using Loom 
videos or Zoom.  

 
 Tech for property maintenance inquiries: Your tenants won’t let anyone through the door 

and your tradies won’t show anyway. But that doesn’t mean things won’t go wrong. And 
when all of this is over, there’s going to be a tsunami of work to do on top of the usual BAU. 
Email isn’t the tool to manage this. You need to help your tenants self-service to resolve 
issues where possible and have jobs briefed and ready to go in a way that can be easily 
tracked. To this end, check out Rental Heroes which is a clever chatbot that allows tenants to 
report issues quickly and easily using SMS or chat, and receive help or create a clear brief. It 
also integrates with PropertyMe, InspectRE and PropertyTree. Kiwi newcomer Tapi has a 
nice product called Tenant Concierge that allows tenants to report issues 24/7, helping you 
acquire all the details and assess the need for a call out.  

 
Tech for building your marketing presence: 

 Everyone is going to be on social media platforms a lot over the next month or so. So 
what better time to build your social media profile? Turn the data from your CRM or 
CoreLogic account into great content about your suburb or listings using 
HomePrezzo. It will help you create videos, reports and social media data 
visualisations in minutes rather than days and let you share them out quickly, or post 
onto your website. RealContent offers ready-to-go articles already pre-written. 
   

 Turning content into targeted advertising is the next step and there’s now a range of 
tools to help real estate agents do that without needing to master Facebook Ad 
Manager. Check out SpokeApp.io which automates digital ad creation for Facebook, 
Instagram and GoogleAds. Adfenix and CCT are other options being used by agents in 
Australia. Or if you want to outsource it altogether, use this time to check out Plezzl 
or Socialestate which offer more agency based services. 

https://www.boxbrownie.com/au/
https://www.reso.com.au/
http://www.marketbuy.com.au/
https://www.openn.com.au/
https://www.facebook.com/help/messenger-app/117818065545664?helpref=uf_permalink
https://www.rentalheroes.com.au/
https://www.tapihq.com/products/tenant-concierge
https://homeprezzo.com.au/
http://realcontent.marketing/
https://spokeapp.io/
https://www.adfenix.com/
https://www.cct-technology.com/sme/
https://plezzel.com.au/
https://plezzel.com.au/
https://www.socialestate.com.au/


This correspondence may be sent to contractors and/or tradespeople where an Entry Notice (Form 9) 
has been previously served to a tenant and the real estate principal is seeking to determine potential 
coronavirus risk attached to the individual who will be attending the rental premises.   
 
We recommend sending it to the relevant contractor at least 48 hours prior to the entry (where 
possible) to enable a response to be sought prior to contractors and/or tradespeople being permitted. 
 
Where [  ] appear, please note the instruction and insert the relevant information. 
 

[insert on agency letterhead] 
 
Dear [insert contractors and/or tradespeople name], 
 
Re: [Insert address of rental property] (“Rental Premises”)  
 
We are writing to confirm that you will be attending the Rental Premises on [insert date] in order to 
[state the purpose of entry – for example, to repair leaking taps]. (“Entry”) 
 
Due to the coronavirus (COVID-19) outbreak, it is important that we take all reasonable precautions to 
maintain the health and safety of our tenants and occupants, staff, tradespeople and any other persons 
visiting the property in connection with the tenancy. 
 
To minimise the risk of coronavirus spread to the tenant/s and their occupants, could you please advise 
if you have the following symptoms of coronavirus: 

 fever; 

 sore throat; 

 cough; 

 fatigue; or, 

 difficulty breathing. 
 
In addition, please let us know if you: 

 have developed coronavirus (COVID-19); 

 have returned from overseas in the past 14 days and have developed respiratory illness with or 
without fever; 

 have been in close contact with a confirmed coronavirus (COVID-19) case in the past 14 days 
and have developed respiratory illness with or without fever; 

 have severe community-acquired pneumonia and there is no clear cause; or, 

 are a healthcare worker who works directly with patients and have a respiratory illness and a 
fever. 

 
If you answered ‘yes’ to any of the above items, could you please notify us as a matter of urgency prior 
to the entry by [telephoning/emailing us] on: [insert phone number or email as applicable]. 
 
Other Requirements   
If the tenant or another occupant is present at entry, we kindly ask that you:  

 keep a distance of 1.5 metres between yourself and that person or persons whenever possible; 
and, 



 refrain from making physical contact such as shaking hands with that person/persons. 
 
Please also provide a copy of the relevant work safety statement for our review prior to entry.  
 
Your cooperation is appreciated.  
 
Yours faithfully, 
 
 
 
 
 
[Insert name] 
 
Note to agency: If the addressee responds ‘yes’ to any of the above, it is advisable to select an 
alternative person to complete the entry. 
 



This correspondence may be sent to tenants where an Entry Notice (Form 9) has been previously 
served. It may assist real estate principals to determine a potential coronavirus risk prior to a property 
manager and/or some other party (e.g. tradesperson) entering the property for the purpose stated in 
the Form 9. We recommend sending it to the tenant at least 48 hours prior to the entry (where 
possible) to enable a response to be sought prior to entry.  
 
Where [  ] appear, please note the instruction and insert the relevant information. 
 

[insert on agency letterhead] 
 
Dear [insert tenant name], 
 
Re: [Insert address of rental property] 
 
This is a reminder that [insert name of person attending] of [insert agency name or business name] will 
be attending the above rental property on [insert date] at [insert time] in order to [insert purpose of 
entry as stipulated in the Form 9 – for example, routine inspection]. (“Entry”) 
 
Due to the coronavirus (COVID-19) outbreak, it is important that we take all reasonable precautions to 
maintain the health and safety of our tenants and occupants, staff, tradespeople and any other persons 
visiting the property in connection with the tenancy. 
 
To minimise the risk of coronavirus spread, could you please advise if you or any other tenant or 
occupant have the following symptoms of coronavirus: 

 fever; 

 sore throat; 

 cough; 

 fatigue; or, 

 difficulty breathing. 
 
In addition, please let us know if you or any other tenant or occupant: 

 has developed COVID-19 and/or is in self-quarantine; 

 has returned from overseas in the past 14 days and have developed respiratory illness with or 
without fever; 

 has been in close contact with a confirmed coronavirus (COVID-19) case in the past 14 days and 
have developed respiratory illness with or without fever; 

 has severe community-acquired pneumonia and there is no clear cause; or, 

 is a healthcare worker who works directly with patients and have a respiratory illness and a 
fever. 

 
If you answered ‘yes’ to any of the above items, could you please notify us as a matter of urgency prior 
to the entry by [telephoning/emailing us] on: [insert phone number or email as applicable]  
 
Other Information 
If you are planning to be present at the time of the entry, we kindly ask that you:  

 keep a distance of 1.5 metres between yourself and our [property manager/tradesperson] 
whenever possible ; and, 



 refrain from making physical contact such as shaking hands with that person/persons. 
 
Your cooperation is appreciated.  
 
Yours faithfully 
 
 
[Insert name] 
 
 
Note to agency: If the tenant responds ‘yes’ to any of the above, it is advisable to delay the event until 
the risk is eliminated or you may wish to consider alternative measures to achieve the necessary 
objective. For example, conducting an inspection via FaceTime or using a virtual inspection tool. If the 
event is to facilitate “emergency repairs” (as defined in the Residential Tenancies & Rooming 
Accommodation Act 2008), legal advice should be sought on the appropriate action.  

https://www.legislation.qld.gov.au/view/html/inforce/current/act-2008-073
https://www.legislation.qld.gov.au/view/html/inforce/current/act-2008-073


This letter may be used to notify landlord clients that on-site property inspections have been 
suspended and to advise of alternative measures. We recommend that consent is obtained from the 
client for risk management purposes. 
 
Where [  ] appear, please note the instruction and insert the relevant information. 
 

[Insert on agency letterhead] 
 
Dear [insert client name], 
 
Re: [insert address of rental premises]  
 
I am writing regarding the above rental premises we manage for you. 
 
As you would be aware, the outbreak of coronavirus and escalating risk associated with this disease is 
impacting all businesses across the state. We take the management of your property very seriously and 
we are endeavouring to continue to fulfill our contractual obligations to you in these challenging times.  
 
Unfortunately, due to the potential risks associated with on-site property inspections at this time, we 
have made a decision to suspend such activity to maintain the health and safety of staff and tenants. 
The initial suspension will be in place for period of [insert suspension timeframe]. (Note: It is 
recommended that an initial suspension is no longer than 2-4 weeks and subject to reassessment. 
Agents should continue to update/keep clients informed in writing). 
 
Over this suspension period, we will be conducting property inspections using [insert alternative 
measures – for example, Facetime, other virtual inspection tools being used. We recommend that you 
explain how the alternative measures will work and how/why they are effective]. We appreciate that 
these alternative measures are less optimal than an on-site inspection but trust that you will understand 
the need for this alternative approach due to the unique circumstances. We will continue to monitor the 
situation very closely and we will use our best endeavours to return to our normal practices as soon as 
possible. 
 
Can you please confirm your consent to the above as soon as possible and in any event by no later than 
[insert date]. If you wish to discuss this matter further or require additional clarification, please do not 
hesitate to contact [insert name of contact person] on [insert phone number and/or email address].  
 
We appreciate your patience and understanding at this challenging time. We hope that you and your 
family remain safe. 
 
Yours faithfully 
 
 
 
[insert name] 
 
 
 
 


