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Policy 1.0: General Policy and Purpose 
 

1.1 Introduction and Purpose 
1.1.1 Scope of the Manual 
The Policy and Procedures Manual of [COMPANY NAME] is designed to provide a comprehensive 
framework for the organization, focusing on establishing standards and guidelines for all staff 
members, brokers, and agents within the company. It outlines procedures and ethical standards that 
comply with the Texas Real Estate Commission (TREC) guidelines, specifically addressing the unique 
requirements of the Houston, Texas, real estate market. Each employee is expected to integrate the 
values, guidelines, and steps outlined in this manual as the foundation of their daily practices, 
enabling [COMPANY NAME] to conduct business that is uniform, compliant, and respectful of client 
relationships. 
 
This manual applies universally across all functional areas of [COMPANY NAME], addressing: 

• Client Relationships: Procedures for establishing, maintaining, and concluding relationships 
with clients in a professional and ethical manner. 

• Contractual Processes: Detailed processes on signing, reviewing, and managing contracts, 
in alignment with TREC standards, ensuring transparent and responsible contract 
management. 

• Conflict Resolution: Steps for managing and resolving disputes in a manner that safeguards 
both the company’s interests and the client’s trust. 

• Compliance Practices: Protocols to ensure adherence to all regulatory requirements set by 
TREC, with ongoing monitoring and updating to reflect any changes in the Texas 
Administrative Code, including §533.2. 
 

1.1.2 Purpose of the Manual 
The purpose of this manual is to provide a clear, actionable resource that enables all associates at 
[COMPANY NAME] to conduct their roles with integrity and responsibility. Through consistent 
reference and adherence to this manual, [COMPANY NAME] commits to high standards of 
professionalism, regulatory compliance, and operational excellence. 
 
The manual serves as: 

• A Guideline for Compliance: Detailing every procedure needed to ensure actions comply 
with TREC and other regulatory bodies. 

• A Resource for Training and Development: Assisting new hires, agents, and brokers in 
understanding the specific requirements and practices that define [COMPANY NAME]’s 
operations. 

• A Framework for Accountability: Outlining each position's specific responsibilities, thereby 
establishing accountability for maintaining the high standards expected of [COMPANY NAME] 
employees and associates. 
 

1.1.3 Compliance with TREC Regulations (TREC §533.2) 
Compliance with TREC §533.2 is a cornerstone of [COMPANY NAME]’s operating philosophy. This 
section governs the institution, conduct, and determination of adjudicative procedures required or 
permitted by TREC. [COMPANY NAME] adheres to this code by ensuring: 

• Efficient Documentation Practices: All adjudicative proceedings, whether complaints, 
applications, claims, or other matters, are meticulously documented and handled as per 
TREC guidelines. 

• Uniform Processes for Adjudication: Maintaining a structured approach to managing any 
claims, complaints, or inquiries that fall within TREC’s regulatory framework, providing clarity 
and consistency. 

• Clear Limits on Jurisdictional Scope: Recognizing that this manual does not seek to alter 
or extend TREC’s authority but ensures compliance within the legal scope provided. 
 

The objective of complying with TREC §533.2 is to foster a workplace where regulatory adherence 
becomes a habitual practice for all team members. Compliance here extends to every aspect of daily 
work, from initial client engagement through the final steps of property transactions, with clear 
references made to relevant TREC standards throughout this manual. 
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1.2 Objectives of the Manual 
The Policy and Procedures Manual achieves several primary objectives that serve to reinforce 
[COMPANY NAME]’s commitment to both compliance and professional integrity. These objectives 
include: 

1. Standardization of Procedures: Establishes a structured approach to managing all facets of 
commercial real estate operations, ensuring that all actions are uniform, repeatable, and in 
alignment with TREC standards. 

2. Compliance with Regulatory Requirements: Through adherence to the Texas 
Administrative Code, particularly §533.2, [COMPANY NAME] maintains legal compliance in 
all areas of operation, fostering a culture of accountability. 

3. Enhanced Client Relationship Management: Equips all associates with the necessary tools 
and information to engage with clients in a professional, respectful, and transparent manner, 
establishing trust and integrity as the foundation of all client interactions. 

4. Structured Conflict Resolution: Provides a clear framework for resolving disputes, 
managing complaints, and navigating any challenges, in ways that protect both [COMPANY 
NAME]’s reputation and the client’s interests. 
 

Each objective is achieved through deliberate, carefully documented actions that reflect the 
company’s commitment to a high standard of service and regulatory compliance. 

 
1.3 Key Responsibilities 
1.3.1 Management’s Role 
Management at [COMPANY NAME] assumes the responsibility of ensuring that all team members 
are not only familiar with but thoroughly trained in the procedures outlined in this manual. 
Management’s duties encompass: 

• Training and Orientation: Providing comprehensive onboarding and continuous training 
programs for all employees, brokers, and agents to ensure a thorough understanding of 
TREC guidelines. 

• Monitoring and Enforcement: Overseeing adherence to policies, conducting regular 
compliance checks, and addressing non-compliance issues promptly. 

• Facilitating Communication: Ensuring that any updates to TREC regulations are 
communicated clearly and in a timely manner, with supplementary training provided as 
necessary. 

• Conducting Annual Reviews: Evaluating the effectiveness of this manual annually and 
making adjustments to procedures as needed to align with new TREC regulations or internal 
policy updates. 
 

1.3.2 Agents and Brokers 
[COMPANY NAME] agents and brokers are responsible for conducting their work in strict alignment 
with the procedures set forth in this manual. Key responsibilities include: 

• Adherence to TREC Standards: Ensuring all dealings, communications, and transactions 
adhere to TREC §533.2 and related codes. 

• Professional Conduct in Client Relationships: Upholding ethical standards in client 
interactions, including transparency in communication, reliability in service, and respect for 
client confidentiality. 

• Accurate Documentation: Maintaining thorough and accurate records of all transactions, 
client communications, and relevant documentation, accessible for internal audits and 
regulatory reviews. 

• Prompt Reporting of Issues: Immediately reporting any disputes, potential compliance 
issues, or client concerns to management for swift and appropriate resolution. 
 

1.3.3 Managing Partners’ Role 
The Managing Partners at [COMPANY NAME] plays a central role in overseeing adherence to TREC 
and company-specific regulations. Responsibilities include: 

• Policy Enforcement: Actively monitoring compliance across all departments, ensuring that 
agents and brokers adhere to this manual’s standards. 

• Risk Management: Identifying and addressing potential compliance risks, establishing risk 
mitigation strategies, and reporting any significant issues to upper management. 

• Record-Keeping and Reporting: Ensuring all documentation is complete, accurate, and 
aligned with TREC standards, facilitating any necessary internal or external reviews. 
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• Employee Support: Providing resources and guidance for team members in understanding 
and implementing regulatory requirements effectively in their roles. 

 
1.4 Scope and Applicability 
The provisions of this manual apply to all employees, agents, and independent contractors associated 
with [COMPANY NAME], creating a cohesive and consistent set of standards across all operations. 
The manual is tailored specifically to: 

• Texas Commercial Real Estate Standards: Addressing nuances of the Houston real estate 
market and ensuring all actions align with state laws. 

• Client-Facing Roles and Internal Operations: Covering both client engagement and 
internal operations to ensure seamless, compliant, and professional practices in every facet 
of the business. 
 

The manual is a mandatory reference point for every decision, transaction, and client interaction 
undertaken by [COMPANY NAME], enabling staff to conduct their duties with a clear understanding of 
compliance and operational excellence. 

 
1.5 Update Frequency and Triggers 
[COMPANY NAME] commits to keeping this manual current and fully aligned with TREC guidelines. 
Updates are implemented according to the following review protocol: 

• Annual Review: Conducted by both the Managing Partners and the Chief Financial Officer 
(CFO), this review ensures that the manual reflects the latest TREC regulations. Necessary 
adjustments are made, and training sessions are scheduled as needed. 

• Trigger-Based Updates: Any regulatory changes from TREC, significant industry shifts, or 
internal operational adjustments trigger an immediate review and update to the relevant 
sections of the manual. Management notifies all personnel of these changes, and training or 
informational sessions are provided where appropriate. 
 

[COMPANY NAME]’s commitment to frequent and responsive updates minimizes compliance risk, 
ensuring that all associates have access to and are well-versed in current standards. 

 
1.6 Reference Code and Compliance Standards 
In developing this manual, the Texas Administrative Code §533.2 serves as the foundational 
reference for compliance. All sections of this manual that involve legal or regulatory obligations make 
specific reference to §533.2, ensuring consistent adherence to Texas real estate law. Key compliance 
standards embedded in this policy include: 

• Documentation Requirements: Clear standards for documenting transactions, client 
interactions, and complaint resolution. 

• Ethical Standards in Client Interaction: Professional and ethical guidelines for managing 
client relationships, including dispute resolution and transparency in all contractual dealings. 

• Risk Management Practices: Established practices for monitoring and mitigating 
compliance risks, particularly in complex client transactions and contract management. 
 

Summary and Citations 
The "General Policy and Purpose" section of the [COMPANY NAME] Policy and Procedures Manual 
sets a critical foundation for the company's operations, ensuring that all actions align with the Texas 
Real Estate Commission (TREC) guidelines and that personnel carry out their duties with 
consistency, professionalism, and full regulatory compliance. This section encapsulates the core 
objectives and expectations of [COMPANY NAME] in delivering high-caliber service within the 
Houston commercial real estate market. Below, each priority within this section is explored further to 
underscore how these values are interwoven into the manual’s structure and purpose. 
 
Uniformity in Procedure Across All Transactions 
[COMPANY NAME] emphasizes consistency across all business transactions by outlining detailed, 
standardized processes that each employee, agent, and broker follows. Uniformity is achieved 
through precise procedures that define how each transaction is documented, from initial client contact 
to final contract closure, ensuring that every action taken is aligned with TREC §533.2 regulations. 
This consistency not only reduces risk but also fosters operational efficiency and reliability, as all team 
members follow an established, regulated process. 
This standardization supports: 
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• Operational Efficiency: With clear procedures in place, [COMPANY NAME] minimizes 
ambiguity and ensures that all agents can confidently and efficiently execute their tasks. 

• Risk Mitigation: Adherence to TREC-mandated procedures prevents potential compliance 
issues by creating a streamlined approach to documentation, client interaction, and dispute 
management. 

• Employee Accountability: With each process defined, individual responsibilities are clear, 
ensuring that each team member knows their role in maintaining compliant, consistent 
practices. 
 

Professionalism in Client Engagements to Foster Trust 
A cornerstone of [COMPANY NAME]’s operations is professionalism, particularly in client-facing roles 
where trust and transparency are essential. This manual provides explicit guidance on ethical client 
interactions, confidentiality, and transparency, with a focus on building lasting client relationships 
based on mutual trust and respect. Each step of the client engagement process—from initial 
meetings, disclosures, and contract negotiations to finalizing agreements—requires team members to 
prioritize integrity and open communication, aligning with TREC’s principles of ethical practice. 
 
Key elements include: 

• Ethical Standards: Clearly defined ethical guidelines ensure that all client interactions are 
conducted with honesty and transparency, further fostering client confidence in [COMPANY 
NAME]’s services. 

• Confidentiality Protocols: Specific protocols in place protect client information, preventing 
unauthorized disclosures and ensuring that client trust is maintained throughout the business 
relationship. 

• Dispute Resolution: Procedures for managing conflicts are provided, ensuring that disputes 
are handled promptly, fairly, and with the utmost professionalism, reflecting the company’s 
commitment to upholding high ethical standards in all client engagements. 
 

A Culture of Compliance with Regular Updates and Proactive Risk Management 
Compliance with TREC standards is a top priority for [COMPANY NAME], and the "General Policy 
and Purpose" section details how this culture of compliance is built, monitored, and sustained. By 
incorporating TREC §533.2, [COMPANY NAME] ensures that all agents and brokers adhere to the 
latest regulatory requirements and are trained in proactive risk management practices. Through 
regular manual updates, workshops, and compliance checks, [COMPANY NAME] cultivates an 
environment where regulatory awareness and adherence are ingrained in everyday operations. 
 
Elements that sustain this culture of compliance include: 

• Annual and Situational Reviews: Regular assessments ensure that the manual reflects any 
updates to TREC regulations or changes in the company’s policies, keeping all procedures 
current and relevant. 

• Employee Education and Training: Ongoing training sessions ensure that all personnel are 
well-versed in compliance standards, empowering them to recognize and address potential 
risks proactively. 

• Dedicated Compliance Oversight: A designated Managing Partner manages adherence to 
TREC and company-specific regulations, providing ongoing support to team members and 
ensuring that compliance remains a core element of [COMPANY NAME]’s operations. 
 

Supporting the Company’s Commitment to Regulatory Compliance, Operational Integrity, and 
Exceptional Service 
Each component within the "General Policy and Purpose" section is crafted to reflect [COMPANY 
NAME]’s unwavering commitment to upholding regulatory standards, operational excellence, and 
high-quality service delivery. By integrating TREC §533.2 guidelines throughout this manual, the 
company establishes a framework that supports compliance across all levels, emphasizing the 
importance of regulatory adherence, ethical behavior, and service integrity. 
This section ultimately reinforces: 

• [COMPANY NAME]’s Reputation: By prioritizing compliance and integrity, the company 
builds a strong reputation in the Houston commercial real estate market as a trusted, reliable 
partner for clients. Copyrig
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• Long-Term Operational Stability: With a firm foundation in standardized procedures, ethical 
client engagement, and a proactive compliance culture, [COMPANY NAME] establishes 
operational resilience, minimizing potential legal or ethical risks. 

• Client Satisfaction and Retention: By fostering professionalism and trust in every client 
interaction, [COMPANY NAME] enhances client loyalty and satisfaction, strengthening its 
position as a leader in the commercial real estate sector. 
 

By adopting this foundational approach, [COMPANY NAME] creates an environment where all team 
members are empowered to operate confidently, effectively, and ethically within the framework set by 
TREC and company standards, ensuring sustainable, high-quality service delivery. 
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Policy 002: Professional Ethics and Conduct 
 

Effective Dates: [Insert Effective Date] 

Reviewed and Revised Dates: [Insert Reviewed/Revised Dates] 

 

2.1 Purpose 

The purpose of this section is to ensure that all licensed real estate agents and brokers operating 
under [COMPANY NAME] uphold the highest standards of professional ethics and conduct in 
accordance with the guidelines set forth by the Texas Real Estate Commission (TREC). This policy 
focuses on maintaining a strong commitment to fidelity, integrity, and competency, which are the 
cornerstones of ethical real estate practice. The goal of these standards is not only to safeguard the 
interests of clients but also to foster a transparent, fair, and equitable real estate market. Compliance 
with the TREC Chapter 531 - Canons of Professional Ethics and Conduct is mandatory, and 
every agent is expected to internalize these principles and apply them in every transaction and 
interaction with clients, partners, and third-party entities. 

The purpose further includes setting clear guidelines on consumer information, ensuring all clients 
and consumers are aware of their rights and the ethical obligations of [COMPANY NAME]. 
Discrimination, whether based on race, color, religion, national origin, sex, disability, or familial status, 
is strictly prohibited. This policy also mandates that agents and brokers fully disclose their roles in real 
estate transactions to ensure no confusion or misrepresentation occurs. 

By adhering to these standards, [COMPANY NAME] guarantees that all licensed professionals under 
its management operate at the highest levels of ethical conduct, fostering trust, building client 
relationships, and enhancing the company's reputation within the commercial real estate market, 
particularly in Houston and beyond. 

 

2.2 Additional Authority 

The following regulations and administrative codes govern the ethical standards and professional 
conduct required of all license holders operating under [COMPANY NAME]. Compliance with these 
rules ensures that all agents and brokers meet the regulatory and ethical expectations of the Texas 
Real Estate Commission (TREC) and maintains the integrity of the profession. 

• 22 Tex. Admin. Code § 531.1: Definitions 

• 22 Tex. Admin. Code § 531.2: Fidelity 

• 22 Tex. Admin. Code § 531.3: Integrity 

• 22 Tex. Admin. Code § 531.4: Competency 

• 22 Tex. Admin. Code § 531.18: Consumer Information 

• 22 Tex. Admin. Code § 531.19: Discriminatory Practices 

• 22 Tex. Admin. Code § 531.20: Information About Brokerage Services 

Each of these sections provides clear guidelines on the expectations placed on real estate 
professionals regarding their interactions with clients, the provision of accurate information, and 
maintaining fairness and transparency in all transactions. These codes serve as the foundation upon 
which [COMPANY NAME] builds its ethical practices and operational procedures. 
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This policy applies to all licensed real estate agents and brokers employed or contracted by 
[COMPANY NAME], with specific focus on commercial real estate activities conducted in Houston 
and the surrounding areas. The scope of this policy extends to every aspect of real estate operations, 
including, but not limited to: 

• Client interactions and consultations 

• Real estate transaction negotiations 

• Execution of contracts and legal agreements 

• Marketing and advertising of real estate properties 

• Collection and distribution of client information 

• Adherence to non-discriminatory practices in real estate dealings 

• Provision of consumer protection information and rights notifications 

• Handling of fiduciary responsibilities and disclosure of material facts 

The policy applies equally to all agents and brokers, whether they are working in-office, remotely, or 
on-site during property visits. It is the responsibility of each professional to be fully aware of these 
guidelines and ensure their daily activities reflect a commitment to ethical conduct, transparency, and 
respect for the rights of all individuals and parties involved. 

 

2.4 Responsible Party 

The Managing Partners of [COMPANY NAME] hold ultimate responsibility for ensuring that all 
employees and associates comply with the ethical standards set out in this policy. The Managing 
Partners are responsible for daily oversight of policy implementation, auditing transactions, and 
providing guidance to ensure adherence to TREC standards. The Managing Partners also acts as 
the point of contact for any agent or broker requiring clarification on ethical issues or needing 
assistance in navigating complex transactions where ethical considerations are paramount. 

Contact details for the Managing Partners will be provided to all staff members, and any queries 
related to compliance, ethical practices, or policy interpretation should be directed to this office. The 
Managing Partners oversee the broader strategic alignment of the firm’s practices with TREC 
requirements and provide final approval on all significant policy changes and updates. 

In cases where disciplinary actions are warranted due to ethical violations, the Managing Partners, in 
consultation with the Managing Partners, will conduct thorough investigations and determine 
appropriate measures, which may include additional training, suspension, or termination of 
employment. 

 

2.5 Definitions 

To ensure clarity and understanding, the following definitions are provided based on TREC Chapter 
531 and the operational practices of [COMPANY NAME]: 

• Commission: Refers to the Texas Real Estate Commission (TREC), the governing body 
responsible for regulating real estate professionals in Texas and enforcing the ethical 
standards outlined in this policy. 

• License Holder: Any individual, broker, or sales agent licensed under Chapter 1101 of the 
Texas Occupations Code to engage in real estate activities, including the listing, selling, 
leasing, or managing of real estate properties. 

• Fidelity: The duty of loyalty that a license holder owes to their client, requiring them to act in 
the client’s best interest, while also treating all parties to a transaction fairly. 

• Integrity: The obligation to perform duties honestly and with caution, avoiding any form of 
misrepresentation or deceptive practice in real estate transactions. 
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• Competency: The professional expectation that all license holders possess the necessary 
knowledge, experience, and skill to carry out their duties effectively and in compliance with 
legal and market standards. 

• Consumer Information: Information that must be provided to all clients to inform them of 
their rights, the role of the broker or agent, and other essential details regarding real estate 
services, as required by TREC § 531.18. 

• Consumer Protection Notice: A mandatory notice that informs consumers of their rights and 
obligations in real estate transactions and provides regulatory contact information for filing 
complaints or inquiries. 

• Discriminatory Practices: Any action or behavior by a license holder that treats individuals 
or groups unfairly or differently based on protected characteristics such as race, religion, 
national origin, sex, disability, or familial status, in violation of TREC § 531.19. 

 

2.6 Policy Statement 

At [COMPANY NAME], the commitment to ethical real estate practice is central to our mission. Every 
agent and broker associated with our company is expected to embody the principles of fidelity, 
integrity, and competency in every aspect of their professional activities. This policy is not only 
designed to ensure compliance with the TREC Canons of Professional Ethics and Conduct 
(Chapter 531) but also to reinforce our dedication to providing exceptional service to our clients while 
fostering a culture of trust, transparency, and accountability. 

Our firm takes its fiduciary responsibilities seriously, always placing the client’s best interests above 
any personal gain. We also recognize the importance of integrity in all dealings, ensuring that every 
contract, negotiation, and representation is carried out with the utmost honesty and fairness. 
Furthermore, [COMPANY NAME] places a strong emphasis on competency, requiring all agents and 
brokers to continually improve their knowledge of the market, the law, and the evolving needs of 
clients. 

In line with TREC regulations, we provide comprehensive consumer information and maintain a zero-
tolerance policy toward discriminatory practices. By doing so, we uphold the ethical standards that 
form the foundation of our company’s success and reputation in the commercial real estate industry. 

 

2.7 Policy 

The policies outlined below provide detailed guidance on the ethical standards and professional 
conduct expected of all agents and brokers working under [COMPANY NAME]. Each subsection 
corresponds to a specific TREC regulation, ensuring full compliance and promoting ethical practices 
across all business activities. 

 
2.7.1 Fidelity (TREC § 531.2) 

At [COMPANY NAME], fidelity to the client is paramount. Every licensed agent is required to act as a 
fiduciary, prioritizing the client’s interests above all else. This duty is not only a legal obligation but 
also a moral imperative that defines the ethical standard of our business. 

1. Client Representation: 
o Upon engaging a new client, the assigned agent ensures full disclosure of their 

fiduciary responsibilities, which include safeguarding the client’s interests throughout 
the entire transaction process. 

o Agents are responsible for clearly explaining their role, the scope of the services 
offered, and the potential outcomes of the transaction. This ensures that the client 
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understands the agent’s duty to act on their behalf and with their best interests in 
mind. 

o All terms of engagement, including fees and any potential conflicts of interest, are to 
be clearly outlined in the brokerage service agreement, which is reviewed and 
approved by the Managing Partners before execution. 

2. Transparency in Dealings: 
o Agents are required to maintain complete transparency in all transactions, providing 

clients with detailed information about the market conditions, property values, legal 
obligations, and any other factors that may affect their decisions. 

o In cases where the agent holds a personal interest in the transaction (e.g., acting as 
both broker and property owner), this interest must be fully disclosed to the client at 
the earliest opportunity. Failure to do so is a violation of the principle of fidelity and 
will be addressed through disciplinary measures, including potential termination. 

3. Fairness to All Parties: 
o While the agent’s primary obligation is to the client, [COMPANY NAME] emphasizes 

the importance of treating all parties to a transaction with fairness and respect. This 
includes buyers, sellers, tenants, landlords, and third-party professionals. 

o Agents must avoid any actions that could be interpreted as favoritism or bias toward 
one party over another, except where explicitly required by their fiduciary duty to the 
client. The Managing Partners review all transaction records to ensure compliance 
with this requirement. 

4. Conflicts of Interest: 
o Any potential conflict of interest, whether financial or personal, must be immediately 

disclosed to the Managing Partners and the client. Agents are required to refrain 
from engaging in any transaction where their personal interest may conflict with their 
duty to the client, unless such conflict is fully disclosed and agreed upon in writing by 
the client. 

o [COMPANY NAME] prohibits agents from using confidential client information for 
personal gain or to benefit another client. Violations of this policy result in immediate 
disciplinary action, including possible legal consequences. 

5. Trust and Confidentiality: 
o Agents must maintain the trust and confidence of their clients by protecting all 

sensitive information shared during the course of a transaction. This includes 
financial data, personal information, and any proprietary details related to the client’s 
business or property. 

o Any breach of confidentiality is considered a serious violation of TREC § 531.2 and 
the ethical standards of [COMPANY NAME]. The Managing Partners conducts 
regular audits of client files and communication records to ensure compliance with 
this confidentiality requirement. 

6. Handling Client Funds:  
o All client funds, such as earnest money or security deposits, must be handled in 

accordance with TREC regulations. Agents must deposit client funds into designated 
trust accounts and maintain detailed records of all financial transactions. Under no 
circumstances may an agent use client funds for personal or business expenses 
unrelated to the client’s transaction. 

o Agents must review all financial transactions with the client to ensure complete 
transparency. A copy of the transaction records should be provided to the client upon 
request, and the agent must ensure that the client has a clear understanding of how 
their funds are being used. 

7. Client Communications:  
o Agents are responsible for maintaining open and transparent lines of communication 

with clients. This includes keeping clients informed of any developments in their 
transaction, responding promptly to inquiries, and providing regular updates. If a 
client provides instructions that are not in their best interest, the agent is obligated to 
provide counsel and explain the potential risks associated with those instructions. 
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2.7.2 Integrity (TREC § 531.3) 

Integrity is a core value at [COMPANY NAME], and all agents and brokers are expected to 
demonstrate honesty, fairness, and transparency in every interaction, whether with clients, 
colleagues, or third-party entities. The following guidelines ensure that integrity remains a guiding 
principle in all professional activities. 

1. Contractual Integrity: 
o Agents must exercise extreme caution and diligence when drafting, reviewing, or 

executing contracts on behalf of clients. All terms must be clearly stated, and any 
ambiguities or potential areas of misinterpretation must be addressed before the 
contract is finalized. 

o Prior to presenting any contract to a client, the Managing Partners reviews it to 
ensure that the terms align with the client’s interests and that no misleading language 
is present. This review process is mandatory for all contracts, regardless of the size 
or complexity of the transaction. 

2. Prudence and Caution in Transactions: 
o Agents are required to employ a high degree of prudence in all real estate dealings. 

This includes conducting thorough due diligence on properties, market conditions, 
and potential risks before making any recommendations to clients. 

o In situations where an agent is uncertain about the legality or ethics of a proposed 
action, they are encouraged to consult the Managing Partners for guidance before 
proceeding. This ensures that all actions taken are in full compliance with both TREC 
regulations and the internal policies of [COMPANY NAME]. 

3. Avoidance of Misrepresentation: 
o Agents must avoid any form of misrepresentation, whether intentional or accidental. 

This includes exaggerating property values, underestimating costs, or providing 
incomplete information about potential risks associated with a transaction. 

o To prevent unintentional misrepresentation, agents are required to document all 
communications with clients and third parties, ensuring that every piece of 
information provided is accurate and supported by evidence. The Managing 
Partners periodically review these records to verify that all communications meet the 
company’s high standards of integrity. 

4. Accountability: 
o Integrity requires accountability, and agents at [COMPANY NAME] are expected to 

take full responsibility for their actions and decisions. In the event of an error or 
oversight, the agent must immediately notify the Managing Partners and take 
corrective action to rectify the situation. 

o The Managing Partners conduct regular performance evaluations to assess each 
agent’s adherence to the principles of integrity. These evaluations consider not only 
the agent’s transactional performance but also their ethical conduct in all dealings. 

5. Fair and Honest Marketing: 
o All marketing materials produced by agents must reflect the true nature of the 

properties being represented. Misleading or deceptive advertising is strictly 
prohibited, and agents must ensure that all descriptions, photographs, and claims 
about a property are accurate and up to date. 

o The Marketing Manager is responsible for reviewing all promotional content before 
publication to ensure that it complies with TREC regulations and the ethical standards 
of [COMPANY NAME]. Any violations are reported to the Managing Partners for 
immediate resolution. 

 
2.7.3 Competency (TREC § 531.4) 

Competency in the real estate profession goes beyond basic knowledge and requires continuous 
learning, adaptability, and the ability to provide clients with expert advice and guidance in a constantly 
changing market. [COMPANY NAME] is committed to ensuring that all agents and brokers remain at 
the forefront of the industry through ongoing education, training, and skill development. Copyrig
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1. Knowledge of Local and National Markets: 
o Agents are required to stay informed about current market conditions, both locally in 

Houston and nationally, to provide clients with accurate and relevant advice. This 
includes keeping abreast of economic trends, changes in property values, and new 
regulations that may impact real estate transactions. 

o The Managing Partners provides quarterly market reports to all agents, summarizing 
key developments in the Houston real estate market. Agents are expected to review 
these reports and incorporate the information into their client consultations. 

2. Continuing Education: 
o [COMPANY NAME] mandates that all agents complete the required continuing 

education courses as outlined by TREC. These courses cover legal updates, ethical 
standards, and specialized topics relevant to the commercial real estate market. 

o In addition to TREC requirements, agents are encouraged to participate in company-
sponsored workshops and seminars on advanced real estate topics, such as 
investment analysis, property management, and client relationship management. The 
Managing Partners tracks each agent’s participation in these programs to ensure 
compliance with the company’s competency standards. 

3. Skill Development: 
o To enhance their professional competency, agents must develop specialized skills 

that align with their areas of expertise, whether in property leasing, investment sales, 
or retailer representation. This includes gaining proficiency in data analysis, financial 
modeling, and contract negotiation. 

o The Managing Partners provide mentorship and coaching to agents, helping them 
refine their skills and apply them effectively in real-world transactions. Periodic skill 
assessments are conducted to identify areas for improvement, and agents are 
provided with tailored training plans to address any gaps in knowledge or experience. 

4. Judgment and Professionalism: 
o Competency also requires sound judgment and the ability to navigate complex legal 

and financial scenarios. Agents are expected to exercise professional discretion 
when advising clients on matters such as contract terms, financing options, and risk 
mitigation strategies. 

o The Managing Partners offers one-on-one consultations for agents dealing with 
particularly challenging transactions, providing guidance on best practices and ethical 
considerations. These consultations are designed to reinforce the importance of 
competency in maintaining client trust and ensuring successful outcomes. 

5. Specialization in Real Estate Types: 
o Agents must be knowledgeable about the specific types of real estate they are 

brokering. This includes understanding the characteristics of different property types 
(e.g., retail, office, industrial) and the unique considerations involved in each 
transaction. 

o [COMPANY NAME] offers specialized training sessions for agents working in niche 
markets, such as restaurant representation or property disposition. These sessions 
cover the legal, financial, and operational aspects of these markets, ensuring that 
agents have the expertise needed to meet the specific needs of their clients. 

 
2.7.4 Consumer Information (TREC § 531.18) 

Consumer protection is a priority at [COMPANY NAME], and all agents are required to provide clients 
with clear, accessible, and comprehensive information about their rights and the services offered by 
the company. The following procedures ensure compliance with TREC § 531.18 and promote 
transparency in all client interactions. 

1. Display of Consumer Protection Notice: 
o In accordance with TREC regulations, [COMPANY NAME] prominently displays the 

Texas Real Estate Commission Consumer Protection Notice (CN 1-5) in each of 
its office locations. This notice informs clients of their rights and provides contact 
information for the TREC should they have any complaints or concerns about their 
real estate transactions. 
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o The Office Manager is responsible for ensuring that the notice is visible and up to 
date in all office locations. Any changes to the notice, as mandated by TREC, are 
implemented immediately to maintain compliance. 

2. Website Compliance: 
o A link to the Consumer Protection Notice is provided on the homepage of the 

company’s website, clearly labeled and formatted in compliance with TREC 
guidelines. The notice must be easy to find, and the link text must meet the font size 
and labeling requirements specified by TREC. 

o The IT Manager oversees the website’s compliance with these requirements, 
regularly checking that the link is functional and correctly displayed. Any updates to 
the notice are promptly uploaded to the website to ensure continuous compliance. 

3. Provision of Consumer Information to Clients: 
o At the first substantive communication with a client, whether in person, via email, or 

over the phone, agents are required to provide a copy of the Consumer Protection 
Notice. This ensures that clients are fully informed of their rights from the outset of 
the transaction. 

o Agents must document the delivery of this notice in their client records, noting the 
date and method of delivery. The Managing Partners conducts periodic audits of 
client files to confirm that this requirement is being met. 

4. Client Acknowledgment: 
o In cases where the Consumer Protection Notice is delivered electronically (e.g., via 

email), agents must request confirmation from the client that they have received and 
reviewed the notice. This acknowledgment is recorded in the client’s file as part of the 
compliance documentation. 

o The Managing Partners provides agents with templates and guidance on how to 
request and record client acknowledgments effectively, ensuring that all interactions 
remain professional and compliant with TREC standards. 

 
2.7.5 Discriminatory Practices (TREC § 531.19) 

[COMPANY NAME] is committed to maintaining an inclusive and non-discriminatory environment in 
all real estate dealings. Discriminatory practices, as defined by TREC § 531.19, are strictly prohibited, 
and any violation of this policy will be met with immediate disciplinary action. 

1. Prohibition of Discriminatory Inquiries: 
o Agents are prohibited from making inquiries about, or facilitating discussions 

regarding, the race, religion, national origin, sex, disability, or familial status of any 
individual involved in a real estate transaction. This includes inquiries related to 
property occupants, buyers, sellers, tenants, or lessees. 

o The Managing Partners provides annual training sessions on fair housing laws and 
anti-discrimination practices, ensuring that all agents are aware of their 
responsibilities under federal, state, and local laws. 

2. Complaint Handling and Resolution: 
o Should any client or third party raise a concern about discriminatory practices, the 

Managing Partners are responsible for conducting a thorough investigation. This 
process includes reviewing all relevant documentation, interviewing the parties 
involved, and taking corrective action where necessary. 

o In cases where a violation is confirmed, the Managing Partners determine the 
appropriate disciplinary measures, which may include retraining, suspension, or 
termination of employment. [COMPANY NAME] takes a zero-tolerance approach to 
discrimination, and all complaints are addressed with the utmost seriousness. 

3. Inclusive Marketing Practices: 
o All marketing and promotional materials produced by the company must adhere to 

non-discriminatory standards, avoiding any language or imagery that could be 
interpreted as excluding or marginalizing any group. This includes property listings, 
advertisements, and social media posts. Copyrig
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o The Marketing Manager reviews all materials before publication to ensure 
compliance with TREC regulations and anti-discrimination laws. Any concerns are 
escalated to the Managing Partners for further review. 

4. Training and Awareness: 
o Agents are required to complete annual training on non-discriminatory practices, 

which covers topics such as fair housing laws, implicit bias, and strategies for 
promoting inclusivity in real estate transactions. The Managing Partners tracks 
participation in these training sessions and ensures that all agents are up to date on 
their responsibilities. 

o In addition to formal training, agents are encouraged to seek guidance from the 
Managing Partners whenever they encounter situations that may involve 
discrimination. By fostering a culture of awareness and accountability, [COMPANY 
NAME] ensures that its agents operate with fairness and equity in all aspects of their 
work. 

 
2.7.6 Information About Brokerage Services (TREC § 531.20) 

Providing clear and comprehensive information about brokerage services is essential for ensuring that 
clients understand the role of the broker or agent in a real estate transaction. [COMPANY NAME] 
follows TREC § 531.20 in its approach to client communication and service disclosure. 

1. Provision of the Information About Brokerage Services (IABS) Notice: 
o At the first substantive communication with a client, agents are required to provide 

the Information About Brokerage Services (IABS) Notice, which outlines the 
different types of brokerage services available and the client’s rights under Texas 
law. 

o The notice must be provided in a format approved by TREC, and agents are 
responsible for ensuring that the client receives and understands the notice before 
proceeding with any real estate transaction. This requirement applies to both in-
person meetings and electronic communications. 

2. Documenting Client Acknowledgment: 
o Agents must document the delivery of the IABS Notice in their client records, noting 

the date, method of delivery, and any acknowledgment received from the client. This 
documentation serves as proof of compliance with TREC regulations and protects 
both the agent and the company in the event of a dispute. 

o The Managing Partners conducts regular audits of client records to ensure that the 
IABS Notice is being provided consistently and in accordance with TREC guidelines. 

3. Electronic Delivery and Website Compliance: 
o In cases where the IABS Notice is delivered electronically, agents must ensure that it 

is sent as part of the body of an email, as an attachment, or via a clearly labeled link. 
The notice must not be included in a footnote or signature block, as this may not 
meet TREC visibility requirements. 

o The IT Manager ensures that a link to the IABS Notice is prominently displayed on 
the company’s website, in compliance with TREC guidelines for font size, labeling, 
and placement. Any changes to the notice or TREC regulations are promptly 
reflected on the website to maintain continuous compliance. 

4. Follow-up Communications: 
o After providing the IABS Notice, agents are encouraged to follow up with the client to 

address any questions or concerns they may have about the brokerage services 
offered. This follow-up helps to ensure that the client fully understands their options 
and the role of the agent in the transaction. 

o The Managing Partners provides agents with best practices for conducting these 
follow-up communications, ensuring that all interactions remain professional and 
aligned with the company’s commitment to transparency and ethical conduct. 

 

2.8 Procedure 
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The procedures outlined below provide detailed step-by-step instructions for complying with the 
ethical standards and professional conduct policies of [COMPANY NAME]. Each procedure is 
designed to ensure that all agents and brokers meet the expectations set forth by TREC and the 
company. 

 
2.8.1 Fidelity Procedures 

1. Client Engagement: 
o When a new client is engaged, the assigned agent schedules an initial consultation to 

discuss the client’s goals, expectations, and the services offered by [COMPANY 
NAME]. During this meeting, the agent provides the client with a full disclosure of 
their fiduciary responsibilities and outlines the terms of the brokerage service 
agreement. 

o The Managing Partners reviews the brokerage service agreement to ensure that all 
terms are clearly stated and that the agent’s fiduciary duty to the client is fully 
outlined. This review process is mandatory for all agreements, regardless of the size 
or complexity of the transaction. 

2. Transaction Management: 
o Throughout the transaction, agents maintain detailed records of all communications, 

negotiations, and decisions made on behalf of the client. These records are stored in 
the company’s secure transaction management system, which is regularly audited by 
the Managing Partners to ensure compliance with TREC regulations and the 
company’s ethical standards. 

o If a conflict of interest arises during the transaction, the agent must immediately notify 
the client and the Managing Partners. The agent must take appropriate steps to 
resolve the conflict, which may include recusing themselves from the transaction or 
obtaining written consent from the client to proceed. 

3. Client Confidentiality: 
o Agents are required to protect all confidential information shared by the client, 

including financial data, personal details, and proprietary business information. This 
information must not be shared with third parties without the client’s explicit consent. 

o The Managing Partners provides agents with guidance on handling sensitive 
information and conducts regular audits of client files to ensure that confidentiality is 
being maintained. Any breaches of confidentiality are addressed immediately and 
may result in disciplinary action. 

 
2.8.2 Integrity Procedures 

1. Contract Review: 
o Before presenting any contracts to clients, agents must submit the contracts to the 

Managing Partners for review. This review ensures that all terms are fair, 
transparent, and in the client’s best interest. The Managing Partners checks for any 
misleading language or potential conflicts that could harm the client’s position in the 
transaction. 

o Once the contract is approved, the agent provides the client with a clear explanation 
of all terms, ensuring that the client understands their rights and obligations before 
signing. The agent must document this explanation and obtain the client’s 
acknowledgment in writing. 

2. Misrepresentation Prevention: 
o To prevent misrepresentation, agents are required to document all communications 

with clients, including phone calls, emails, and in-person meetings. These records 
must be stored in the company’s secure client management system and are subject 
to periodic review by the Managing Partners. 

o If an agent becomes aware of any potential misrepresentation in a transaction, they 
must immediately notify the Managing Partners and take steps to correct the issue. 
This may include providing additional information to the client or revising the terms of 
the contract to reflect the true nature of the transaction. 
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3. Ethical Advertising: 
o All marketing and advertising materials must be truthful and accurately represent the 

properties being marketed. Agents are prohibited from using deceptive language, 
exaggerating property features, or omitting important information that could mislead 
potential buyers or tenants. 

o The Marketing Manager reviews all advertisements, brochures, and social media 
posts before they are published to ensure that they comply with TREC regulations 
and the company’s ethical standards. Any violations are reported to the Managing 
Partners for immediate resolution. 

 
2.8.3 Competency Procedures 

1. Continuing Education and Training: 
o Agents must complete all required continuing education courses as outlined by 

TREC. The Managing Partners monitors each agent’s progress and ensures that 
they meet the state’s requirements for license renewal. In addition to TREC courses, 
agents are encouraged to participate in company-sponsored training sessions on 
advanced real estate topics. 

o The Managing Partners provides agents with access to online learning platforms, 
where they can complete courses on a range of subjects, from legal updates to 
emerging market trends. Agents are required to document their participation in these 
courses and submit certificates of completion to the Managing Partners for record-
keeping. 

2. Specialized Training for Commercial Real Estate: 
o Given the complexity of the commercial real estate market, agents at [COMPANY 

NAME] are required to undergo specialized training in areas such as investment 
analysis, property management, and lease negotiation. This training is provided by 
the Managing Partners and includes case studies, role-playing exercises, and guest 
lectures from industry experts. 

o The Managing Partners tracks each agent’s completion of specialized training and 
ensures that they are equipped to handle the unique challenges of commercial real 
estate transactions. 

3. Skill Assessments: 
o The Managing Partners conduct annual skill assessments to evaluate each agent’s 

competency in key areas such as negotiation, market analysis, and client relationship 
management. Agents are given feedback on their performance and are provided with 
opportunities for further development through mentorship and coaching programs. 

o Agents who excel in their assessments may be offered leadership roles within the 
company, allowing them to mentor junior agents and contribute to the overall growth 
of [COMPANY NAME]. 

 
2.8.4 Consumer Information Procedures 

1. Consumer Protection Notice: 
o The Office Manager ensures that the Texas Real Estate Commission Consumer 

Protection Notice (CN 1-5) is displayed in a prominent location in each office. This 
notice informs clients of their rights and provides contact information for TREC in 
case of any complaints or concerns. 

o The IT Manager is responsible for ensuring that the Consumer Protection Notice is 
clearly displayed on the company’s website and that it meets TREC requirements for 
font size and labeling. Any changes to the notice are promptly implemented to 
maintain compliance. 

2. Client Communication: 
o Agents are required to provide clients with the Consumer Protection Notice at the 

first substantive communication. This may be done in person, via email, or through 
the company’s website. Agents must document the delivery of the notice and obtain 
the client’s acknowledgment in writing. 
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o The Managing Partners conducts regular audits of client records to ensure that the 
Consumer Protection Notice is being provided consistently and in accordance with 
TREC regulations. Any deviations from this procedure are addressed immediately. 

 
2.8.5 Discriminatory Practices Procedures 

1. Non-Discrimination Training: 
o All agents must complete annual training on non-discriminatory practices, which 

covers federal, state, and local laws related to fair housing and anti-discrimination. 
The Managing Partners tracks participation in these training sessions and ensures 
that all agents are up to date on their responsibilities. 

o In addition to formal training, agents are encouraged to participate in discussions and 
workshops on diversity, equity, and inclusion. These sessions help agents develop a 
deeper understanding of the challenges faced by underrepresented groups in the real 
estate market and promote a more inclusive approach to their work. 

2. Handling Complaints: 
o If a client or third party raises a concern about discriminatory practices, the 

Managing Partners conducts a thorough investigation. This includes reviewing all 
relevant documentation, interviewing the parties involved, and taking corrective action 
where necessary. 

o Any confirmed violations of the non-discrimination policy result in immediate 
disciplinary action, which may include retraining, suspension, or termination of 
employment. The Managing Partners oversee the disciplinary process to ensure 
that all complaints are addressed fairly and transparently. 

3. Inclusive Marketing: 
o Agents are required to ensure that all marketing materials are free from 

discriminatory language or imagery. This includes property listings, advertisements, 
and social media posts. The Marketing Manager reviews all materials before 
publication to ensure that they comply with TREC regulations and anti-discrimination 
laws. 

o The Managing Partners provides agents with guidance on creating inclusive 
marketing campaigns and monitors their compliance with the company’s non-
discrimination policy. 

 
2.8.6 Information About Brokerage Services Procedures 

1. Providing the IABS Notice: 
o At the first substantive communication with a client, agents are required to provide 

the Information About Brokerage Services (IABS) Notice, which explains the 
different types of brokerage services available and the client’s rights under Texas 
law. 

o The notice must be delivered in a format approved by TREC, either in person, via 
email, or through the company’s website. Agents are responsible for ensuring that the 
client receives and understands the notice before proceeding with any real estate 
transaction. 

2. Documenting Delivery: 
o Agents must document the delivery of the IABS Notice in their client records, noting 

the date, method of delivery, and any acknowledgment received from the client. This 
documentation serves as proof of compliance with TREC regulations and protects 
both the agent and the company in the event of a dispute. 

o The Managing Partners conducts regular audits of client records to ensure that the 
IABS Notice is being provided consistently and in accordance with TREC guidelines. 

3. Electronic Delivery: 
o When delivering the IABS Notice electronically, agents must ensure that it is sent as 

part of the body of an email, as an attachment, or via a clearly labeled link. The notice 
must not be included in a footnote or signature block, as this may not meet TREC 
visibility requirements. 
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o The IT Manager ensures that a link to the IABS Notice is prominently displayed on 
the company’s website and that it complies with TREC guidelines for font size, 
labeling, and placement. 

 

2.9 Review and Revision 

This policy will be reviewed and revised annually, or whenever there are significant changes in TREC 
regulations or company practices. The Managing Partners are responsible for initiating the review 
process, ensuring that all updates are compliant with the latest legal and ethical standards. Any 
revisions to the policy will be approved by the Managing Partners before being implemented. 

 

2.10 References 

• TREC Chapter 531 – Canons of Professional Ethics and Conduct 

• Texas Real Estate Commission Consumer Protection Notice (CN 1-5) 

• Texas Real Estate Commission Information About Brokerage Services Notice (IABS 1-
0) 

 

2.11 Policy Review and Approval 

This policy is reviewed and approved by the [COMPANY NAME] Board of Directors. Any 
amendments are documented and approved by the same authority. 

 

2.12 Approval Signatures 

• Managing Partner: ___________________________________ Date: ___________ 

• Managing Partners: ___________________________________ Date: ___________ 
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Policy 003: Procedural Compliance and Standards 

Effective Dates: [Insert Effective Date] 
Reviewed and Revised Dates: [Insert Reviewed/Revised Dates] 

 

3.1 Purpose 

The purpose of this policy is to ensure that all real estate agents and brokers working under 
[COMPANY NAME] comply with the Texas Real Estate Commission (TREC) guidelines regarding 
procedural standards. This policy guarantees that all administrative, legal, and procedural matters—
whether related to client interactions, licensing issues, complaint resolutions, or administrative 
hearings—are handled in a structured and compliant manner. 

The guidelines established by TREC serve as the backbone of the company’s ethical and legal 
operations, protecting [COMPANY NAME], its agents, and clients by promoting transparency, 
accountability, and due process. Every broker and agent are expected to be fully aware of their 
responsibilities in this respect, ensuring that legal and procedural matters are consistently addressed 
with diligence and accuracy. 

Procedural compliance minimizes risks associated with non-compliance and ensures that all parties—
whether clients, brokers, or regulatory bodies—are given fair and transparent processes throughout 
any legal or procedural matter. [COMPANY NAME] recognizes that adherence to these standards is 
essential in maintaining its reputation for integrity and professionalism in the commercial real estate 
market. 

 

3.2 Additional Authority 

This policy is governed by the following sections of the Texas Administrative Code (TAC), which 
outline procedural standards relevant to real estate professionals licensed in Texas. These codes 
must be adhered to in all activities covered under this policy: 

• 22 Tex. Admin. Code § 533.1 – Definitions 

• 22 Tex. Admin. Code § 533.2 – Purpose and Scope 

• 22 Tex. Admin. Code § 533.3 – Filing and Notice 

• 22 Tex. Admin. Code § 533.4 – Failure to Answer, Failure to Attend Hearing, and Default 

• 22 Tex. Admin. Code § 533.5 – Transcript Cost; Interpreters and Translators 

• 22 Tex. Admin. Code § 533.6 – Filing of Exceptions and Replies 

• 22 Tex. Admin. Code § 533.7 – Final Decisions and Orders 

• 22 Tex. Admin. Code § 533.8 – Motions for Rehearing 

• 22 Tex. Admin. Code § 533.9 – Computation of Time 

• 22 Tex. Admin. Code § 533.10 – Hearing: Subpoenas and Fees 

These codes serve as the legal framework for ensuring that all procedural standards are met within 
the company, thereby protecting the organization from penalties and legal liabilities while maintaining 
ethical standards in all operations. 

 

3.3 Scope 

This policy applies to all licensed agents and brokers at [COMPANY NAME], as well as any 
administrative staff involved in the execution of procedural duties related to compliance, complaints, 
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hearings, and administrative filings. The procedural standards outlined herein affect the company’s 
response to external and internal matters, ensuring compliance with TREC regulations. 

The policy applies to: 

• Complaint filing, handling, and responses to TREC allegations or violations. 

• License applications, renewals, and administrative hearings concerning license denials or 
disciplinary actions. 

• Legal notices, filings, and submissions as related to administrative hearings and dispute 
resolutions. 

• Hearings and administrative proceedings conducted by TREC or the State Office of 
Administrative Hearings (SOAH). 

• Default and non-response scenarios. 

• Time calculations for all procedural matters involving filings and responses. 

All agents and brokers at [COMPANY NAME] are responsible for familiarizing themselves with these 
guidelines and adhering to the correct procedures when handling any situation that involves 
administrative or procedural actions governed by TREC. Failure to comply with these standards may 
result in disciplinary action by both the company and TREC. 

 

3.4 Responsible Party 

The Managing Partners at [COMPANY NAME] are tasked with overseeing and implementing all 
aspects of this procedural policy. This includes managing complaint filings, coordinating hearings, 
ensuring timely submissions of legal documents, and ensuring all procedural actions adhere to TREC 
regulations. The Managing Partners works closely with agents and brokers to guide them through 
the complexities of legal and procedural compliance, ensuring that all deadlines and formalities are 
met. 

The Managing Partners of the company hold ultimate responsibility for the approval and 
enforcement of all major decisions related to procedural compliance, including disciplinary actions, 
appeals, and reviews of contested decisions. They provide strategic oversight to ensure that the 
company's actions align with its ethical standards, ensuring that agents, brokers, and staff are 
supported in their compliance efforts. 

For any procedural queries or assistance, agents and brokers are directed to consult the Managing 
Partners, who will provide guidance and ensure that all required steps are followed in accordance 
with the relevant legal provisions. 

 

3.5 Definitions 

For the purpose of clarity, the following definitions apply within this procedural policy, as referenced in 
TREC Chapter 533 and related company operations: 

• ADR (Alternative Dispute Resolution): Methods for resolving disputes outside of a formal 
judicial or administrative setting, typically facilitated by a neutral third party. 

• TREC: The Texas Real Estate Commission, the regulatory body overseeing the licensing and 
professional conduct of real estate agents and brokers in Texas. 

• Respondent: A party, whether licensed or unlicensed, accused of violating a TREC rule or 
law. 

• Complainant: Any individual or entity who files a complaint against a real estate agent or 
broker, alleging misconduct or violation of TREC rules. Copyrig
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• SOAH: The State Office of Administrative Hearings, which handles administrative hearings 
for contested cases involving TREC. 

• License: A formal certification granted by TREC under Chapter 1101 of the Texas 
Occupations Code, permitting an individual to practice as a real estate agent or broker. 

• Pleading: Any written submission by a party to a contested case, requesting relief or making 
claims within an adjudicative process. 

• Sanction: Any penalty or disciplinary action taken by TREC for a violation of its regulations. 

• Mailing Address: The official address on file with TREC, to which all legal and administrative 
notices are sent for respondents. 

 

3.6 Policy Statement 

[COMPANY NAME] is committed to ensuring procedural compliance with all TREC regulations. This 
policy outlines the company’s approach to handling administrative filings, complaints, hearings, and 
all legal matters related to real estate practice in Texas. The goal is to ensure that all procedural 
actions are handled promptly and accurately, with strict adherence to TREC requirements and legal 
deadlines. 

By following these procedural guidelines, [COMPANY NAME] aims to protect its agents, brokers, and 
the company from legal repercussions, while fostering a transparent and fair process for handling 
disputes and compliance issues. Through diligent adherence to these standards, the company 
reinforces its commitment to ethical business practices and regulatory compliance. 

 

3.7 Policy 

The policies outlined below detail the procedural standards governing [COMPANY NAME]'s 
operations in relation to TREC Chapter 533. Each section corresponds to a specific procedural 
requirement set forth by TREC, ensuring comprehensive coverage of all legal and regulatory issues. 

 
3.7.1 Definitions (TREC § 533.1) 

The definitions provided in TREC § 533.1 establish the necessary legal terminology used in the 
procedural processes covered by this policy. These definitions are critical for ensuring all parties 
understand their roles and responsibilities during legal and administrative proceedings. 

1. Compliance and Understanding: 
o The Managing Partners is responsible for ensuring that all agents and brokers are 

familiar with the definitions outlined in TREC § 533.1. These terms are reviewed 
during onboarding sessions and in continuing education modules related to 
procedural standards. 

o In any administrative or legal proceeding, the Managing Partners ensures that all 
parties understand the terms used in filings, hearings, and notices. This prevents 
misunderstandings and ensures all involved parties can properly interpret their 
obligations and rights within the process. 

 
3.7.2 Filing and Notice (TREC § 533.3) 

Filing and notice procedures ensure that all legal communications between [COMPANY NAME], 
TREC, and other parties are handled in accordance with procedural standards. This section governs 
how filings are submitted and how respondents and complainants are notified of hearings, decisions, 
or disciplinary actions. 
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1. Complaint Handling and Filing: 
o If a complaint is filed against an agent or broker at [COMPANY NAME], the 

Managing Partners reviews the allegations and prepares a formal response. The 
response must address each complaint with supporting evidence and is filed with 
TREC within the 30-day deadline established by TREC § 533.3. 

2. Notifications and Deadlines: 
o The Managing Partners ensures that all notifications related to hearings, complaint 

filings, and disciplinary actions are sent to the appropriate parties. Each notice is 
reviewed for accuracy and compliance with TREC guidelines. Deadlines for 
responding to complaints or attending hearings are tracked using the company’s 
compliance software, ensuring no missed deadlines or defaults. 

3. Timely Submissions: 
o The Managing Partners ensures that all required documents are submitted to TREC 

by the specified deadlines. This includes formal responses to complaints, notices of 
appeal, and requests for hearings. The submission process follows a structured 
timeline to avoid delays and ensure procedural compliance. 

 
3.7.3 Failure to Answer, Attend Hearings, and Default (TREC § 533.4) 

When an agent or broker fails to answer a complaint or attend a scheduled hearing, TREC has the 
authority to issue a default order. This section outlines the consequences for failing to respond to 
legal notices or attend hearings. 

1. Managing Defaults: 
o If an agent or broker at [COMPANY NAME] fails to respond to a Notice of Alleged 

Violation or attend a hearing, the Managing Partners issues a default order in 
accordance with TREC § 533.4. This default order incorporates the findings from the 
Notice of Alleged Violation, which are considered admitted by default due to non-
response. 

2. Preventing Defaults: 
o The Managing Partners closely monitors all deadlines and ensures that agents and 

brokers are notified well in advance of any approaching deadlines for responding to 
complaints or attending hearings. The Managing Partners coordinates with all 
parties to prevent missed deadlines or non-attendance at hearings. If necessary, 
requests for rescheduling or extensions are submitted to TREC. 

3. Investigating Non-Compliance: 
o In the event that an agent or broker fails to comply with a hearing requirement, the 

Managing Partners are informed immediately, and an internal investigation is 
conducted to determine the cause of non-compliance. Disciplinary action may be 
taken internally, depending on the findings of this investigation. 

 
3.7.4 Transcript Cost; Interpreters and Translators (TREC § 533.5) 

This section outlines the requirements for covering the costs of transcripts, interpreters, or translators 
for hearings or other legal proceedings. 

1. Transcript Costs: 
o If a transcript of a SOAH proceeding is requested, the Managing Partners ensure 

that the requesting party covers the associated costs. In cases where the 
administrative law judge orders a transcript, costs are split between the parties in 
accordance with TREC § 533.5. 

2. Interpreter or Translator Requests: 
o If a party or witness in a proceeding requires an interpreter or translator, the 

Managing Partners coordinate with TREC and SOAH to arrange for these services. 
The requesting party is responsible for covering the costs of interpreter or translator 
services. All requests for these services must be submitted in advance of the hearing 
to ensure compliance with SOAH rules. 
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3. Documentation: 
o The Managing Partners maintains a record of all transcript and interpreter/translator 

costs for auditing and internal review purposes. This ensures that the company 
remains compliant with the cost-sharing provisions outlined by TREC. 

 
3.7.5 Filing of Exceptions and Replies (TREC § 533.6) 

Parties adversely affected by the administrative law judge’s Proposal for Decision may file 
exceptions or replies, which are reviewed before a final decision is rendered. 

1. Filing Exceptions: 
o If [COMPANY NAME] is adversely affected by a Proposal for Decision, the 

Managing Partners prepares written exceptions that address any errors, omissions, 
or misinterpretations in the decision. The exceptions are filed with TREC and SOAH 
within the time frame specified in TREC § 533.6. 

2. Reply Preparation: 
o When an opposing party files exceptions to a Proposal for Decision, the Managing 

Partners prepare a written reply, refuting any inaccuracies or misrepresentations. 
This reply is served on the opposing party in accordance with SOAH rules and 
submitted to TREC for review. 

3. Internal Review: 
o All exceptions and replies are reviewed internally by the Managing Partners and 

Managing Partners before submission to ensure that all arguments are legally 
sound and supported by the appropriate documentation. 

 
3.7.6 Final Decisions and Orders (TREC § 533.7) 

Once a final decision is issued by TREC or an administrative law judge, this section governs the 
process for enforcing disciplinary actions and finalizing administrative orders. 

1. Reviewing Final Decisions: 
o After a Proposal for Decision is reviewed by TREC, the Managing Partners ensure 

that any final decisions or orders are enforced in accordance with TREC guidelines. 
This includes implementing disciplinary actions, sanctions, or penalties imposed by 
the final decision. 

2. Managing Appeals: 
o If the final decision is unfavorable to [COMPANY NAME], the Managing Partners 

coordinate with legal counsel to initiate an appeal. The appeal process follows the 
timeline and guidelines outlined by TREC and the Administrative Procedure Act 
(APA). 

3. Final Decision Documentation: 
o The Managing Partners ensures that all final decisions are documented and 

recorded in the company’s compliance management system. This documentation is 
maintained for future reference, compliance audits, and legal purposes. 

 
3.7.7 Motions for Rehearing (TREC § 533.8) 

If an agent or broker believes a significant error was made in the final decision, they may file a motion 
for rehearing. This section outlines the steps for requesting a rehearing and addressing errors in the 
final decision. 

1. Filing Motions for Rehearing: 
o If [COMPANY NAME] believes that a substantial error occurred in the final decision, 

the Managing Partners files a motion for rehearing with TREC within the specified Copyrig
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deadline. The motion includes a detailed explanation of the errors, such as legal 
misinterpretations or procedural violations. 

2. Judicial Review: 
o If the motion for rehearing is denied, the Managing Partners prepares a petition for 

judicial review, which is filed with the appropriate district court. All costs for preparing 
court records and related legal expenses are handled by the company’s legal team. 

3. Legal Oversight: 
o The Managing Partners review all motions for rehearing and petitions for judicial 

review to ensure that the company’s actions are in line with strategic goals and legal 
standards. 

 
3.7.8 Computation of Time (TREC § 533.9) 

This section governs the calculation of deadlines for procedural actions, filings, and responses. 

1. Calculating Deadlines: 
o The Managing Partners ensures that all deadlines for responding to complaints, 

submitting filings, or attending hearings are calculated accurately. The day of the 
initiating event is not included in the calculation, and if the deadline falls on a 
weekend or holiday, the deadline is extended to the following business day. 

2. Deadline Tracking: 
o The company’s compliance management software is used to track all deadlines and 

ensure that no filings are submitted late. The Managing Partners regularly reviews 
upcoming deadlines and sends reminders to all relevant parties. 

 
3.7.9 Hearing: Subpoenas and Fees (TREC § 533.10) 

This section governs the issuance of subpoenas and payment of witness fees for administrative 
hearings. 

1. Issuing Subpoenas: 
o When a subpoena is required for a witness or document in an administrative hearing, 

the Managing Partners coordinates with TREC to issue the subpoena. Subpoenas 
are issued in accordance with TREC § 533.10 and APA § 2001.089. 

2. Witness Fees: 
o Witnesses who are subpoenaed to attend hearings are entitled to receive mileage 

and per diem fees, which are calculated in accordance with TREC and SOAH 
guidelines. The Managing Partners ensures that these fees are paid as required. 

3. Record-Keeping: 
o The Managing Partners maintains detailed records of all subpoenas issued and fees 

paid to witnesses, ensuring that the company remains compliant with procedural 
standards. 

 

3.8 Procedure 

The procedures outlined in this section provide a step-by-step guide to handling administrative, legal, 
and procedural matters at [COMPANY NAME]. By adhering to these procedures, agents, brokers, 
and the Managing Partners ensure compliance with TREC regulations, protecting the company from 
legal risks while promoting transparency and accountability. The procedures cover the entire lifecycle 
of a complaint or hearing process, from initial filing through resolution, including maintaining proper 
documentation and communication. 
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3.8.1 Filing and Notice Procedures 

Proper filing and notice procedures are essential to ensure that all legal and regulatory matters are 
handled in a timely, transparent, and compliant manner. The procedures for filing complaints, 
managing notifications, and maintaining records ensure that all legal filings are properly processed, 
documented, and tracked, in alignment with TREC regulations. 

1. Complaint Filing 

When a complaint is filed against an agent or broker at [COMPANY NAME], the Managing Partners 
follows a structured process to ensure the complaint is managed appropriately. 

• Initial Review: 
Upon receipt of the complaint, the Managing Partners thoroughly reviews the allegations to 
understand the nature of the complaint. This involves verifying the complaint's validity, 
checking whether the complaint involves violations of TREC regulations, and assessing 
whether the agent or broker's conduct in question aligns with internal policies. 

The Managing Partners interview the respondent (agent or broker) to collect their version of 
the incident and any supporting documentation. This interview is recorded for accuracy, and 
the respondent is asked to provide any additional supporting materials such as emails, 
contracts, or other documentation that may support their case. 

• Response Preparation: 
Based on the findings, the Managing Partners drafts a formal response to TREC. This 
response must address each point in the complaint with a comprehensive analysis of the 
facts, providing relevant evidence and legal arguments that counter or clarify the allegations. 
Legal counsel may be involved in reviewing the response to ensure it complies with TREC 
standards and best practices for defending against regulatory complaints. 

The response includes: 

o A detailed timeline of the events related to the complaint. 
o An explanation of the agent’s or broker’s actions. 
o Relevant supporting documents, including contracts, email correspondence, client 

agreements, and any other documents pertinent to the case. 
o Citations to applicable legal standards or TREC rules that support the company's 

defense. 

• Submission: 
The formal response is submitted to TREC within the mandated 30-day timeframe. The 
Managing Partners tracks the submission process, ensuring that a confirmation of receipt 
from TREC is obtained. The 30-day deadline is strictly adhered to, and all documentation is 
submitted through TREC’s official channels. 

 
2. Notification Management 

Effective notification management ensures that all parties are aware of important deadlines, hearings, 
or decisions that need attention. 

• Monitoring Deadlines: 
The Managing Partners uses a compliance management software system to track all 
incoming and outgoing notices related to complaints, hearings, filings, and other relevant 
matters. Each notice is logged in the system with the date of receipt, the responding party, 
and the corresponding deadline. Automatic reminders are set for key deadlines, ensuring that 
nothing is overlooked. Copyrig
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• Notification Reviews: 
The Managing Partners reviews each notice for accuracy and relevance. If any 
discrepancies are identified, the notice is flagged, and TREC is contacted for clarification or 
correction. The Managing Partners ensures that all communications are properly 
documented, stored, and accessible in the system for future reference. 

• Informing Parties: 
The Managing Partners informs all relevant parties—agents, brokers, legal counsel, and 
witnesses—well in advance of any deadlines or scheduled hearings. This ensures that 
everyone involved is fully prepared and aware of their obligations. Email notifications, phone 
calls, and calendar invitations are used to communicate critical information regarding 
complaint resolution. 

 
3. Record-Keeping 

Maintaining a thorough and accurate record of all complaint-related documentation is crucial for future 
reference, compliance reviews, and legal audits. 

• Centralized Documentation: 
All documents related to the complaint—such as the original filing, the response, any 
correspondence, supporting evidence, and notices—are stored in [COMPANY NAME]’s 
secure compliance management system. This centralized system ensures that all files are 
easily accessible and organized for future reference or legal review. 

• Audit and Access: 
The Managing Partners regularly audits the records to ensure that all relevant documents 
are stored and that no information is missing. In cases where TREC requests additional 
information, the system allows quick retrieval of all necessary documents. Access to these 
records is limited to authorized personnel only, ensuring confidentiality and data security. 

 
3.8.2 Hearing Preparation and Attendance Procedures 

Preparation for hearings is critical to ensuring that [COMPANY NAME] is fully equipped to defend 
against allegations or present evidence in support of its agents or brokers. The procedures below 
ensure that hearings are handled professionally and in accordance with TREC requirements. 

1. Scheduling Hearings 

The scheduling process begins once TREC or the State Office of Administrative Hearings (SOAH) 
sets a hearing date. The Managing Partners is responsible for confirming the availability of all 
necessary parties and coordinating their participation. 

• Coordination with Parties: 
The Managing Partners contacts all individuals involved in the case, including agents, 
brokers, legal counsel, and witnesses, to confirm their availability for the hearing. A detailed 
email outlining the time, date, and location of the hearing (or virtual meeting link, if applicable) 
is sent to all parties. 
If any scheduling conflicts arise, the Managing Partners immediately contacts TREC or 
SOAH to request a rescheduling. All parties are kept informed of any changes. 

• Legal Representation: 
The Managing Partners works closely with legal counsel to ensure that any external 
attorneys representing [COMPANY NAME] is available for the hearing. The legal team’s role 
is defined early, and pre-hearing meetings are scheduled to align legal strategy with company 
policy. 
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2. Preparation for Hearings 

Thorough preparation is essential for the successful defense of any case. The Managing Partners 
lead the preparation process, ensuring that all parties are fully briefed and prepared for the hearing. 

• Pre-Hearing Meetings: 
A series of pre-hearing meetings are held between the Managing Partners, agents or 
brokers involved in the complaint, legal counsel, and any witnesses. These meetings are 
used to discuss case strategy, clarify the facts, and review the arguments to be made during 
the hearing. 
All relevant evidence, including documents, communications, contracts, and supporting 
materials, is reviewed in these meetings to ensure consistency in testimonies and arguments. 

• Document Compilation: 
The Managing Partners compiles all documents needed for the hearing into organized files, 
including original contracts, communications, policies, and other evidence relevant to the 
case. These documents are shared with legal counsel for review, and a copy is provided to 
the presiding judge or TREC hearing officer as required. 

• Case Summaries: 
To ensure all parties understand the core elements of the case, the Managing Partners 
prepares a comprehensive case summary. This document outlines the key issues at hand, 
the defense’s arguments, supporting evidence, and the legal framework within which the case 
will be heard. All parties are required to review this summary in preparation for the hearing. 

 
3. Ensuring Attendance 

Ensuring full participation in the hearing is critical to the success of the defense. 

• Attendance Tracking: 
The Managing Partners monitors the attendance of all participants leading up to the hearing. 
A final confirmation is made 48 hours prior to the hearing, and any absences or last-minute 
conflicts are immediately addressed. 

• Emergency Rescheduling: 
In cases where an agent, broker, or legal counsel is unable to attend due to unforeseen 
circumstances, the Managing Partners contacts TREC or SOAH to request an emergency 
rescheduling. Proper documentation of the reason for absence is provided, and all parties are 
kept informed of any changes. 

• Alternative Resolution: 
If rescheduling is not feasible, the Managing Partners may explore alternative methods, 
such as submitting additional written statements, engaging in mediation, or requesting a 
telephonic hearing. 

 
3.8.3 Default and Non-Response Procedures 

Failure to respond to complaints or attend hearings can result in severe consequences, including 
default judgments. The following procedures ensure that [COMPANY NAME] takes proactive 
measures to avoid defaults and handles non-response situations effectively. 

1. Tracking Responses 

Deadlines for responding to complaints or notices are tracked using the company’s compliance 
management system. 

• Deadline Monitoring: 
The Managing Partners enters all complaint deadlines into the compliance management 
system, which sends automatic reminders to all relevant parties as deadlines approach. The 
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system tracks the date of notice receipt, the 30-day response window, and the submission 
deadline. 

• Response Reviews: 
The Managing Partners reviews all responses prepared by agents, brokers, or legal counsel 
to ensure accuracy and thoroughness. If any discrepancies or missing information are 
identified, corrections are made before submission to TREC. 

 
2. Non-Response Follow-up 

Failure to respond to a TREC notice can result in a default judgment, negatively impacting the agent 
or broker. 

• Investigating Non-Compliance: 
If an agent or broker fails to respond to a notice, the Managing Partners investigates the 
reason for non-compliance. Internal interviews are conducted, and any valid reasons for the 
failure to respond, such as health emergencies or personal matters, are documented. 

• Internal Disciplinary Action: 
If the failure to respond is deemed negligent or intentional, the Managing Partners initiates 
internal disciplinary action. This may include written warnings, suspension, or termination, 
depending on the severity of the non-compliance. 

 
3.8.4 Subpoenas and Witness Fees Procedures 

Subpoenas and witness fees are integral to ensuring that witnesses and necessary documents are 
available for hearings. These procedures guide the proper handling of subpoenas and fee payments. 

1. Requesting Subpoenas 

Subpoenas are requested for witnesses or documents that are essential to a hearing. 

• Coordination with Legal Counsel: 
The Managing Partners works closely with legal counsel to identify witnesses or documents 
that require subpoenas. Once identified, the Managing Partners submits a formal request for 
subpoenas to TREC and ensures that the process complies with SOAH and TREC 
guidelines. 

• Subpoena Issuance: 
Subpoenas are issued in a timely manner, ensuring that all parties have adequate notice to 
prepare for the hearing. The Managing Partners follows up with witnesses and legal counsel 
to confirm receipt of the subpoena. 

 
2. Witness Fee Payment 

Witnesses who are subpoenaed to attend a hearing are entitled to fees for their time and travel. 

• Fee Calculation: 
The Managing Partners calculates the mileage and per diem fees for each witness in 
accordance with TREC guidelines. Witnesses are compensated for travel expenses if the 
hearing location exceeds 25 miles from their place of residence. 

• Processing Payments: 
The Managing Partners ensures that all witness fees are processed and paid promptly. 
Payment records are stored in the company’s financial management system for auditing 
purposes. 
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3.9 Review and Revision 

This policy is reviewed and revised annually by the Managing Partners and Managing Partners of 
[COMPANY NAME]. Changes in TREC regulations or internal company procedures are immediately 
reflected in the policy, and all updates are communicated to employees through formal training 
sessions. 

 

3.10 References 

• 22 Tex. Admin. Code § 533.1 – Definitions 

• 22 Tex. Admin. Code § 533.2 – Purpose and Scope 

• 22 Tex. Admin. Code § 533.3 – Filing and Notice 

• 22 Tex. Admin. Code § 533.4 – Failure to Answer, Attend Hearings, and Default 

• 22 Tex. Admin. Code § 533.5 – Transcript Costs; Interpreters and Translators 

• 22 Tex. Admin. Code § 533.6 – Filing of Exceptions and Replies 

• 22 Tex. Admin. Code § 533.7 – Final Decisions and Orders 

• 22 Tex. Admin. Code § 533.8 – Motions for Rehearing 

• 22 Tex. Admin. Code § 533.9 – Computation of Time 

• 22 Tex. Admin. Code § 533.10 – Hearings: Subpoenas and Fees 

 

3.11 Policy Review and Approval 

This policy is reviewed and approved by the [COMPANY NAME] Board of Directors. All 
amendments are documented and formally approved by the same authority. 

 

3.12 Approval Signatures 

• Managing Partner: ___________________________________ Date: ___________ 

• Managing Partners: ___________________________________ Date: ___________ 
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Policy 003: Alternative Dispute Resolution (ADR) and Mediation Policy 

Effective Dates: [Insert Effective Date] 
Reviewed and Revised Dates: [Insert Reviewed/Revised Dates] 

 

3.1 Purpose 

The Alternative Dispute Resolution (ADR) and Mediation Policy of [COMPANY NAME] outlines 
the methods and procedures for resolving disputes related to commercial real estate transactions 
through negotiation, mediation, and alternative settlement mechanisms. This policy adheres to the 
requirements set by the Texas Real Estate Commission (TREC) and integrates essential processes 
that ensure quick, cost-effective, and equitable resolutions of disputes. It emphasizes confidentiality, 
fairness, and the active participation of all involved parties to reduce litigation and maintain ethical 
business practices. 

The objective is to guide real estate professionals at [COMPANY NAME] in resolving disputes 
amicably, enhancing client relationships, and ensuring compliance with relevant regulations, while 
safeguarding the reputation and integrity of the company. 

 

3.2 Additional Authority 

This policy is based on the following regulatory provisions: 

• 22 Tex. Admin. Code § 533.20 - ADR Policy 

• 22 Tex. Admin. Code § 533.21 - Negotiated Settlement 

• 22 Tex. Admin. Code § 533.25 - Informal Proceedings 

• 22 Tex. Admin. Code § 533.30 - Staff Mediation 

• 22 Tex. Admin. Code § 533.32 - Appointment of Mediator 

• 22 Tex. Admin. Code § 533.33 - Outside Mediation 

• 22 Tex. Admin. Code § 533.35 - Stipulations 

• 22 Tex. Admin. Code § 533.36 - Agreements 

• 22 Tex. Admin. Code § 533.37 - Confidentiality 

These provisions serve as the foundation for the ADR mechanisms applied within the firm, ensuring 
compliance with TREC and enhancing dispute resolution processes. 

 

3.3 Scope 

This policy applies to all employees, brokers, agents, contractors, and legal representatives of 
[COMPANY NAME] who are involved in any form of dispute related to real estate transactions. It 
covers every instance of conflict resolution, whether between the firm and clients, third-party entities, 
or internal disputes that require mediation or settlement. The policy is designed to handle a wide 
range of disputes, including but not limited to contract disagreements, service dissatisfaction, real 
estate property issues, and regulatory breaches. 

 

3.4 Responsible Party 

The Managing Partners of [COMPANY NAME] oversee the adherence to this ADR and Mediation 
Policy, ensuring that all brokers and agents comply with its provisions. The Managing Partners is 
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tasked with managing the day-to-day implementation, monitoring deadlines, and coordinating 
mediation or settlement processes. They act as the primary point of contact for dispute resolution 
inquiries and oversee the integrity of the ADR processes. 

 

3.5 Definitions 

• Alternative Dispute Resolution (ADR): A method of resolving disputes without litigation, 
often involving negotiation or mediation. 

• Negotiated Settlement: A voluntary agreement reached between disputing parties before 
proceeding to a formal hearing. 

• Mediation: A process where a neutral third party assists the involved parties in reaching a 
mutually satisfactory agreement. 

• Confidentiality: The principle that ensures information shared during ADR proceedings 
remains private and undisclosed unless explicitly agreed otherwise. 

• Stipulations: Written agreements that limit contested issues for the purposes of simplifying 
the resolution process. 

 

3.6 Policy Statement 

[COMPANY NAME] is committed to resolving disputes in a fair, timely, and transparent manner. This 
policy encourages the use of alternative dispute resolution mechanisms such as negotiated 
settlements and mediation to avoid the time, expense, and adversarial nature of formal legal 
proceedings. By facilitating early resolution and promoting communication, the firm strives to uphold 
the interests of clients, maintain the integrity of real estate transactions, and ensure compliance with 
TREC regulations. 

The ADR process is designed to foster positive relationships between all parties and minimize conflict 
in real estate transactions. Each step of the process, from initial negotiation to mediation and final 
agreements, is conducted with the utmost professionalism and confidentiality. 

 

3.7 Policy 

The following sections outline the key components of the ADR and Mediation Policy as practiced at 
[COMPANY NAME]: 

 
3.7.1 ADR Policy (TREC § 533.20) 

At [COMPANY NAME], the ADR process is initiated in every instance where there is a potential for 
dispute resolution outside of formal litigation. The policy encourages all parties to engage in voluntary 
settlement procedures at the earliest opportunity to avoid protracted disputes. All employees, brokers, 
and agents are trained to recognize and suggest ADR as a first-line approach for resolving conflicts. 

• Initial Contact: As soon as a dispute arises, the Managing Partners contact the parties 
involved and suggest ADR as a viable option. This outreach includes a clear explanation of 
the ADR process, its benefits, and the role each party plays in reaching a resolution. 

• Voluntary Participation: While the ADR process is voluntary, every effort is made to 
encourage participation by highlighting the advantages of early settlement. Participation is 
tracked and monitored through internal compliance software to ensure transparency. 

• Facilitating Communication: The Managing Partners ensures that all communications 
between parties remain open, respectful, and focused on resolving the issue. 

Copyrig
ht – The W

rite Directio
n In

c.

© 2025 The Write Direction Inc. All rights reserved.

jomjom

jomjom

jomjom

jomjom

jomjom

jomjom



 

 

 39 

 Non-Residential Real Estate Company in Texas 

 |     POLICIES AND PROCEDURES 

MANUAL 

 
3.7.2 Negotiated Settlement (TREC § 533.21) 

When disputes arise, [COMPANY NAME] encourages a negotiated settlement process between the 
parties. Negotiations may occur in person, electronically, or through written communication, 
depending on the preferences of the parties involved. 

• Settlement Discussions: The Managing Partners oversees all negotiations between the 
[COMPANY NAME] and other involved parties. They organize meetings, ensure 
transparency in the negotiation process, and guide all stakeholders toward mutually 
acceptable outcomes. 

• Documentation: Every aspect of the negotiation, including offers, counteroffers, and agreed 
terms, is documented and kept confidential. The Managing Partners prepares a formal 
settlement agreement once all parties reach consensus, and this document is stored in the 
company’s legal archive. 

• Timeline for Settlement: Settlement discussions are designed to conclude within a 30-day 
period. If an agreement cannot be reached within this timeframe, the dispute is referred to the 
mediation stage. 

 
3.7.3 Informal Proceedings (TREC § 533.25) 

In cases where a formal resolution is necessary, but litigation can still be avoided, [COMPANY 
NAME] engages in informal proceedings as per TREC § 533.25. These proceedings are overseen by 
the Director of Enforcement or their designee and are conducted voluntarily. 

• Informal Conference: The Managing Partners coordinates the scheduling of informal 
conferences, where parties present their case and seek a compromise. The conference may 
be held in person, electronically, or telephonically based on the situation. 

• Notice of Informal Conference: The Managing Partners sends a written notice to all 
parties involved, ensuring that the time, place, and format of the informal conference are 
clearly communicated. The notice is sent at least 10 days before the conference date, unless 
the respondent waives the notice requirement. 

• Attendance and Participation: The respondent, their legal counsel, and representatives 
from [COMPANY NAME] attend the conference. The complainant may also be invited to 
provide relevant testimony or documents. The proceedings remain informal, and no official 
record is kept to maintain a flexible approach to resolution. 

 
3.7.4 Staff Mediation (TREC § 533.30) 

The Texas Real Estate Commission provides for staff mediation as a resolution tool, which 
[COMPANY NAME] embraces as part of its dispute resolution strategy. Trained mediators, with at 
least 40 hours of formal mediation training, guide the process to ensure fairness and compliance with 
TREC standards. 

• Mediation Initiation: When mediation is deemed necessary, the Managing Partners works 
with the TREC mediator or appoints an internal staff mediator, ensuring that the parties agree 
to mediation. 

• Neutral Facilitator: The TREC mediator facilitates discussions, remaining neutral and 
helping the parties explore potential solutions. The Managing Partners ensures that the 
mediator's independence is preserved throughout the process. 

• Outcome Documentation: The mediator, along with the Managing Partners, records the 
terms of the agreement reached during mediation. All documents are stored confidentially, 
and a summary is provided to the parties involved for their records. 
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3.7.5 Appointment of Mediator (TREC § 533.32) 

When disputes cannot be settled through staff mediation, [COMPANY NAME] collaborates with 
TREC to appoint an independent mediator. The mediation process is overseen by the ADR 
Administrator, and in some cases, parties may agree to use a private mediator. 

• Mediator Selection: The Managing Partners, in coordination with TREC, selects a qualified 
mediator who has no vested interest in the outcome. The parties may agree to select their 
mediator, provided that the mediator meets the ethical and professional standards outlined by 
TREC. 

• Cost Sharing: If a private mediator is used, the cost of their services is shared equally 
among the parties unless otherwise agreed. The Managing Partners ensures that these 
agreements are in writing and signed by all participants before mediation begins. 

• Ethical Conduct: All mediators adhere to the ethical guidelines of the State Bar of Texas, 
ensuring that the mediation is fair, balanced, and confidential. 

 
3.7.6 Outside Mediation (TREC § 533.33) 

For complex disputes requiring external expertise, [COMPANY NAME] employs outside mediators to 
assist in dispute resolution. These mediators may be SOAH judges, private professionals, or 
mediators from other agencies with relevant experience. 

• Mediation Initiation: The Managing Partners consults with the Director of Enforcement 
and involved parties to determine whether outside mediation is necessary. The decision is 
based on the complexity of the case and the parties' willingness to seek external intervention. 

• Selection and Payment: The Managing Partners works with the parties to select a suitable 
mediator. Costs are split between the parties, and all agreements are finalized before the 
mediation begins. 

• Mediation Guidelines: External mediators follow the guidelines set by TREC and SOAH, 
ensuring consistency with internal procedures. Any agreements reached through outside 
mediation are binding once approved by the Executive Director. 

 
 
 
Note to Readers: 
 
Thank you for exploring this sample of our work. To keep our online showcase concise, we have 
provided only a selection from this piece. 
 
Should you be interested in viewing the complete work or explore more of our portfolio, please don't 
hesitate to reach out. We're more than happy to provide additional samples upon request. 
 
Thank you, 
The Write Direction Team 
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