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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of

electrotechnic

al standardization.

The procedures used to develop thlS document and those mtended for its further maintenance are
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Introduction

A combination of technological and other factors have enabled the sharing economy. The rise in global
usage of mobile devices together with changing consumer behaviour are driving its growth. This
document provides principles and a practical implementation framework with the intention of making
participation in the sharing economy a positive experience for all interested and affected parties.

The activities associated with the sharing economy in some ways challenge traditional business
models. The sharing economy includes transactions for a fee or free, matching often-underused assets
and skills with customer needs, and can provide reserve capacity for managing impacts of planned and
unforeseen events. Customers and providers are typically unknown to one another and trust is often
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Guiding principles and framework for the sharing economy

1 Scope

This document provides guiding principles and a framework for decision making and action to address
key social, environmental, and economic impacts and opportunities of the sharing economy.

2 Normative references

There are no normative references in this document.

3 Tdrms and definitions
For thq purposes of this document, the following terms and definitionstapply.
ISO andl IEC maintain terminological databases for use in standardization at the following addresses:

— ISO Online browsing platform: available at https://www.iso:org/obp

— IEQ Electropedia: available at http://www.electropedia.org/

31
sharing economy
form of economic activity where platforms (3.2) enable providers (3.4) and customers (3.3) to exchange,
often Underutilized, goods and services usingdnformation technology

Note 1 fo entry: Itis

a) often peer-to-peer;

b) for|a fee or for free;

c) often sequential use; and
d) mytually beneficial.

3.2
platform
informlation techmhology mechanisms that facilitate the ability for transactions to take place between
those whaohave assets and services and those who want to use those assets and services

3.3
platform operator
individual or entity that administers a sharing economy (3.1) platform (3.2)

3.4

provider

individual or entity that provides assets or services to customers (3.5) who want access to those assets
or services, using a sharing economy (3.1) platform (3.2)

3.5
customer
person or organization that uses a sharing economy (3.1) provider’s (3.4) assets or services

Note 1 to entry: For the purposes of this document, the term “customer” includes potential customers.

© IS0 2017 - All rights reserved 1


https://www.iso.org/obp
http://www.electropedia.org/
https://standardsiso.com/api/?name=31f5e91d97c8e3fdec2018104bbc366c

IWA 27:2017(E)

3.6

interested party
person or organization that can affect, be affected by, or perceive itself to be affected by a decision or
activity

4 Guiding principles — Platform operators and providers

4.1 General

In their activities associated with the sharing economy, platform operators and providers should adhere
to the following guiding principles:

a) integrity;
b) transpare
c) accountah
d) accessibil
e) responsiv
f) health, sa
g) confident
h) capacity;

i) competen
j)  continual
NOTE1  Guid
NOTE2  See

4.2 Integri

ncy;

ility;

ty and inclusion;
eness;

fety and environment;

ality, privacy and security;

ce; and
improvement.

ing principles are also applicable tgthe relationship between platform operators and pro

Annex A for guidance on operatienalizing the principles.

Ly

Decisions and
account the i

activities are conducted in an honest, respectful and courteous manner, taki
erests of custemers, and are communicated accurately.

4.3 Transparency

Decisions and activities affecting customers and others are findable, usable, relevant, time

accurate to allow.customers and others to make informed decisions.

viders.

ng into

ly and

4.4 Accountability

Decisions and activities and their impacts and opportunities with respect to customers and others are
open to scrutiny by governing bodies, legal authorities, and other interested parties.

4.5 Accessibility and inclusion

The products and services are available to the widest possible range of customers and others, fairly and
without discrimination contrary to human rights obligations.

© ISO 2017 - All rights reserved
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4.6 Responsiveness

Decisions and activities are made in a culturally sensitive manner and reflect the evolv
expectations of customers and others.

4.7 Health, safety and environment

The health and safety of customers and others and their environmental expectations are
at the operational level.

4.8 Confidentiality, privacy and security

Personjal information is treated in a confidential manner, respecting the privacy, of
discloging information to others only where the consent of the customer is_pxovi
informfation is stored in a secure manner.

4.9 (apacity

Resouices provided are sufficient to carry out all their decisions and agtivities in an effe
consistent, courteous and responsible manner.

4.10 Competence

Knowledge, skills and attributes and education training and*experience permit decisiong
to be chrried out in a responsible and effective mannerfeflecting the needs and interest
and others.

4.11 (ontinual improvement

Decisigns and activities lead to continual-improvement in meeting the needs and interest
and others.

5 Sharing economy decision-making and action framework

5.1 General

Platforjm operators afid providers should structure and implement their activities in accqg
decisign-making and-action framework. The framework should include

a) commitmeénts or codes of conduct to be communicated to customers and others aff
acfivitiés;

ing needs and

given priority

the customer,
ded, and that

rtive, efficient,

and activities
5 of customers

5 of customers

rdance with a

ected by their

b) polid | for fair. effecti | effici . l : |

htion of same,

c¢) mechanisms for ensuring compliance with commitments, policies and processes and related laws

and regulations,

d) approaches for selection and deployment of appropriate people, and adequate training, resourcing

for people and other activities,
e) approaches for obtaining feedback, and

f) complaints handling and dispute resolution.

NOTE1 There could be a single decision-making and action framework that applies to both the platform

operator and its providers.

NOTE 2  See Annex B for guidance on handling comments and complaints.

© IS0 2017 - All rights reserved
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The framework and its implementation should operate in accordance with the guiding principles and
address the following:

a)
b)
‘)
d)
e)

customers;

labour;

government,;

environment;

broader economic, societal, and community impacts and opportunities.

5.2 Custonjlers

Consideration
into account a

should be given to the rights, protections, interests and expectations of custdmers

protection;

misleading advertising;

S;

of insurance;

bn disclosure expectations and requirements;

blated authentication;

xation, charges and fees;

responsibilities;

nformation protections and finan¢ial information security;
fety, and environmental expectations and requirements;
minatory access and other anti-discrimination protections;
nal information provision processes; and

s handling and\dispute resolution, refunds, recalls.

a) consumer
b) false and

C) guaranteg
d) provision
e) informati
f) identity-r
g) pricing, t3
h) customer
i) personali
j)  health, sa
k) non-discr
1) reputatio
m) complaint
NOTE

of conduct (ISQ

With respect¢to‘these elements of the framework, a number of ISO standards can providg
guidance, inclufling these'in the ISO 9000 quality management series pertaining to customer satisfactiol
1000%); complaints handling (ISO 10002), external dispute resolution (ISO 10003), bus
consumer elecfrenic commerce (ISO 10008) and other ISO standards such as pertalnlng to onllne co
reviews (ISO 204881 : >

Annex G for 1nf0rmat10n on the scope of some of the ISO standards

5.3 Labour

taking

pplicable laws and regulations and international standards including these pertaining to:

useful
n codes
ness to
nsumer

ity). See

Consideration should be given to the rights, protections, interests and expectations of those providing
sharing economy activities (including employer-employee relationships, independent contractors, or

other), taking into account applicable laws and regulations and international norms concerning:

a) remuneration;

b) collective bargaining;

c) occupational health and safety protections;
1) To be published.

4
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d) Dbenefits and other protections;
e) anti-discrimination protections;
f) recruitment and termination practices.

NOTE With respect to these elements of the framework, a number of international labour standards
referenced in ISO 26000 can provide useful guidance.

5.4 Government

Consideration should be given to the public policy objectives, obligations, and requirements of
governmentinehrding iftealypertainingto—sharingeconomy—activittesandthose of more
general application:

a) sofial security requirements;
b) taxrequirements;

c) inlormation disclosure requirements;
d) other requirements as set out in law.

Opportunities for data exchange between platform operators; providers, and government should be
considered as authorized by law or agreement.

5.5 Environment

Considgration should be given to the environmental aspects, impacts, and opportunities of sharing
econorhy activities, taking into account applicable:laws and regulations and international norms.

NOTE With respect to these elements of‘the framework, the standards in the ISO 14000|environmental
series can provide useful guidance.

5.6 Broader economic, societal and community impacts and opportunities

Consideration should be given to the broader economic, societal and community| impacts and
opportunities of sharing econpmy activities, which can have impacts and opportunities bgyond those of
custonjers, workers, goveriiment and the environment.

NOTE With respect to these elements of the framework ISO 26000 can provide useful guidarce.

6 Feedbaek, Teview and continual improvement

nduct regular

tcof ‘platform operators’ or providers’ continual improvement, they should co

a) feedback from interested parties;
b) evolving laws and standards;
c) needs and expectations of customers and others.

NOTE The guidance to stakeholders in Annexes C, D and E can be used to gather some of the feedback from
interested parties.

© IS0 2017 - All rights reserved 5
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Annex A
(informative)

Operationalizing the principles

A.1 General

Implementin
Formalizing this approach can drive gains in productivity, increases in profitability, and enhan
in prosperity.
this opportun

NOTE The

A.2 Alignil

Top managem

A.3 Opera

A.3.1 Devel

appoint a
a part-tim

identify r

in larger
organizat

allocate s
resources

consider putting in place a policy toralign commitment with the principles of this document :

purpose @

consider the development of@n-operational plan that sets out when important activities ned

undertak

keep docy

%‘the principles offered in this document can be enabled using a systems ap£roach.

The following material outlines the elements to facilitate better management co
ty.

content of this annex is based on guidance provided in ISO 19600.

1g performance with purpose
ent should

person responsible for overseeing the operationalization of the principles, which
e or full-time activity, depending on the size, culture and nature of the organizatid

blevant obligations that embed the principles.into the organization’s operations

organizations, identify and allocate responsibility for obligations throughd
on including identifying responsible ntanagers.

ufficient resources to support the operationalization, including sourcing of e
as needed.

f the organization.

bn and by whom

mented information where and when needed to ensure desired results are achiev

[ing day-to-day

cements

trol of

may be
n.

ut the

kternal

ind the

d to be

bd.

P and ImplenTent processes as eeded to provide confidernce that the systenr 15T

the organization’s purpose, policy and the principles of this document.

1eeting

A.3.2 Educate those tasked with responsibility to meet the principles so that they are confident and are
competent in the activities needed.

A.3.3 Communicate on the processes with internal and external interested parties on operational
activities as needed to meet the principles.

© ISO 2017 - All rights reserved
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A.4 Keeping the system in good working order

A.4.1 Monitor the process(es) involved in meeting the principles periodically to ensure that the
organization meets its purpose, and when and where necessary, revise processes to optimize the
organization’s performance.

A.4.2 Develop feedback mechanisms as needed to provide the organization with qualitative and
quantitative data upon which changes to drive improvements to its process(es) are made.

A.5 Enhancing the system to improve its value

Impleliaent the necessary changesin (the) process(es) to improve performance to meetthejorganization’s
purpode, policy and the principles of this document.

© IS0 2017 - All rights reserved 7
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Annex B
(informative)

Guidance on handling comments and complaints

This annex highlights key areas where an organization can focus its attention to achieve maximum
effectiveness and efficiency in the management of customer feedback, either as comments or as
complaints. Comments and complaints are useful to determine opportunities for improvemen

NOTE The|content of this annex is based on guidance provided in ISO 10002:

en and prepared to receive comments and complaints—have a simple sign of iconf on the

a clear process for managing any comments or complaints received; including|a clear
undeygstanding of its importance for those within the organization‘who are responsjble for
ing with comments and complaints. A phone call or email can-be sufficient; aut¢mated

re staff is aware of the organization’s comment and complaint process and the steps they
need fo take when a comment or a complaint is received.*Staff training on (the) process(es) is
recommended.

— Facilifate a prompt response to a comment; in some'cases, a simple ‘thank you’ is sufficignt, and
demohpstrates appreciation.

— Allow{ for resolution of a complaint in a timely'manner and advise the complainant of hpw and
when|your organization will be able to.address their concern, with staff empowered tq either
respond to a complaint or refer it to tlie most appropriate person within the organizatign.

— Shargq the outcome with the complainant when appropriate action has been taken to dddress
the complaint. If the complain€ is still not resolved to the complainant’s satisfaction, ¢xplain
the d¢cision. Listen to their remaining concerns, and then offer possible alternative actipns.

— Keep f record of the comments and complaints received, the action taken, the decisions made
and the outcome. Datd)could include trends in the frequency as well as the content] of the
comnjents or complaints received.

— Review the datajon comments and complaints periodically to establish if there are any|trends
or obyious.chianges that the organization could make to reduce or eliminate complaints from
occurfring, improve the provided, and increase customer satisfaction. Positive comments and
statisftie9 showing improvement can be useful in marketing, if the necessary appro$als for
using testimonials are received.

— Consider a more intensive annual review, including a scan of other similar organizations to see
how they deal with comments and complaints. Valuable tips and techniques can be identified
that can improve the organization’s performance.

8 © IS0 2017 - All rights reserved
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Annex C
(informative)

Guidance for platform operators

The following list of questions is provided to assist platform operators in identifying and addressing
possible issues discussed in this document.

Platform operators Strongly agree Do not know Agree

Are honest, accurate and courteous services provided?

[s inforfnation communicated accurately to customers?

Has an|official method been used to respond to cus-
tomer feeds and the needs of other interested parties?

Has infernal documentation been provided that is
well organized, with information that is easy to find

Has relevant and timely information been provided?

Is inforfmation accessible and inclusive to users?

Is/are Information site(s) easy to navigate, with doc-
umented user feedback?

Are inquiries answered promptly?

Are heplth and safety expectations met?

Are enyironmental expectations met?

Is perspnal information treated by an organizationin
a confilential manner and kept secured?

Are sufficientresources deployed meetall comimjtments?

Are pegple well trained for the responsibilities given?

Is the drganization efficient in meeting expectations
and regponsibilities?

Is contfinuous improvement‘undertaken, and is it
documjented?

© IS0 2017 - All rights reserved 9
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Annex D
(informative)

Guidance for providers

The following list of questions is provided to assist providers in identifying and addressing possible
issues outlined in this document.

Providers

Strongly agree

Agree Do net know

Are honest, acc

irate and courteous services provided?

Isinformation ¢

ommunicated accurately to customers?

Is an official m
and the needs

bthod used to capture customer needs
bf other interested parties?

Is internal dod
formation easy

umentation well organized and is in-
to find?

Isrelevant and

timely information provided to users?

Is information

accessible and inclusive to users?

Are informati
feedback prov

bn site(s) easy to navigate with user
ded?

Are inquiries answered promptly?

Are health and|

safety expectations met?

Are environmg

ntal expectations met?

Is personal infd
ner and kept s¢

rmation treated in a confidential man-
cure?

Are sufficientr

esources deployed to all commitments?

Are people wel

trained for the responsibilitiesgiven?

Is the organizafion efficient in meeting expéctations?

ing document

Is continuous ij;lprovement undertakenwith support-

ion?

10
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Annex E
(informative)

Guidance from the customer’s perspective

The following list of questions is provided to assist customers identifying possible issues discussed in
this document.

Customer’s perspective Strongly agree Agree Do not know

Did you receive honest, accurate and courteous
servicgs?

Did thg information provided seem accurate?

Was thle information relevant and timely?

Was thie information accessible?

Was thle electronic site(s) easy to navigate?

Were grovider responses rapid?

Was pdrsonal information treated in a confidential
mannejr?

Were geople well trained?

Was th¢ organization efficient in meeting expectations?

Did th¢ organization appeared to be committed to
continyial improvement?

© IS0 2017 - All rights reserved 11
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Annex F
(informative)

Guidance for interested parties

The following list of questions is provided to assist interested parties in identifying and addressing
possible issues discussed in this document.

Interested parties Strongly agree Agree Do nét know

Is the document complete and clear?

[s it easy for platform operators and providers to imple-
ment the principles and framework in their organization?

12 © IS0 2017 - All rights reserved
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Annex G
(informative)

International guidelines

G.1 General

The Infernational Standards described in this annex should be helpful in implementing the guiding
princigles and framework. If you need additional information there is a hyperlink to\the ISO site with
additidnal hyperlink sending with additional information and access to other languwagefs by using the
“Availapble in” field.

G.2 IS0 10001, Quality management — Customer satisfaction — Guidelines for
codes|of conduct for organizations

It proyides guidance to an organization in determining thatfits customer satisfaction provisions
meet customer needs and expectations. Its use can enhance céstomer confidence in arrorganization
and infprove customer understanding of what to expect from an organization, thereby reducing the
likelih¢od of misunderstandings and complaints.

https: f/www.iso.org/obp/ui#iso:std:is0:10001:ed-1:v1:én

G.3 IS0 10002, Quality management= Customer satisfaction — Guidelines for
complaints handling in organizations

It provfides guidance on the process of‘handling complaints by recognizing and addresging the needs
and expectations of complainants and resolving any complaints received. ISO 10002 proyides an open,
effectiye and easy-to-use complaints process, including training of people. It also provides guidance for
small Businesses.

https: /www.iso.org/obpfui#iso:std:is0:10002:ed-2:v1:en

G.4 ISO 10003;Quality management — Customer satisfaction — Guidelines for
dispuge resolution external to organizations

It proyides \guidance for effective and efficient external dispute resolution for product-related
compldints. Dispute resolution gives an avenue of redress when organizations do hot remedy a
complaint internally. MOSt complaints can be resolved successiully within the organization, without
adversarial procedures.

https://www.iso.org/obp/ui#iso:std:is0:10003:ed-1:v1:en

G.5 IS0 10008, Quality management — Customer satisfaction — Guidelines for
business-to-consumer electronic commerce transactions

It provides guidance on how organizations can implement an effective and efficient business-to-
consumer electronic commerce transaction (B2C ECT) system, including providing guidance concerning
privacy, security and clarity of information. It thereby provide a basis for consumers to have increased
confidence in B2C ECTs, enhance the ability of organizations to satisfy consumers and help reduce
complaints and disputes. It also has a guide for small businesses as well as an annex for applicable laws
to consider.

© IS0 2017 - All rights reserved 13
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