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A B S T R A C T 

Objective: The objective of the article is to evaluate the impact of the Covid-19 pandemic on the operations 
of real estate agencies and the attitudes of their clients in Poland. 

Research Design & Methods: A survey questionnaire with open-ended questions distributed among all Polish 
real estate agents associated in the Polish Real Estate Federation. 

Findings: The Covid-19 pandemic changed the operations of real estate agents and the attitudes of tenants 
and landlords. Real estate brokers turned to remote work using state-of-the-art technologies, landlords be-
came more flexible to the market conditions, and tenants were looking for flats in a better technical condition 
with a balcony or garden. 

Implications & Recommendations: The changes caused by the Covid-19 pandemic in real estate agencies’ oper-
ations and in the attitudes of their clients in Poland are permanent and highly likely to uphold in the post-Covid-
19 times. The findings provide a reference for new housing projects as well as the way real estate agents operate. 

Contribution & Value Added: This is the first study considering the entire housing market in Poland and ana-
lysing the durability of the Covid-19 pandemic impacts. 
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INTRODUCTION 

The Covid-19 pandemic, which was one of the most severe health crises in recent years (Machaczka & 
Stopa, 2022; Migała-Warchoł & Pichla, 2021; Kinnunen et at., 2021; Banaszyk et al., 2021), affected many 
aspects of economic activities, including the housing market processes (Bełej, 2022) and even caused 
fear and anxiety (Loan et al., 2021). Previous studies revealed that coronavirus occurrence contributed 
to a decrease in the rental prices of flats, altered housing preferences (Tomal & Helbich, 2022), and 
caused changes in the real estate professionals’ operations (Kania & Kmieć, 2022). Still, some significant 
research gaps can be identified in the last of the mentioned items. First and foremost, previous studies 
were sectional and focused only on selected local housing markets. Secondly, most studies were devel-
oped at the beginning of the pandemic, so it is not known if the pandemic effects are permanent or 
transient. Considering the premises above, this article aims to evaluate the Covid-19 pandemic’s impact 
on the operations of real estate agencies and the attitudes of their clients in Poland. Taking into account 
the abovementioned goal, this article shall provide answers to the following research questions: 

RQ1: How did the Covid-19 pandemic affect the operations of real estate agencies and the 
attitudes of their clients in Poland? 

RQ2: Are the changes triggered by the pandemic outbreak permanent or transient? 
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This study continued the analyses performed by Marona and Tomal (2020), which aimed to deter-
mine the impact of the pandemic on the operations of real estate agencies and the attitudes of their 
clients in Krakow. This research contributes to the current literature in several ways. Firstly, it takes into 
account the entire residential market in Poland rather than its narrow section, increasing the credibility 
and general nature of the conclusions drawn. Secondly, this article presents the durability evaluation of 
the Covid-19 pandemic’s impact on the operations of real estate agencies and their clients’ attitudes. 

The rest of this article is organised as follows. The next section will provide a literature review on 
the impact of the Covid-19 pandemic on the operations of real estate agencies and the attitudes of 
their clients. Next, the methodology of the research will be presented, followed by the study results 
and their discussion. The last section will contain the main conclusions and limitations of this research 
and directions for future studies. 

LITERATURE REVIEW 

Impact of the Pandemic on Real Estate Agencies’ Operations 

Scientific literature investigating how the appearance of coronavirus affected the business operation 
of real estate agencies is scarce, but some significant studies can be pointed out. For instance, Koszel 
(2021) analysed the pandemic’s impact on the real estate market professionals in Poland. In April 
2020, the author surveyed 247 people working as estate surveyors, real estate brokers, and property 
managers in Poland. The study results revealed that the pandemic caused a significant drop in busi-
nesses’ revenues and the number of new contracts and telephone calls. Furthermore, over half of the 
respondents noticed a decrease in their work effectiveness (measured as the ratio of the number of 
signed versus finalised agreements) and a generally lower interest in real estate. On the other hand, 
the respondents noticed a significant increase in the number of online meetings and emphasised that 
the pandemic contributed to much extended remote work time. In turn, Strączkowski and Bartkowiak 
(2021) observed that, as a result of the pandemic, some real estate agents in Poznan were even con-
sidering closing their businesses. Further, Marona and Tomal (2020) focused on the issue of higher 
use of digital technologies by the real estate market entities, in their study based on the example of 
Krakow. Questionnaire answers submitted by twenty-two real estate brokers were analysed. It 
helped conclude that the pandemic caused the digitalisation of traditional business models. Real es-
tate agents started using such tools as Zoom, WhatsApp, Skype, and Messenger. The same conclu-
sions were drawn by Kania and Kmieć (2022) and Najbar (2021) in the analysis of the pandemic’s 
impact on the operations of property brokers and managers in Poland. The pandemic’s impact on real 
estate entities’ businesses was also investigated in other countries. For instance, Bakar and Yaacob 
(2020) concluded that real estate agencies in Malaysia undertook five measures to digitalise their 
business models; the measures included (i) implementing an agency management system, (ii) using 
social media for marketing purposes, (iii) video content development, (iv) optimising the content for 
search engines (SEO), and (v) training the staff on the use of digital technologies. Serbulova et al. 
(2020) highlighted that Virtual Reality technology was the key digital innovation in real estate com-
panies, broadly implemented as a result of the pandemic’s outbreak. A similar conclusion was reached 
by Starr et al. (2020) as well as Maalsen and Dowling (2020), who concluded that the pandemic was 
one of the main factors accelerating the development of property technology. 

Considering the abovementioned studies on the pandemic’s impact on real estate agencies, it 
shall be emphasised that the coronavirus occurrence came as a shock to such companies and had 
negative consequences first, and then caused adaptation of the studied companies to the new reality 
by utilising the increasingly common digital technologies. 

Impact of the Pandemic on the Attitude of Real Estate Agencies’ Clients 

The outbreak of the pandemic affected the behaviour of real estate agencies’ clients, i.e. buyers and 
tenants for their housing preferences, and sellers and landlords for the strategy of housing property sell-
ing or renting. The issue was investigated both theoretically and empirically. A theoretical investigation 
was carried out in the study by Nanda et al. (2021). The authors claimed that as a result of the pandemic 
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outbreak, preferences concerning the desired housing location, physical characteristics, and surround-
ings have changed. In reference to location, the authors emphasised that houses away from the city 
centre would be preferred, which results from many companies implementing remote work. According 
to the study authors, more work and generally more time spent at home will stimulate the demand for 
larger houses with convenient Internet access, featuring gardens or balconies. Health aspects such as the 
quality of indoor air or the materials that the house is made of shall be of significance as well. The as-
sumptions outlined by Nanda et al. (2021) were confirmed in successive empirical analyses. First of all, 
the researchers noticed that housing preference changes apply to a very large group of residential market 
participants. For instance, Pagani et al. (2021) surveyed 5378 people living in Switzerland. As much as 
60% of them claimed that the pandemic outbreak had changed their housing preferences. Delbosc and 
McCarthy (2021) studied a population of twenty-six Australians and discovered a significant change in 
their housing preferences giving priority to place over the location and the will to have a house with a 
garden. Interestingly enough, the study revealed that because of the likely remote work in the future, 
many people started preferring to live in the countryside rather than in a city, which was also observed 
by Boesel et al. (2021) and Kang et al. (2021). According to Duque-Calvache et al. (2021), such mobile 
behaviours result from a search for larger area flats. Zarrabi et al. (2021) noticed that the inhabitants of 
Teheran started paying attention to houses supporting a healthy lifestyle, i.e. those that have access to 
natural light and are characterised by good acoustic parameters. The conclusions were also confirmed 
by Peters and Halleran (2020), who stated that houses promoted after the pandemic offer the possibility 
to recover from stress owing to the optimum arrangement of the windows. Finally, Akbari et al. (2021) 
proved that the pandemic led to a situation in which health factors play the most significant role in the 
change in housing preferences. The change in housing preferences as a result of the pandemic outbreak 
was also confirmed by Tomal and Helbich (2022) and Guglielminetti et al. (2021), who used econometric 
methods instead of a survey for analysis. Tomal and Helbich (2022) demonstrated that the pandemic 
contributed to a drop in the interest in flats for rent in the centre of Krakow and those located in big 
blocks of flats. Guglielminetti et al. (2021) proved that the inhabitants of Italy started looking for larger 
flats during the pandemic. As presented above, the pandemic’s impact on housing preferences has been 
quite well investigated. Nonetheless, the behaviour of sellers and landlords has been analysed previously 
in the literature in a very limited range. Previous articles primarily indicated that real estate owners who 
had been renting their flats for short periods changed their strategies in favour of long-term rental (Hesse 
& Vilchez, 2022; Tomal & Marona, 2020; Trojanek et al., 2021). Reina et al. (2020), who investigated the 
real estate market in Philadelphia, also pointed out the significant impact of the pandemic on landlords. 
The authors noticed that as much as 60% of the respondents had been affected by the pandemic by being 
forced to lower the rent or introduce elastic payment forms. The same was reported by Marona and 
Tomal (2020) for the Krakow real estate market. 

Scientific literature provides no comparative studies that answer the question of whether the pan-
demic’s impact on the real estate agencies’ clients is permanent or occurred only temporarily as a 
result of shock caused by the pandemic outbreak. 

RESEARCH METHODOLOGY 

To execute the research process, a CAWI survey was carried out among Polish real estate brokers as-
sociated in the Polish Real Estate Federation (PREF). The respondents were asked about the pan-
demic’s impact on the real estate agencies’ operations and on their clients’ attitudes: 

− Did the Covid-19 pandemic contribute to changes in organising the work of your real estate 
agency with the use of new technologies? 

− Has the work organisation of the real estate agency you work for changed (except for the potential 
development of new technologies) under the impact of the Covid-19 pandemic, and if so, how has 
it changed? If the changes have occurred, are they expected to be permanent, i.e. remain as part of 
the agency’s operations after the pandemic? 

− Have you noticed any changes in the flat tenants’ preferences under the impact of the Covid-19 
pandemic? 
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− Have you noticed a change in the flat landlords’ strategies (rental period, rent rates) under the 
impact of the Covid-19 pandemic? 

The survey was carried out in November-December 2021, i.e. during the fourth pandemic wave 
in Poland. Finally, forty responses were received, which means a response rate of 1.85%. Even 
though the response rate is very low, the study results can still be considered reliable, which results 
from the analysis carried out by Holbrook et al. (2008) and from the fact that the study sample was 
relatively representative of the entire population of real estate brokers being members of the Polish 
Real Estate Federation (Table 1). 

Table 1. Characteristics of the study sample versus the general population 

Characteristics Category 
Ratio [%] Test for two propor-

Bons† Study sample Population 

Gender 

Man 37.50 47.06 
Z value = 1.20 
P-value = 0.23 

Woman 62.50 52.94 
Z value = 1.20 
P-value = 0.23 

Work experience 

1-2 years 2.50 No data No data 

3-5 years 12.50 No data No data 

6-10 years 20.00 No data No data 

Above 10 years 65.00 No data No data 

Size of the market 

1-100 000 inhabitants 15.00 28.57 
Z value = 1.88 
P-value = 0.06 

100 001-500 000 inhabitants 30.00 36.23 
Z value = 0.81 
P-value = 0.42 

500 001-1 000 000 inhabit-
ants 

37.50 18.10 
Z value = 3.13* 
P-value = 0.00 

Above 1 000 000 inhabitants 17.50 17.10 
Z value = 0.07 
P-value = 0.95 

Note: significant codes – ‘*’ 0.01; † null hypothesis: there is no difference between the proportions. 
Source: own elaboration. 

RESULTS AND DISCUSSION 

Changes in Real Estate Agencies’ Operations 

Two questions in the study were related to the issue of new models of office work organisation and 
the use of new technologies. Although both issues were raised in the context of the Covid-19 pan-
demic, they are directly linked to the fourth industrial revolution that accelerated some changes in 
the real estate sector (Jeon & Suh, 2017; Kania & Kmieć, 2022) and profoundly altered the way soci-
eties, economies, and enterprises work; it also reshaped relations between actors. As for the ques-
tion concerning the impact of the Covid-19 pandemic on the organisation of real estate agencies’ 
work, 63% of the respondents noticed such an impact while 34% of the respondents were of a dif-
ferent opinion. This suggests that the study results for real estate agencies from all over Poland, 
associated in the Polish Real Estate Federation, are highly similar to the results obtained in a study 
carried out at the beginning of the pandemic only for Krakow (Marona & Tomal, 2020). The respond-
ents mainly pointed out online or hybrid work. An example can be found in an answer given by a 
respondent representing a real estate agency from Warsaw: 

‘Yes, we work remotely more often now than we used to before the pandemic (more 
hours/days a week, depending on the needs) and it will probably stay like that.’ 

Another example is a statement from a respondent from Krakow: 

‘The staff come to the office no more than once a week. Essentially, we work remotely and we 
expect to follow this work pattern after the pandemic.’ 
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Noteworthy, many respondents indicated remote work to be the consequence of the pandemic 
and – importantly – expressed a conviction that this element will turn out permanent in a long-term 
perspective. This confirms the findings of a number of market analyses carried out at different stages 
of the pandemic (Colliers Hybrid and Beyond Report, 2022). Notably, the answers indicating the pan-
demic’s impact or a lack of such impact on the agency’s work organisation did not reveal the answers’ 
dependence on the size of the serviced local real estate market or the agency’s experience. 

In the answer to the question concerning the pandemic’s impact on the scope of use of new technol-
ogies in real estate agencies operations, 57% of the respondents indicated such an impact, while 43% of 
the respondents were of a different opinion. These findings contradict that the real estate sector’s oper-
ation is traditional and conservative and not quick to adopt technological innovations (Baum 2020; Kania 
et al., 2020). A higher approximation of positive and negative opinions likely results from the fact that 
many agencies had introduced some technological solutions before the global pandemic. For instance, a 
representative of a real estate agency from Lublin who mentioned a lack of changes claimed: 

‘I was technologically ready for such a situation.’ The person pointed out that ‘virtual tours 
implemented before the pandemic proved that was the right direction to follow.’  

We received a similar response from a real estate agency in Gdansk: 

‘We had such solutions as virtual walks and online presentations before Covid-19, so we did 
not add anything.’ 

For many real estate companies, the pandemic provided an impulse to introduce some changes in 
the scope and type of technologies used. It was determined in the course of the study that particular 
development occurred in the scope of disseminating real estate presentation videos and organising 
virtual tours or online meetings, e.g. via Zoom. In this context, let us emphasise that some respondents 
challenged the effectiveness of such tools but still implemented them. A good example confirming the 
above was provided by a real estate broker from Szczecin who said: 

‘Since many agencies introduced 3D virtual tours and videos, we felt we should also use it not 
to be left behind.’  

Importantly, other new technological tools used in the work of real estate companies were scarcely 
introduced or not introduced at all (Ullah et al., 2018). The technologies can be grouped into nine 
categories including drones, unmanned aerial vehicles, the Internet of Things (IoT), clouds, software 
as a service, big data, 3D scanning, wearable technologies, virtual and augmented realities (VR and 
AR), artificial intelligence (AI), and robotics (Ullah et al., 2018). Moreover, we should note that the 
catalogue listed above is not exhaustive, but it only presents digital technologies currently and practi-
cally used in real estate. However, the sector of modern technologies has been changing rapidly so a 
significant part of its inventions can be expected to be employed in real estate in the near future. A 
real estate agency from Goleniow, in its response mentioned: 

‘Preparing the presentations using spherical and bird’s eye view photos – drone.’  

It was the only case when the use of a drone was mentioned by a real estate agency. It shall be 
added that employing drones in a real estate agent’s work is practical in special cases, not necessarily 
related to presenting flats located in densely built-up residential areas.  

Finally, the possibility of using new technologies is directly related to the changes within new models 
of the agency’s work organisation and team management methods. A good example was provided by a 
real estate agent from Krakow who answered the question on new technologies in the following way:  

‘It is a very positive aspect: (1) we learnt how to work remotely, (2) we learnt to manage a 
dispersed team, (3) we attach higher significance to Customer Relationship Management tools, 
(4) we save quite much time on remote (visual) contact with internal and external clients, (5) 
communication is more substantive and based on work performance and effects (or lack of 
them), (6) we started using new tools, time planning and task delegation.’ 
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The above somehow confirms Mączyńska’s thesis (2018), which points out that the digital revolu-
tion keeps creating new, previously unknown phenomena and thus shapes the new economy and its 
new entities, which have previously been completely unknown. In practical terms, modern technolo-
gies make it possible to increase the digitisation processes dynamics, including digitalisation in the real 
estate sector. The former relates to the analogue data conversion to digital forms (Gobble, 2018), and 
the latter means the transformation of business models used so far by real estate companies into 
models that increasingly utilise advanced digital technologies (Piazolo, 2018). 

Attitude Changes in Real Estate Agencies’ Clients 

Most respondents noticed attitude changes in real estate agencies’ clients. The previously described 
changes in real estate agencies’ functioning and a broader scope of new technologies utilisation were 
highly stimulated by the clients’ expectations. Considerable changes were observed in the housing 
preference area, which was the main focus of the study. In this context, 65% of the respondents no-
ticed changes in the clients buying and renting residential premises. Some changes were noticed re-
gardless of the city/town where the real estate agency participating in the study was operating. For 
instance, a respondent representing a real estate agency from Katowice noticed that: 

‘Quite many people started appreciating flats on ground floors with access to gardens.’ 

Similarly, a real estate agent from Poznan stated: 

‘Tenants are looking for flats ready to move into, featuring a balcony or a garden.’ 

Meanwhile, a real estate agent from Warsaw mentioned: 

‘Balconies were commonly expected elements of flats.’ 

Moreover, many real estate brokers paid attention to the lower significance of location when mak-
ing housing decisions. A real estate agent from Krakow observed: 

‘A higher interest in bigger flats, with more rooms. The location has become less significant.’ 

Both these aspects were mentioned by a real estate agent from Lodz, who said: 

‘Yes, I have noticed changes in the tenants’ preferences; suburbs and balconies are preferred.’ 

The changes in the location perception result from the widespread remote and hybrid work which 
does not require as frequent commuting as before the pandemic and directly contributes to changes 
in housing preferences (Shamshiripour et al., 2020). In this context, many real estate agents pointed 
out the need for Internet access in flats and the possibility of arranging a place to work; it has become 
a subject of separate literature studies on corporate real estate management (Marzban et al., 2021). 

On the other side of the market participants, the survey questions focused on landlords. In the 
majority of the study respondents’ opinions (75%), the landlords tried to adapt to the pandemic situ-
ation (lower rent, shorter rental period, more flexible agreement termination conditions, changing the 
rental strategy from a short-term to long-term), whereby the changes were only a temporary adapta-
tion to the market situation (a momentary prevalence of supply over demand), which has now changed 
completely because of the war in Ukraine (Trojanek & Głuszak, 2022). 

Finally, Table 2 synthetically summarises this study’s results against a previous analysis carried out 
by Marona and Tomal (2020). Based on the comparison, it can be stated that from the beginning of 
the pandemic to the end of 2021, the changes in real estate agencies’ operations and their clients’ 
attitudes are permanent. Firstly, in both studies, at least half of the agents indicated significant changes 
in their agencies’ operations and their clients’ attitudes. Secondly, the changes identified in both stud-
ies were generally the same.  
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Table 2. The durability of the Covid-19 pandemic’s effects 

Area of change Marona and Tomal (2020): July 2020 This study: November-December 2021 

Real estate agen-
cies’ operations 

70% of the agencies noticed changes involv-
ing remote and hybrid work using modern 
technology solutions. 

63% of the agencies noticed changes involv-
ing remote and hybrid work using modern 
technology solutions. 

Real estate clients’ 
attitudes 

80% of the agencies observed changes in their 
clients’ attitudes. For landlords, they involved 
changing the form of rent, i.e. short-term ra-
ther than long-term rental and lower rent. 
Tenants were looking for flats in new buildings 
with a little garden or a balcony. 

65% of the agencies observed changes in 
their clients’ attitudes. For landlords, they in-
volved changing the form of rent, i.e. short-
term rather than long-term rental and lower 
rent. Tenants were looking for flats in new 
buildings with a little garden or a balcony. 

Source: own elaboration. 

CONCLUSIONS 

This study presented the impact of the Covid-19 pandemic on real estate agencies’ operations and 
their clients’ attitudes in Poland. The analysis revealed that from the beginning of the pandemic, the 
changes have become permanent and essentially involve a higher share of remote work in real estate 
agencies and using modern technologies to that end. Real estate agencies’ clients, in turn, changed 
their housing preferences and started looking for flats in new buildings featuring a balcony or garden. 
Landlords became more flexible to market conditions resulting from the Covid-19 pandemic. 

This study has implications for housing market actors. Firstly, real estate agents should increase 
their competencies in the use of modern technologies. Secondly, when starting new investment pro-
jects, real estate developers should adjust the new housing stock to the post-pandemic housing pref-
erences by increasing the size of flats and providing access to a balcony or garden.  

The main limitation of this study was the low number of respondents, which is typical for busi-
ness surveys. A second limitation related to the lack of consideration of the impact of the war in 
Ukraine on the persistence of the identified changes. Therefore, future studies should investigate if 
the war in Ukraine changed the post-Covid-19 landscape of the flat rental market within the real 
estate agents’ operations and their clients’ attitudes. 
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