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1. Executive summary 
While still in its infancy, the peer-to-peer (P2P) economy has certainly arrived and taken its place 

alongside the traditional economy. Its premise is simple—an online platform that brings together a 

provider and a consumer in a mutually rewarding relationship. As it is maturing as a business model, 

is it very much being seen as just another way of doing business and the lines between P2P and 

traditional models are blurring. 

The research suggests that all signs are positive. The industry is maturing, rights and obligations are 

being taken seriously by all parties and there is a significant amount of goodwill on the part of all 

players. Industry members are focusing on ways to make their platform more attractive than others, 

and looking after rights and obligations and protecting Consumers and Traders is seen as a way to 

achieve this. 

The emerging model is now having a big enough impact for regulators and traditional companies to 

take notice. 

The research objectives were to understand: 

 the peer to peer (P2P) user profile and demographics 

 possible consumer trends ie. industry, frequency of use, costs 

 

Additional audience-specific objectives were: 

Consumers  

 what consumers understand their rights to be 

 how consumers respond when things go wrong 

 how do consumers use these platforms? Do they use one or many; what are the 
motivators/barriers? 

Traders 

 what are traders’ perceptions of being a user and financial benefiter of the P2P economy? 

 what do traders believe their rights and responsibilities are 

 how do traders respond when things go wrong? 

P2P business   

 what businesses understand their responsibilities to be when there is consumer detriment 

 what processes and procedures are in place when things go wrong? 

 

The research comprised four distinct parts: 

 a literature review 

 qualitative research consisting of two online discussions forums—one with Consumers and one 
with Traders 

 a quantitative online survey with Consumers and Traders with 1,498 completed responses 

 telephone discussions with 11 industry members and businesses with P2P platforms. 
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This report pulls together the findings from all four research methodologies and draws conclusions 

about the level of knowledge of rights and responsibilities and makes recommendations regarding 

the communication and education approaches which would contribute greater understanding of 

rights and responsibilities among industry, Traders and Consumers. 

Key findings 

General 

The P2P economy is ticking along relatively smoothly—those who are using it as either a consumer, 

trader or both, tend to take the attitude of ‘buyer beware’ and heavily rely on the review and rating 

systems to protect themselves. However, when things go wrong it is clear that there is little 

knowledge regarding rights and responsibilities apart from what ‘seems right’. This leaves the door 

wide open for disputes and misunderstandings and possible escalation of issues to bodies such as 

Fair Trading. 

Industry on the other hand appears to be well aware of rights and obligations throughout the service 

chain, and have taken legal advice regarding this. What is interesting however, is that based on the 

in-depth interviews industry showed little understanding of the role of government in general, or 

Fair Trading in particular, when it came to enforcing rights and obligations.  

In summary, when things go well (and they generally do) most people are very happy using P2P 

platforms. When things go wrong there is usually confusion between dealing with individuals and 

dealing with businesses, and buying or providing products, and buying or providing services. While 

most Consumers and Traders try to sort things out themselves, they are both likely to look to the 

platform provider for support and many platforms are happy to provide some support in this area. 

What is missing in this picture, is a clear understanding of rights and responsibilities for consumers 

and traders, and how to protect themselves accordingly. Another missing piece, is platforms’ 

understanding of the role of government in protecting consumer rights. 

Appendix I provides a summary diagram of the following findings. 

Consumers 

What consumers understand their rights to be 

Many consumers are unclear about their rights and responsibilities with only 17% feeling very or 

completely confident in their understanding of consumer rights on P2P platforms. Many perceived 

their rights and responsibilities surrounding the purchase of an item from a private individual on a 

P2P platform as being similar to a traditional retail model, i.e. rather than conceptualising the 

transaction as an online version of a garage sale, many saw it as more akin to purchasing the item 

instore. More than half (53%) thought their rights would be the same regardless of whether they 

transacted with a private individual or business and this perception was consistent across 

demographics such as gender, age and region. 
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The product-based and service-based scenarios indicated that rights and responsibilities were 

perceived differently between products and services. With products, 53% of consumers thought 

their rights would be the same regardless of whether they transacted with a private individual or 

business; with services, 40% thought their rights would be the same regardless of whether they 

transacted with a private individual or a business. 

Of those who were aware that there was a difference in their rights depending on whether the 

trader was an individual or a business, many expressed difficulty in knowing in which category the 

trader fell (i.e. whether the transaction was a private sale or a purchase from a business). 

How consumers respond when things go wrong  

In the product-based scenario, the majority of consumers (73%) reported that the first thing they 

would do is contact the trader. Popular additional actions were to contact the P2P platform (50%), 

and contact PayPal or their credit card provider (45%). There was some suggestion that a trader’s 

reliance on a good rating would encourage them ‘to do the right thing’. 

There was more confusion in the service-based scenario with fewer consumers (61%) saying their 

first step would be to contact the trader. There were also fewer (13%) who said they’d contact the 

platform and 6% who’d contact PayPal or their credit card provider. 

Seventy one per cent of consumers indicated it’s up to the individual to understand their rights and 

responsibilities with those aged 55+ are more likely to agree (81% said strongly or somewhat agree, 

compared to 68% for 35–54 year olds and 65% for 18–34 year olds). However, at the same time 65% 

believe the government should do more to educate people about their rights and responsibilities 

and 60% believed the government should do more to protect people’s rights and responsibilities. 

Those who agree the Government should do more to educate people trust P2P less than traditional 

retail or service options because there is not enough Government regulation. Only 39% agreed that 

the government does enough (it’s up to industry itself to ensure rights and responsibilities are met) 

and only 9% agreed the government should play a lesser role than it currently does. 

Consumer profile and how they use these platforms 

Most consumers are not familiar with the terms used for the peer to peer economy and tend to 

relate to it and understand it via the platforms and brands they are aware of and use. 

The most common reason for using a P2P platform instead of a traditional option is cost saving 

(41%), followed by convenience (18%), and being the only place to find a specific product or service 

(12%). eBay, Gumtree, Uber and Airbnb, in that order, are the most commonly known, used, and 

used in the last 6 months of the 16 platforms asked about. 

Different platforms have different user profiles. Use of eBay is fairly universal, with equal levels of 

usage across gender, age, and region. In contrast, a platform such as Uber is heavily influenced by 

age, with 24% of those aged 18–34 having used it in the last six months, while only 4% of those aged 

55+ have done so. Airbnb is also used primarily by younger people (12% for those aged 18–34, 

compared to 1% for those aged 55+). Using Etsy to buy items is more common with women, with 7% 

having used it in the last six months, compared to 3% of males. 
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Car sharing platforms such as DriveMyCar and Car Next Door were used most frequently by survey 

respondents, suggesting people are using them for regular weekly activities. Platforms used to buy 

items such as eBay, Gumtree, Etsy, and Craigslist, are generally used once or twice a month or less, 

and platforms for renting accommodation such as Airbnb and Stayz are used less frequently, such as 

a few times a year or less often. 

Frequent users of P2P platforms are younger and better educated than those who use them less 

often. They are more likely to use these platforms to save time or because of convenience, and to 

say they are very or completely confident in understanding their rights and responsibilities. 

Traders 

What are traders’ perceptions of being a user and financial benefiter of the P2P economy? 

Traders tended to fall into two groups—those who earned the majority of their income this way 

(35%) and those who ‘dabbled’ and saw themselves as individuals, often motivated by a sense of 

community and the desire to do something positive with their skills or belongings. 

Business-centric reasons for starting to use a P2P platform as a trader were rarely nominated as the 

main reason, with just 4% saying it was less risky than running their own business, 6% saying it was 

easier than setting up a business and 3% saying they originally wanted to use it as a main source of 

income. 

The most popular reason nominated as the main driver for becoming a trader on a P2P platform was 

that it was a good use of underutilised items or skills (15%), followed by just wanting to try it out 

(14%), as a supplementary source of income (13%) and on a recommendation (12%). In discussions 

with traders, many brought up the notion of being part of a special community and feeling an 

obligation to provide good products and services as a representative of that community. 

Traders were much more likely to be familiar with terms used to describe the peer to peer economy 

than consumers, although they would still associate with it most strongly via the platforms and 

brand names they are aware of and use. 

What do traders believe their rights and responsibilities are? 

Almost half the traders surveyed (46%) were confident they understood their rights and 

responsibilities, although the discussion forum suggested this was more a case of believing that 

‘doing the right thing’ was enough. 

Traders expressed some uncertainty about rights and responsibilities in a legal sense and many 

relied on the quality of their product or service to mitigate the risks. They also relied on their 

platform to ensure they complied with any rights and responsibilities. 

When prompted in the discussion forum, many traders felt the ultimate legal responsibility lay with 

the platform but that a lack of regulation made this difficult to enforce. 
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How do traders respond when things go wrong? 

Traders were more likely to rely on the platform provider to help resolve any issues and to trust in 

their good service to avoid disputes. 

When asked what they would do in hypothetical scenarios when things went wrong, many traders 

said they would contact the platform as a first response or contact the shipping company. Some 

would contact a fellow trader for advice. Almost one in five traders surveyed (19%) said they would 

refund the buyer without question, either as a first or subsequent response, suggesting that they 

accept the risks of engaging in this type of P2P transaction. 

Like consumers, while 69% of Traders agree it is up to the individual to understand their rights and 

responsibilities, almost three in four Traders (72%) agree the Government should do more to 

educate people about their rights and responsibilities and 69% agree the Government should do 

more to protect people’s rights and responsibilities. Female traders were more likely than male 

traders to agree that the Government should do more to educate people about their rights and 

responsibilities (81% said strongly or somewhat agree, compared to 64% for men).  

Industry 

What businesses understand their responsibilities to be when there is consumer detriment 

Businesses that run the P2P platforms have directed much effort towards clearly defining their role 

as transaction facilitators rather than providing the end service or product. Having sought legal 

advice, they’re very likely to understand their rights and responsibilities from the legal perspective, 

however to foster trust in their offering, they are committed to providing good experiences to their 

consumers and traders and often offer help with dispute resolution and some even provide 

insurance cover. Industry members often cited going above and beyond their legal obligations to 

consumers and traders who use their platform as a way of increasing trust and improving the overall 

experience. In addition to their reviews and ratings systems, industry members also use other 

methods to moderate the marketplace and standardise quality. This includes monitoring and 

investigating members who consistently rate low and potentially removing them, pre-screening 

traders during the registration phase and cross-checking against social media profiles. Many industry 

members are committed to the ongoing improvement of their quality systems and dispute 

resolution processes. 

What processes and procedures are in place when things go wrong? 

Several industry members mentioned they encourage consumers and traders to resolve issues 

between themselves. However, if this fails, the platform can intervene in several ways such as 

working with them to achieve a compromise or bringing in an independent mediator. Platforms such 

as Airbnb and Airtasker offer insurance as a backup if things go wrong. 

Many industry members were unsure about the role of government, especially when it came to 

rights and responsibilities, and admitted that they hadn’t thought about it until approached for the 

interview. Once they thought about it however, they were very positive and keen to pursue a 

relationship with Fair Trading. They see themselves as being in an excellent position to work with 
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government, traders and consumers to ensure rights and responsibilities are understood and that 

P2P is perceived as a safe way to do business. Those we spoke with indicated they would be open to 

receiving communication and working with Fair Trading to provide advice to traders and consumers. 

Education and communication 

There is a clear gap in knowledge here and this is likely to cause increasing problems as more people 

become involved with the peer-to-peer economy. An information/education campaign designed to 

reach both Consumers and Traders (and undertaken in partnership with industry), is needed to fill 

this gap and minimise more serious disputes.  

The language used to describe the P2P economy is not standardised across users or industry 

members―62% of Consumers had not heard of peer-to-peer economy, sharing economy or 

collaborative economy―and it was much more common to speak about these platforms by their 

brand name. Traders and users are increasingly seeing the P2P economy as just another model on 

the modern business spectrum and don’t feel a need to differentiate it or name it. 
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2. Background and objectives 

Background 

While still in its infancy, the peer-to-peer (P2P) economy, or share economy, has arrived and taken 

its place alongside the traditional economy. Its premise is simple—people with underutilised items 

(cars, homes, rooms, musical equipment etc.) or skills (IT support, cleaners, dog walkers, drivers etc.) 

rent them out to other people at a cost. When viewed in its entirety, the P2P economy is a new and 

alternative socio-economic system with collaboration and community at its heart. 

The P2P economy encompasses a range of notions such as swapping, exchanging, collective 

purchasing, shared ownership, shared value, co-operatives, co-creation, recycling, re-distribution, 

trading used goods, renting, borrowing, lending, subscriptions, circular economy, pay-as-you-use 

economy, peer-to-peer lending, micro-financing, micro-entrepreneurship, crowdfunding, 

crowdsourcing, open source, open data, and user generated content (UGC). 

For some, the P2P economy represents a revolution and fills the need for a fairer, more sustainable 

people-centred economic business model. Some speak of it as the way of the future and a real 

expression of the basic tenets of religion, trust and generosity, care for the planet, a fairer 

distribution of assets, a social redistribution of power, and even democracy itself. For others, it 

simply sits neatly alongside more traditional business models and offers something different. 

There is no doubt that digital technology has been the catalyst that has allowed the share economy 

to grow at the rate it has and achieve the penetration is has around the developed world. 

The online platforms connecting people were initially intended to be free to use, however, the 

creators of the different platforms often charge a fee or take a commission on each transaction that 

takes place on their platform. These businesses are keen to present themselves as contributing 

members of the sharing economy, but as businesses looking to generate profits, (Uber typically takes 

20% of each fare; Airbnb charges a service fee of 6 to 12% per booking; Airtasker takes a 15% 

commission), they are often less egalitarian than a true collaborative economy might prefer to be. 

To a certain level, the P2P economy model provides its own moderation and regulation. Online 

reviews and ratings are usually posted by both parties to each transaction, which makes it easy to 

spot those who represent a risk or take advantage of the business relationship. But there is a 

growing expectation that governments will play a role in regulation. 

Objectives 

This research seeks to understand the behaviours of consumers using these P2P platforms and the 

level of awareness they have of their consumer rights and responsibilities when doing so. 
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It also seeks to understand how individual traders perceive themselves in this marketplace, as 

‘business operators’ with legal rights and obligations to the consumers they transact with, or as 

some version of a ‘private trader’ engaging only in private sales and therefore not impacted by 

‘business’ legal requirements. Insight into the way in which individuals see themselves in this space 

will help guide NSW Fair Trading and potentially other regulators’ education and compliance 

activities.   

And finally, it seeks to profile the businesses that run the P2P platforms and their understanding of 

what their rights and responsibilities are in regard to the consumers who transact within their 

emerging marketplace.   

The research objectives were to understand: 

 the peer to peer (P2P) user profile and demographics 

 possible consumer trends ie. industry, frequency of use, costs  

 

Additional audience-specific objectives were: 

Consumers  

 what consumers understand their rights to be 

 how consumers respond when things go wrong  

 how do consumers use these platforms? Do they use one or many; what are the 
motivators/barriers?  

 

Traders 

 what are traders’ perceptions of being a user and financial benefiter of the P2P economy? 

 what do traders believe their rights and responsibilities are 

 how do traders respond when things go wrong? 

 

P2P business   

 what businesses understand their responsibilities to be when there is consumer detriment 

 what processes and procedures are in place when things go wrong? 
 

Target participants 

The research utilises three target participants of the P2P economy: 

1. Consumers aged 18+ living in NSW who buy or rent other people’s goods or services using 
P2P platforms (for example, an Airbnb guest or Uber passenger) 

2. Traders aged 18+ living in NSW who sell or hire out their goods or services to others using 
P2P platforms and benefit financially by doing so 

3. Industry members or businesses who operate the P2P platforms being used by Consumers 
and Traders 
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3. Methodology 
The research consisted of four main stages: 

1. A literature review 
2. Qualitative research consisting of two online discussions forums—one with Consumers and 

one with Traders 
3. A quantitative online survey with Consumers and Traders 
4. A series of telephone discussions with industry members and businesses 

Literature review 

The literature review was conducted by an Instinct and Reason consultant over two days at the 

commencement of the project to ensure the study built on existing knowledge.  

A series of keywords were used to search online for pre-existing literature regarding the P2P 

economy. The following was obtained during the search for use in the review: 

 3 Government reports 

 56 journal articles 

 40 grey literature items (publications outside the traditional commercial or academic publishing 
and distribution channels). 

The findings from the literature review, along with the research objectives, led to the development 

of specific topics to be covered during the next phase of the project—two online discussion forums. 

Online discussion forums 

As part of Instinct and Reason’s Divergent/Convergent approach to research, two online discussion 

forums were conducted—one with Consumers and one with Traders. As part of the Divergent stage, 

the online forums allowed a qualitative approach to the exploration of themes and topics relating to 

Consumers’ and Traders’ understanding of their rights and responsibilities when engaging the P2P 

economy. 

Instead of a series of focus groups to achieve this exploration, the online discussion forums allowed 

for a longitudinal approach, with several topics discussed with forum members over the course of 

three to four weeks. This resulted in a much deeper conversation and allowed forum members to 

engage with each other as well as the moderator when sharing their experiences. 

Consumers and Traders were kept separate in order to focus the discussion on their unique 

perspectives and experiences when using the P2P economy. 
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Consumer discussion forum 

Twelve people were recruited to the Consumer forum from an online consumer panel. They were 

incentivised to encourage their participation for the duration of the forum. 

Trader discussion forum 

Eleven people were recruited to the Trader forum from a mix of sources: 

 Several were recruited from an online Consumer panel 

 Several were recruited with the help of the platform of which they are members. 

They were incentivised to encourage their participation for the duration of the forum. 

Online survey 

The online survey represents the Convergence portion of the research model, where the ideas 

generated and explored during the Divergence stage come together to be surveyed in the wider 

community. 

We sampled NSW residents aged 18+ who have used a P2P platform as a Consumer or a Trader. This 

sample included a cross-section of age, gender and location within NSW. The details are as follows: 

 Duration of 12-15 minutes 

 Total completed responses of n=1498 

 Sourced from an online consumer panel 

 Participation incentivised with panel rewards points 

 In field from 10 March to 21 March 2016. 

A representative sample of the NSW population was sent an invitation to the survey, however, if a 

person had not used a platform as either a Consumer or Trader, they were screened out and not 

included in the final data set. 

The demographics characteristics of the final data set is detailed below. 

Table 1: Demographic characteristics of survey sample 
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Discussions with industry 

Upon completion of the online survey, 12 telephone discussions with industry members and 

businesses operating P2P platforms were conducted. 

The purpose of the discussions was to gain an industry perspective on Consumers’ and Traders’ 

perception of rights and responsibilities and where the industry sees itself and its role in this. It also 

allowed the chance to cover some results from the online survey with industry members and gain 

their assessment. 
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4. Familiarity of language and 
awareness of P2P platforms 

 

Familiarity with language 

More than half of the P2P users (56%) who were surveyed had not heard of any of the standard 

terms used to describe the P2P economy, such as sharing economy or collaborative economy. 

Traders who were surveyed were much more likely than Consumers to be familiar with these 

phrases, likely as a result of their greater familiarity and experience with the topic. 

This lack of familiarity with the standard terms used to describe the P2P economy was also evident 

in the online discussion forums prior to the online survey. In the Consumer forum, members 

understood the context of the P2P economy from the research perspective, however, did not usually 

use these terms and phrases to describe it. As one Consumer said: 

“I usually just refer to each service by its particular name, Uber, Airbnb, etc.” 

This section discusses Consumers’ and Traders’ familiarity with the language used to describe the 

P2P economy. 

Overall, the language used is not standardised across users of the P2P economy such as 

Consumers, Traders and industry members―62% of Consumers had not heard of the terms 

‘peer-to-peer economy’, ‘sharing economy’ or ‘collaborative economy’―and it was much more 

common to speak about these platforms by their brand name. Traders who were surveyed were 

much more likely than Consumers to be familiar with these phrases. Industry members don’t 

consider Consumers and Traders very familiar with the language and generally prefer to avoid 

such language when engaging with them, although they believe people do understand the 

underlying concepts and idea of sharing resources. During the course of the telephone 

discussions with industry members, many used the term ‘sharing economy’ although several 

industry members used the term ‘two-sided marketplace’ to describe the P2P economy. 

Consumers and Traders are increasingly seeing the P2P economy as just another model on the 

modern business spectrum and don’t feel a need to differentiate it or name it. 

eBay, Gumtree and Uber were the most well-known platforms among users, followed by Airbnb, 

craigslist, Stayz, and Etsy. 
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When asked what other phrases they used to describe the P2P economy, Consumers in the online 

forum mentioned a variety of terms such as: barter economy, consumer driven social economy, small 

business for individuals, social economy, direct, no middle man/third party, no intermediation, a 

digital platform, individuals, and trading between equals. 

Figure 1: Familiarity with language 

 

From the survey, familiarity with the language is greater among males (54% had heard of at least 

one term, compared to 34% of females) and those living in Sydney (48% had heard of at least one 

term, compared to 34% of those living outside of Sydney). 

Unsurprisingly, there is an age effect on familiarity of the language with those aged 18–34 the most 

familiar (54% had heard of at least one term) and those aged 55+ the least familiar (31% had heard 

of at least one term). 

Awareness of platforms 

eBay, Gumtree and Uber were the most well-known platforms among users, followed by Airbnb, 

craigslist, Stayz, and Etsy. 

Those surveyed aged 18–34 were generally more likely than those aged 55+ to be aware of these 

platforms, however, this was not the case for some of the more well-known platforms such as Stayz 

(39% for those aged 18–34 compared to 48% for those aged 55+), eBay (92% for those aged 18–34 

compared to 98% for those aged 55+), and Gumtree (85% for those aged 18–34 compared to 95% 

for those aged 55+). 
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Men and women showed equal levels of awareness of these platforms, however, there were some 

notable exceptions such as for Etsy (48% among women and 19% among men) and Stayz (51% 

among women and 36% among men). 

Sydney residents were generally more likely than those living outside Sydney to be aware of these 

platforms. 

Figure 2: Awareness of platforms 
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5. Consumers 

 

This section discusses Consumers’ use of P2P platforms, levels of satisfaction, the reasons for 

initially using P2P platforms instead of traditional retail or service options, and profiles more 

frequent Consumers. 

Many P2P platforms such as eBay, Gumtree, Uber, Airbnb, Stayz and Etsy are popular and 

generally well regarded. The majority of Consumers rate their most recent transaction on a P2P 

platform as satisfactory, with just under nine in ten (86%) saying they were satisfied or very 

satisfied. 

The majority of Consumers surveyed use only one or two platforms (37% and 36% respectively), 

while 15% use three and 10% use four or more platforms.  

The research showed Consumers did not have a thorough understanding of their rights when 

using P2P platforms. They were, in general, aware of this, with only 17% saying they were very or 

completely confident of their understanding in this area. They were less confident about their 

rights and responsibilities in a service transaction than when purchasing a product. They were 

also unsure about the difference between transacting with an individual and a business.   

Many Consumers felt the Government has a role in educating the public (65%) and protecting 

people’s rights (60%). However, Traders were more likely than Consumers to agree that it’s up to 

the industry to ensure people’s rights and responsibilities (51% versus 32% for Consumers). 

Frequent consumers 

Frequent Consumers are more likely to be a family with children under the age of 16, more 

familiar with the term ‘peer-to-peer economy’, trust P2P platforms the same as traditional retail 

or service options and confident in understanding their rights and responsibilities. Their reasons 

for using P2P are that it saves time, is the usual way of doing things, is safer and is more 

convenient than traditional retail and service options. Their trust in reviews and ratings 

(moderate to complete) is 81%. 

Infrequent consumers 

Infrequent Consumers are more likely to be aged 55+, be unfamiliar with P2P language and to be 

unsure of their rights and responsibilities. The trust in reviews and ratings is still quite high at 

62%. 

Non-users 

Only 26 people in the sample had not used P2P and the most common reasons given were ‘no 

need’ (38%) and ‘hadn’t got around to it’ (19%). Only 4% were concerned about a lack of rules 

and regulations and 4% didn’t trust the sellers. 
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Rights and responsibilities 

Perceptions of rights and responsibilities in the P2P model 

The online discussion forum with Consumers revealed a range of opinions about whether rights and 

responsibilities in a P2P model are the same, or should be the same, as in the traditional economy. 

Many said they felt they should be the same but acknowledged the difficulties posed by the P2P 

model: 

“I think we should have the same consumer rights but in reality we don’t as it 
involves different locations and distances and countries.” 

 

“The same consumer rights should apply when using P2P platforms and services. 
However, in reality, P2P economy is still very self-regulated and there’s no over-

arching governing body to oversee these platforms and services.” 

 

“I think the same consumer rights should apply, but at present many of these 
services are self-regulated and operate outside the usual rules and regulations we 
expect. The laws are probably more difficult to uphold and/or enforce, especially 

when companies originate outside Australia and have very different laws and 
regulations, compared to those when purchasing from a major online store or in 

person.” 

Some other Consumer forum members noted that the P2P model is a different system operating on 

different principles—there may be alternatives to external regulation such as review systems, and a 

lack of regulation may be the cost of a model that has other benefits: 

“It’s a very grey area! I doubt people really use contracts with these sorts of 
things so you can get stung. Economies such as Airbnb and Uber work on reviews 

so that is a way to help protect others from getting stung.” 
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“The whole point of these P2P sites/enterprises is to circumnavigate restrictions 
and for everyone to get a better deal; hence less protection, especially from 

overseas sites.” 

 

[In agreement with previous comment] “I agree with your comments. P2P 
economy is about creating innovation and disrupting the norm.” 

Confidence in understanding rights and responsibilities 

Consumers were much less likely than Traders to say they were confident in understanding their 

rights and responsibilities when using P2P platforms. Thirty three per cent of consumers said they 

were not at all confident or only slightly confident of their understanding (compare to 16% of 

Traders). 

Consumers who say they are not at all confident or only slightly confident (33%) in understanding 

their rights and responsibilities are more likely to be women (39%, compared to 25% for men) and 

aged 55+ (39%, compared to 29% for those aged 18–34 and 32% for those aged 35–54). There is no 

difference between those living in Sydney compared to those living outside Sydney. 

Figure 3: Confidence in understanding rights/responsibilities 

 

When something goes wrong 

As part of the online survey, a series of hypothetical scenarios was developed in which something 

had gone wrong when engaging with a P2P platform. The scenarios were presented to Consumers 

and Traders (two scenarios each), followed by a series of questions about what they would do in 

response to the problem and what expectations they had about its resolution. 
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Consumer scenario 1 

You’ve recently purchased a laptop from a private individual through a well-known online peer-to-peer 

platform. The person advertised the laptop as new, however, after you received the package delivery 

and unwrapped it, the laptop wouldn’t turn on, even with the power cable properly connected. 

Initial reaction 

In this scenario, the vast majority of Consumers (73%) reported the first thing they would do is 

contact the seller of the laptop. Popular additional actions were to contact the P2P platform used 

(50%) and contact PayPal or their credit card provider (45%). 

Figure 4: Consumer scenario 1 – Initial reaction 

 

Contacting the seller directly was also mentioned by several Consumers in the online discussion 

forum as one of the primary avenues for a resolution. One Consumer reported a good outcome due 

to the Trader’s desire to maintain a positive site rating: 

“The only thing I can recall going wrong was receiving goods purchased on eBay 
that I believed was not true to the description given.  I contacted the seller who 
requested that I didn't leave negative feedback, and then sent me another item 

free of charge plus a little ‘free gift' which solved the problem and was good 
customer service.” 

Perceived legal entitlements 

The overwhelming majority of Consumers (81%) believed they were legally entitled to a refund of 

the money paid for the laptop. 
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Figure 5: Consumer scenario 1 – Perceived legal entitlements 

 

Who is responsible 

Around four in five Consumers (82%) believed the seller was responsible for providing a solution in 

this scenario. 

Figure 6: Consumer scenario 1 – Who is responsible 

 

Difference between business and private individual 

In this scenario, just over half of Consumers surveyed (53%) think there is no difference between 

buying the laptop from a business compared to buying from a private individual. 

The proportion of people who think there is no difference is relatively equal across gender, age and 

region, suggesting this belief is universal in nature.  
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Figure 7: Consumer scenario 1 – Difference between business and private individual 

 

There were mixed responses in the Consumer discussion forum also: 

“I think that individuals and businesses are covered under the same law… The real 
issues probably relate to more practical aspects in these transactions.” 

 

“My understanding is that if you are selling second hand goods as a private 
individual then you are not bound to the same conditions as a business but I 

would expect that there may be some provisos or exceptions such as in the case 
of eBay and where you pay using PayPal) because of their buyer protection 

feature).” 

The confusion may be compounded by, in some cases, it being unclear whether a Trader is a 

businesses or an individual. As one forum member said: 

“…that is the distinction, business or individual, but sometimes knowing the 
difference can be difficult. Problems seems to arise when people assume they are 

dealing with a business not an individual.” 

Among the one in four Consumers (25%) who say there is a difference, the most commonly cited 

difference was that a business is legally bound and that there are guarantees and warranties that 

come with the product. 
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Table 2: Consumer scenario 1 – Stated differences between business and private individual 

 

Assumptions 

Responses to the assumptions relating to this scenario support the notion that many Consumers do 

not understand the details of consumer law that would apply in this case. Under consumer law, the 

person who purchased the laptop is not protected and the seller is not legally obligated to refund or 

repair the laptop due to the fact this is a private transaction. 

Around three in four Consumers surveyed (73%) believed the seller must provide a refund in this 

scenario and three in five (59%) believed the seller had to fix or replace the laptop. 

This demonstrates that a good portion of Consumers believe their rights are similar when buying 

from a private individual online and from a business. 

When it comes to the legal responsibilities of PayPal, the credit card company and the P2P platform, 

there is more uncertainty, with around two in five saying they were unsure of whether these 

organisations were obliged to return their money. 

Figure 8: Consumer scenario 1 – Assumptions 
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Consumer scenario 2 

You placed an ad on a peer-to-peer platform asking for some help moving boxes during your shift to a 

new home. A well-reviewed individual accepted the job at an agreed price. The boxes were moved 

quickly and efficiently and the funds allocated to the task were released to the mover. At the time, you 

were happy with the job and rated them highly. However, the next day, while you were unpacking the 

boxes you found that some of the items in the boxes were broken. 

Initial reaction 

Around three in five Consumers surveyed (61%) said they would contact the person who took the 

job first to help resolve this issue. Contacting the P2P platform used was another popular avenue. 

Figure 9: Consumer scenario 2 – Initial reaction 

 

Perceived legal entitlements 

Scenario 2, which concerned the provision of a service rather than a product, seemed to produce 

more uncertainty than Scenario 1 in terms of perceived legal entitlements. Thirty per cent of 

Consumers said they were unsure of their rights in this case, compared with just 7% in Scenario 1. 

Among those who ventured an answer, there was also less agreement than in Scenario 1, where a 

clear majority believed they were entitled to a refund. 

This suggests that from a Consumer perspective, the rights associated with service provision are 

more difficult to pin down than for products. This may be due to factors such as the subjective 

nature of evaluating service quality and the difficulty in finding a standard. 
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Figure 10: Consumer scenario 2 – Perceived legal entitlements 

 

Who is responsible 

Just over half the Consumers surveyed (52%) believed that the person who took the job was 

responsible for resolving the problem, while 32% felt that it was their own responsibility to do so. 

Again, this differs from the responses to Scenario 1, in which 82% of Consumers felt the Trader was 

responsible and just 11% felt they, as the buyer, were. In Scenario 1, the P2P platform was the party 

that was second most commonly cited as responsible for the resolution. However, here the platform 

is third, after the Consumer themselves. 

Figure 11: Consumer scenario 2 – Who is responsible 

 

Difference between business and private individual 

When asked whether their rights as a Consumer in this scenario would be different depending on 

whether the Trader was a business or a private individual, 38% of Consumers surveyed thought they 

would be. The proportion believing this is larger than in Scenario 1, where just 25% thought their 

rights would differ. The percentage of Consumers who said they were unsure was the same in both 

scenarios. 
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Women are more likely than men to say they are unsure if there is a difference (25% compared to 

18%), as are those aged 18–34 (31%, compared to 20% for those aged 35–54 and 17% for those aged 

55+). 

Figure 12: Consumer scenario 2 – Difference between business and private individual 

 

Among the Consumers who stated there would be a difference, almost half (44%) mentioned the 

fact that a business would have insurance to cover such eventualities. 

Table 3: Consumer scenario 2 – Stated differences between business and private individual 
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Assumptions 

There was much more uncertainty about the rights and responsibilities underpinning the situation in 

Scenario 2 than in Scenario 1. For each of the five statements presented, between 36% and 48% of 

Consumers surveyed said they were unsure of the answer, while in Scenario 1 this figure ranged 

between 20% and 40%. However, there is a sizeable proportion of Consumers who believe they have 

legal rights when in fact they do not due to the fact this is a private transaction. 

Around 2 in 5 Consumers (41%) believed the Trader was liable, under Australian Consumer Law, to 

compensate them for the damage caused, while one in four (25%) believed the platform was legally 

responsible. 

Almost one in three (32%) believed the P2P platform was at least legally obliged to provide help with 

resolution in the form of an independent third party. 

Figure 13: Consumer scenario 2 – Assumptions 

 

Comparison of Consumer Scenarios 1 and 2 

While the purpose of providing the two Consumer scenarios was not necessarily to make direct 

comparisons, the results reveal some interesting contrasts. 

While more people were confident in their responses in Scenario 1, many perceived the rights and 

responsibilities surrounding the purchase of an item from a private individual on a P2P platform as 

being similar to a traditional retail model. Rather than conceptualising the transaction as an online 

version of a garage sale, many Consumers saw it as more akin to purchasing the item instore. This is 

evidenced by: 

 The vast majority of Consumers surveyed (81%) believing they would be legally entitled to a 
refund for a non-functioning product 
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 59% believing the seller had a legal obligation to fix or replace the item, and 

 53% believing there would have been no difference, in this situation, between buying from a 
business and a private individual. 

As a group, the Consumers surveyed were not as confident about the rights and responsibilities 

surrounding a service transaction, as seen in Scenario 2 where 30% stated they were unsure of what 

they would be legally entitled to if a private Trader sourced through a P2P platform accidentally 

damaged their property. 

However, there were some indications that the risks associated with the P2P economy were clearer 

when conducting service-based transactions. In this case, 32% of the Consumers surveyed put 

themselves among the parties ultimately responsible for resolving the problem, compared to just 

11% in Scenario 1. 

There also appeared to be a group of Consumers who recognised a difference between private and 

business Traders in the service context of Scenario 2, but not in the product context of Scenario 1 – 

around one in eight of those surveyed (13%). 

The most popular reason given (44%) for the distinction in Scenario 2 was that a business would 

have insurance to cover the cost of damage and, presumably, a private individual might not (3% 

mentioned this explicitly). However, the validity of this rationale may vary with the specific platform 

used—for example, Airtasker offers insurance to cover damage caused when a Consumer connects 

to a Trader through their platform.1 

Those who believe there is no difference in their rights when buying from a private individual versus 

a business 

There were 281 Consumers surveyed who said their rights were the same when transacting with a 

business versus a private individual for both product and service scenarios. These people are more 

likely to be aged 55+, retired and only completed some secondary school education. They trust P2P 

the same as traditional retail and service options and are confident in understanding their rights and 

responsibilities. 

As a point of comparison, the people who do believe there is a difference are sceptical: they are not 

confident in understanding their rights and responsibilities and somewhat distrustful of P2P 

platforms. 

  

                                                             
 

1
 https://www.airtasker.com/insurance/ [accessed 8 April 2016] 

https://www.airtasker.com/insurance/
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Table 4: Profile of Consumers who believe there is no difference between private individuals and business 

 

Reviews, ratings and trust 

Level of trust in reviews and ratings 

In the online discussion forum, several Consumers acknowledged reviews and ratings played a 

significant role in helping them to decide on whether or not to enter into a transaction: 

“I like to read reviews which often help me to decide on whether to purchase or 
not. I find reviews surprisingly honest.” 

 

“I won’t buy from somewhere that has negative reviews. There needs to be a high 
level of trust and the reviews help me make my decision whether to purchase or 

not.” 

 

“I rely on reviews and ratings of the supplier when deciding to buy a good or 
service. It makes me more likely to trust the provider. The higher the rating the 
better. It indicates the provider has previously supplied what was promised.” 
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“Yes, ratings and reviews do affect me to large extent and I have in the past not 
bought from a few peer to peer businesses based on reviews.” 

Interestingly, the topic of reviews and ratings also came up fairly frequently when discussing rights 

and responsibilities. As previously mentioned, some members of the online discussion forum saw 

reviews and ratings as a way of constraining platforms and Traders in a model that can seem less 

controlled than traditional commerce. One Consumer noted: 

“The majority of these groups are on the up and up and can’t afford to do the 
wrong thing as it is social media sites and forums like this that can make or break 
them. If I have a bad experience with something I will post to my 168 friends on 
Facebook who will post to all of their friends and so on. That's a lot of free bad  

However, some limitations on the validity of reviews and ratings were also acknowledged by 

Consumers: 

“I would be more inclined to take notice of favourable reviews for a service if they 
were written by people from a similar age group and region or country to myself. 

I wouldn’t take the time to read reviews written by teens to 20’s.” 

 

“Even though most of the time the buyer/seller is good, they could face uncertain 
and unexpected situations, so we cannot completely rely on comments.” 

 

“I read reviews but take them with a grain of salt. I don't know these reviewers 
and what they do or don't like' and does everyone who has a good versus bad 

experience bother to reply over same?” 

 

“Of course any system is open to abuse, for example buying higher ratings or 
having friends provide the ratings.” 

In the survey, around 9 in 10 Consumers (91%) placed at least some trust in reviews and ratings, with 

the remainder either not trusting them at all (3%) or not sure enough to express an opinion (6%). 

While about one in two (47%) said they trust reviews and ratings moderately, almost one in three 

(29%) trust them very much or completely. 
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Although Consumers’ trust is relatively equal across genders and regions, there is an age effect 

where those aged 18–34 are more likely to say they trust them very much or completely (41%, 

compared to 27% for those aged 35–54 and 19% for those aged 55+). 

Figure 14: Level of trust in reviews and ratings 

 

These results illustrate that while these systems are not problem free, they remain an important 

part of P2P platforms for most Consumers. 

Level of trust compared to traditional retail or service options 

Traders surveyed were more likely than Consumers to trust P2P platforms over traditional options 

(19% versus 5%). However, there is still a large proportion of both Traders and Consumers who trust 

P2P platforms less, almost 1 in 2 for Consumers (45%). 

Figure 15: Level of trust compared to traditional retail or service options 

 

Reasons for trusting P2P more 

Consumers surveyed who trusted P2P more than traditional options did so due to the ability to deal 

direct with the Trader and to read reviews and ratings. Traders, on the other hand, placed much 

more emphasis on being part of a community. 



Peer-to-peer economy 
 
 
 
 

 

 
 

34 

Figure 16: Reasons for trusting P2P more 

 

Reasons for trusting P2P less 

For Consumers and Traders surveyed who trusted P2P less than traditional options, getting 

scammed was the main fear. However, this reason was not as dominant for Traders as it was for 

Consumers (67% versus 80%). 

Figure 17: Reasons for trusting P2P less 

 

Consumers were also more likely to say they don’t know how to seek a resolution if they have a 

complaint (36% versus 26% for Traders). As one Consumer on the discussion forum noted: 
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“I think when there is a problem that most of us would prefer a more traditional 
company to contact rather than an individual or just a phone number or email address, 
but with this more individual market place, it seems there is often little or no consumer 
protection.  It is the risk you take when using these services and purchasing products, 

as it was when it was first possible to make purchases online from someone other than 
a bricks and mortar business, or really with any purchase.” 

The role of Government 

The majority of Consumers surveyed (71%) agreed it was up to the individual to understand their 

rights and responsibilities when using P2P platforms. However, many also felt the Government has a 

role in educating the public (65%) and protecting people’s rights (60%). 

There are relatively equal levels of agreement for these statements across gender, age and region. 

However, there is a notable exception: those aged 55+ are more likely to agree it’s up to the 

individual to understand their rights and responsibilities (81% said strongly or somewhat agree, 

compared to 68% for 35–54 year olds and 65% for 18–34 year olds). 

Those who agree with the statement the Government should do more protect people’s rights, are 

 Less likely to be aged 55+ (24% for those who agree with the statement vs 36% for those who 
disagree) 

 Less likely to say they are not legally entitled to anything in Scenario 2 (service scenario) (10% 
for those who agree vs 21% for those who disagree) 

 More likely to say they trust P2P less than traditional options because there is not enough 
Government regulation (42% for those who agree vs 15% for those who disagree) 

 More likely to agree the Government should do more to educate people (86% for those who 
agree vs 27% for those who disagree). 

Figure 18: The role of Government – Consumers 
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Consumer profile―platforms used to buy or rent 

eBay was by far the most commonly used platform among people surveyed, with 61% having used it 

to buy something in the last six months, followed by Gumtree (33%), Uber (14%), and Airbnb (7%). 

Although Craigslist is well known, only 3% have ever actually used it. 

Figure 19: Platforms used to buy or rent 

 

Use of eBay is fairly universal, with equal levels of usage across gender, age, and region. In contrast, 

a platform such as Uber is heavily influenced by age, with 24% of those aged 18–34 having used it in 

the last six months, while only 4% of those aged 55+ have done so. Airbnb is also used primarily by 

younger people (12% for those aged 18–34, compared to 1% for those aged 55+). Using Etsy to buy 

items is more common with women, with 7% having used it in the last six months, compared to 3% 

of males. 

Frequency of using P2P platforms to buy or rent 

Car sharing platforms such as DriveMyCar and Car Next Door were used most frequently by survey 

respondents, suggesting people are using them for regular weekly activities. 

Platforms used to buy items such as eBay, Gumtree, Etsy, and Craigslist, are generally used a few 

times a year or once or twice a month. 

Platforms for renting accommodation such as Airbnb and Stayz are used less frequently, such as a 

few times a year, or less often than that. 
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Figure 20: Frequency of using P2P platforms – Consumers 

 

Satisfaction 

In terms of satisfaction, the majority of Consumers rate their most recent transaction on a P2P 

platform as satisfactory, with just under nine in ten (86%) saying they were satisfied or very satisfied. 

Among Consumers, satisfaction was relatively equal across gender and age, however, residents living 

outside Sydney tend to have higher levels of satisfaction than those living in Sydney (42% said they 

were very satisfied, compared to 34% of those living in Sydney). 

Figure 21: Satisfaction with most recent transaction 

 

Reasons for using P2P instead of traditional options 

The two main reasons for using a P2P platform instead of a more traditional retail or service offering 

relate to cost savings and convenience. These reasons were consistent across gender, age, and 

region in the survey, suggesting the universal application of these drivers. After cost savings and 
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convenience, the next most common reasons were the ‘uniqueness’ of the offering and that it was 

quicker than a traditional option. 

Figure 22: Reasons for using P2P instead of traditional model – Consumers 

 

Reasons for not using a P2P platform as a consumer 

Although the sample for this survey consisted of users of P2P platforms, there was a small group 

who only use the platforms in the capacity of a Trader, that is, to sell or hire out their items or skills 

to others. Among these people, the main reason for not having bought or hired someone else’s 

items or skills was because the need hasn’t arisen (38%). 

Figure 23: Reasons for not using a P2P platform as a consumer 
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Likelihood of using a peer-to-peer platform 

Just under half (47%) of users said they were very likely to buy or rent from a P2P platform in the 

future. This was relatively equal across gender and region, however, those aged 55+ tended to be 

less likely to use it in the future (just 40% said very likely). 

Figure 24: Likelihood of using a peer-to-peer platform 

 

Further profiling of consumers 

By satisfaction v’s likelihood to use in the future 

Consumers who are more likely to use P2P platforms in the future were more likely to be very 

satisfied with their last P2P transaction. 

Those who are less likely to use P2P in the future were more likely to be ambivalent about their most 

recent P2P transaction. 

Figure 25: Likelihood of using P2P and satisfaction with most recent transaction 

 

By trust in reviews and ratings v’s likelihood to use in the future 

Consumers who are more likely to use P2P in the future have more trust in reviews and ratings 

compared to those not as likely to use P2P in the future. 
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Table 5: Likelihood of using P2P and trust in reviews and ratings 

 

By frequency of use 

It should be noted due to the survey sample being users of P2P platforms, the demographic profile is 

fairly similar between Frequent Consumers (who use P2P platforms once or twice a month or more 

often) and Infrequent Consumers (who use P2P platforms a few times a year or less often. However, 

Infrequent Consumers are more likely to be aged 55+, unfamiliar with the language and not 

confident in understanding their rights and responsibilities. 

Frequent Consumers are more likely to be a family with children under the age of 16, more familiar 

with the term ‘peer-to-peer economy’, trust P2P platforms the same as traditional retail or service 

options and confident in understanding their rights and responsibilities. Their reasons for using P2P 

are that it saves time, is the usual way of doing things, is safer and is more convenient than 

traditional retail and service options. 

Table 6: Comparing Infrequent Consumers and Frequent Consumers 

 

Number of platforms used 

The majority of Consumers surveyed use only one or two platforms (37% and 36% respectively), 

while 15% use three and just 10% use four or more platforms. 
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Consumers who use four or more different P2P platforms are younger, more formally educated and 

more aware of the terminology than the average Consumer, while those who only use one platform 

are older and less familiar with the terminology compared to the average. 

These expert Consumers are also using P2P platforms in a Trader capacity particularly to sell their 

items on eBay and Gumtree. They also trust reviews and ratings very much or completely and use 

P2P platforms because it saves time. 

The more casual Consumers who use only one platform are not quite sure of their trust in P2P 

compared to traditional retail and service options with the main reason for this being they don’t 

know enough about it. 

Table 7: Comparing Consumers who use only 1 platform to those who use 4 or more 

 

 

  



Peer-to-peer economy 
 
 
 
 

 

 
 

42 

6. Traders 

Usage of P2P platforms 

 

Platforms used to sell or hire out 

EBay and Gumtree were the most commonly used platforms to sell or hire out with 47% and 37%, 

respectively, having used the platforms in the last six months for this purpose. There are relatively 

equal levels of use across gender, age, and location for both platforms. 

Figure 26: Platforms used to sell or hire out 

 

This section discusses Traders’ usage of P2P platforms, levels of satisfaction and the reasons for 

initially using P2P platforms instead of traditional retail or service options. 

eBay and Gumtree are popular among people for selling or hiring out their items or skills. These 

platforms are not used very frequently and more so as supplementary sources of income. 

A similar proportion of Traders (to Consumers) rate their most recent transaction as satisfactory. 

Not yet having the need was the most common reason for not trading on a P2P platform (43%), 

followed by a lack of knowledge about it (23%). 

Traders using P2P platforms as their main source of income are more likely to be community 

minded and feel the Government should play a lesser role ensuring rights and responsibilities. 
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There are age and location effects on usage of Uber to hire out, with 10% of those aged 18–34 

having used it for this purpose in the last six months, compared to 1% for those aged 55+, and 8% of 

Sydneysiders having used it, compared to 2% for those living outside Sydney. 

Frequency of using P2P platforms 

In general, Traders are using P2P platforms more frequently than Consumers, due in part to their 

reliance on the platform as a source of income. 

Car sharing platforms such as DriveMyCar and Car Next Door are used frequently, as are task-based 

platforms such as Airtasker and Freelancer. 

The more popular platforms such as eBay, Gumtree, Uber, and Airbnb, are used less regularly, 

suggesting these are supplementary sources of income for the Traders surveyed. 

Figure 27: Frequency of using P2P platforms – Traders 

 

Satisfaction 

Similar to Consumers, the majority of Traders rate their most recent transaction on a P2P platform 

as satisfactory, with around nine in ten (91%) saying they were satisfied or very satisfied. 

Among Traders, satisfaction was relatively equal across gender, age, and region. 
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Figure 28: Satisfaction with most recent transaction 

 

Reasons for using P2P instead of traditional options 

For Traders, the reasons for using a P2P platform to sell or hire out their items or skills were more 

varied than for Consumers. Whereas cost savings dominated Consumers’ reasons, there was a range 

of perceived benefits for Traders using these platforms. Some of the more popular reasons included 

it being a good use of underused items or skills, out of curiosity, as a supplementary source of 

income, and based on a recommendation. 

Generally, the reasons that drive a Trader to use a P2P platform instead of a more traditional option 

were equal across gender, age, and region. However, there were some notable exceptions: 

 Recommendation as a reason was more common among men (16%, compared to 8% for 
women) 

 Just wanting to try it out was more common among those aged 55+ (21%, compared to 13% 
for 18–34 year olds, and 11% for 35–54 year olds) 

 A good use of underused items or skills was more common among 18–34 and 35–54 year olds 
(16% for both groups, compared to 7% for those aged 55+) 

 As a supplementary source of income was more common among residents living outside of 
Sydney (19%, compared to 12% for Sydneysiders). 

Figure 29: Reasons for originally using a P2P platform – Traders 
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P2P economy as a source of income 

Just over one in three Traders surveyed (35%) use the P2P economy as their main source of income, 

while half (50%) use it as a supplementary source of income. 

For those using it as their main source of income, there is a clear demographic effect: 

 Men are more likely to use it as their main source of income (43%, compared to 27% for 
women) 

 Those aged 18–34 are more likely than those aged 35–54 and 55+ to use it this way (46%, 
compared to 28% and 10% respectively) 

 Residents living in Sydney are more likely than those living outside Sydney to use it this way 
(41%, compared to 11%). 

Figure 30: P2P economy as a source of income – Traders 

 

Reasons for not using a P2P platform as a trader 

Among those who have only used P2P platforms as a Consumer, that is to buy or rent other peoples’ 

items or skills, not yet having the need was the most common reason for not trading on a P2P 

platform (43%), followed by a lack of knowledge about it (23%). 

Not yet having the need tends to be more common among those aged 55+ compared to those aged 

18–34 (53%, compared to 34%) and men compared to women (47%, compared to 39%). 

One in ten (10%) cite being unsure of the rules and regulations as their main reason. 
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Figure 31: Reasons for not using a P2P platform as a trader 

 

Likelihood of using a peer-to-peer platform 

Just under half (47%) of users said they were very likely to buy or rent from a P2P platform in the 

future. This was relatively equal across gender and region, however, those aged 55+ tended to be 

less likely to use it in the future (just 40% said very likely). 

Around two in five users (39%) said they were very likely to sell or hire out their goods or services to 

others in the future. Again, those aged 55+ tended to be less likely to do so (28% said very likely). 

Figure 32: Likelihood of using a peer-to-peer platform 

 

  



Peer-to-peer economy 
 
 
 
 

 

 
 

47 

Further profiling of consumers 

By satisfaction v’s likelihood use in the future 

Traders who are more likely to use P2P platforms in the future were more likely to be very satisfied 

with their last P2P transaction. 

Those who are less likely to use P2P in the future were more likely to be ambivalent about their most 

recent P2P transaction. 

Figure 33: Likelihood of using P2P and satisfaction with most recent transaction 

 

By trust in reviews and ratings v’s likelihood to use 

Traders who are more likely to use P2P in the future have more trust in reviews and ratings 

compared to those not as likely to use P2P in the future. 

Table 8: Likelihood of using P2P and trust in reviews and ratings 
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By confidence in rights and responsibility v’s likelihood use in the future 

Traders who are more likely to use P2P in the future display higher levels of confidence in 

understanding their rights and responsibilities. 

Table 9: Likelihood of using P2P and confidence in rights and responsibilities 

 

By frequency of use 

Similar to Infrequent Consumers, Infrequent Traders are more likely to be aged 55+, unfamiliar with 

the language, and not confident in understanding their rights and responsibilities. Additionally, the 

main reason for using a P2P platform was out of curiosity. 

Frequent Traders are more likely to be familiar with all the terms presented in the survey, use the 

P2P economy as their main source of income, trust P2P platforms more than traditional retail and 

service options, trust reviews and ratings very much or completely and confident in understanding 

their rights and responsibilities. Their reasons for using the P2P economy are that it’s less risky, is 

about being part of the community and is new and interesting. 

Table 10: Comparing Infrequent Traders and Frequent Traders 
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By number of platforms used 

Traders who use only one platform are unsure of their level of trust in reviews and ratings compared 

to the average Trader. Traders who use two different platforms are more likely to be aged 55+ and 

more likely to be female compared to average. 

Traders who use 3 or more platforms are more likely to be part of a family with most children under 

16 years, more familiar with the terminology and say the main reason for using a P2P platform is 

because it was new and exciting and a good use of their unused items. 

Table 11: Comparing Traders who use only 1 platform to those who use 3 or more 

 

By income type 

Traders who are using P2P platforms as their main source of income are more likely to be living in 

Sydney and familiar with the language. They are more community minded and feel the Government 

should play a lesser role ensuring rights and responsibilities. 
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Rights and responsibilities 

 

Perceptions of rights and responsibilities in the P2P model 

The online discussion forum with Traders revealed some uncertainty about rights and 

responsibilities in a legal sense, however, many Traders recognised an ethical obligation to provide 

good products and services. This is perhaps in line with the sense of community they reported in 

being part of their P2P platform: 

“I feel it is my responsibility in supplying services to do the job to the best of my 
ability, be on time, and work responsibly… Should I fail to perform my duty 

properly, I feel I have a duty of care to compensate the other party. I gather we 
would be caught under standard contract law. Regardless, morally or ethically we 

need to be responsible for our actions.” 

 

“To be completely honest, I haven’t thought that far into it. I know I should. I just 
do my bit, which may mean if I am selling, the goods are in the condition I have 
described, if someone is not happy after buying it for some legitimate reason I 

would take it back. That’s based on my core values, honesty and integrity. If I’m 
doing a job, I do it to the best of my ability.” 

 

Responsibilities: make sure what you offer is what you deliver! Be honest. Be 
friendly. Remember that you represent everyone else on the platform, and the 

company that backs you.” 

 

This chapter discusses how Traders perceive their rights and responsibilities when engaging with 

the P2P economy. 

Traders, in discussion, did not appear to be heavily engaged with details of their legal rights and 

obligations, for the most part trusting that the structures set up by the platform provider would 

ensure they complied. 

In line with the idea of a community, 11% of Traders said they would first ask a fellow Trader for 

their advice and a further 18% said they would do this in addition to other actions if something 

were to go wrong in an accommodation type scenario. 
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“I feel a responsibility to also provide the Airbnb experience i.e. the feeling of 
belonging—being friendly and helpful and going that extra mile for our guests. I 

am part of Airbnb but feel like a single trader, it’s an odd mix.” 

When prompted, many Traders felt the ultimate legal responsibility lay with the platform but that 

this was not always in force: 

“Burden of responsibility lies with the company. It is unviable for 40,000 micro-
entrepreneurs to negotiate the relevant legislation—but I sense that the 

companies shirk their responsibility by saying that it is the hosts’ responsibilities 
to be aware of regulations.” 

 

“There are no regulations affecting what I do since they are being looked after by 
a platform provider. My rights are to see the platform provider is doing the 

correct job and to claim damages if anything goes wrong.” 

 

“To my best knowledge, eBay itself is responsible for resolving any issues raised 
by the buyer.” 

 

“I’ve never really thought about my responsibilities in a legal sense. I guess I 
assume eBay has that side of things covered and as long as I abide by the eBay 

rules, then all is well.” 

 

Confidence in understanding rights and responsibilities 

Traders surveyed were much more likely than Consumers to say they are confident in understanding 

their rights and responsibilities when using P2P platforms. While just 16% of Traders said they are 

not at all confident or only slightly confident of their understanding, 33% of Consumers shared this 

sentiment. 
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Figure 34: Confidence in understanding rights/responsibilities 

 

When something goes wrong 

As part of the online survey, a series of hypothetical scenarios were developed in which something 

had gone wrong when engaging with a P2P platform. The scenarios were presented to Consumers 

and Traders (two scenarios each), followed by a series of questions about what they would do in 

response to the problem and what expectations they had about its resolution. 

Trader scenario 1 

While overseas on a recent holiday, you rented out your apartment through a well-known 

accommodation sharing peer-to-peer platform. You came home to find some of your furniture had been 

broken and some upholstery had been stained. You asked the guest what happened but they claimed 

the broken furniture and stains were like that when they arrived. 

Initial reaction 

In this scenario, the most common first action Traders would take is reporting the problem to the 

P2P platform used.2 Popular additional actions included contacting their insurance company, leaving 

a negative review/rating for the guest and getting professional legal advice. 

In line with the idea of a community, 11% of Traders said they would first ask a fellow Trader for 

their advice and a further 18% said they would do this in addition to other actions. 

  

                                                             
 

2 Airbnb, the largest P2P platform in this sector, offers their own insurance against damage by guests. If the 
Traders responding to this question used this platform as a mental reference, the response to report it to the 
platform may include dealing with the insurance aspect. [https://www.airbnb.com.au/guarantee, accessed 8 
April 2016] 
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Figure 35: Trader scenario 1 – Initial reaction 

 

Assumptions 

Around 60% of Traders surveyed felt the P2P platform or the guest was required to help remedy the 

problem. However, 40% agreed there is no official legal avenue in this particular scenario. 

Figure 36: Trader scenario 1 – Assumptions 
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Trader scenario 2 

You’ve recently sold your antique vase on a well-known online peer-to-peer platform. Although you 

packed it carefully and safely and sent it off to the buyer through the post, the buyer claims never to 

have received it. They are asking for their money back. 

Initial reaction 

In this scenario, as would be expected, the most commonly-mentioned first response was to contact 

the postal company (43%). However, beyond this, many said they would contact the P2P platform 

used (46%) and contact the institution that processed the payment (26%). 

Overall, a total of 19% of the Traders surveyed said they would refund the buyer without question 

either as a first or subsequent response suggesting that they accept the risks of engaging in this type 

of P2P transaction. 

Figure 37: Trader scenario 2 – Initial reaction 

 

Assumptions 

Just over two in five Traders surveyed (43%) felt they would be obliged to refund the Consumer’s 

money in this situation. 

More than half (54%) thought the P2P platform would be legally required to withhold the 

Consumer’s payment until the matter was resolved. 
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Figure 38: Trader scenario 2 – Assumptions 

 

Reviews, ratings and trust 

 

Level of trust in reviews and ratings 

Traders also felt reviews and ratings performed an important function, allowing them to build their 

reputation and encouraging them to provide good products and services: 

“The person selling is able to demonstrate trust and reliability by building a profile 
of reviews.” 

 

This chapter discusses trust—a cornerstone of the P2P economy—in detail. It will cover trust in 

reviews and ratings, levels of trust compared to traditional retail and service options and Traders’ 

perception of the role of Government. 

Some Traders, in discussion, saw reviews and ratings as a way of constraining platforms and 

Traders in a model that can seem less controlled than traditional commerce. Traders surveyed 

were more likely than Consumers to trust reviews and ratings, with 42% saying they trust them 

very much or completely. 

Traders surveyed were more likely than Consumers to trust P2P platforms over traditional 

options. 
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“I have maintained a five-star rating for nearly 3 years and have only had 2 bad 
reviews out of 120 - I guess I take pride in this and it makes me want to continue 

to be a ‘super host’.” 

 

“From my reviews I get other people contacting me because they have seen the 5 
stars… They do motivate me to go that extra mile.” 

Traders also valued two-way rating systems as a way of vetting Consumers they dealt with: 

“From a host’s point of view I always read reviews of guests if they have them and 
it definitely helps me decide whether to host them.” 

 

“I certainly check if a seller or buyer has a good rating on eBay before I trade with 
them.” 

Interestingly, the topic of reviews and ratings also came up fairly frequently when discussing rights 

and responsibilities. As previously mentioned, some members of the online discussion forum saw 

reviews and ratings as a way of constraining platforms and Traders in a model that can seem less 

controlled than traditional commerce. One Consumer noted: 

“The majority of these groups are on the up and up and can’t afford to do the 
wrong thing as it is social media sites and forums like this that can make or break 
them. If I have a bad experience with something I will post to my 168 friends on 
Facebook who will post to all of their friends and so on. That's a lot of free bad 

publicity.” 

Some Traders also saw the value in reviews and ratings when talking about rights and 

responsibilities: 

“The review process is fantastic and keeps me keeping my responsibilities up and 
our guests too - keeping our house rules leaving the cabin clean etc. - there is 
nothing legally binding I'm sure over this but the reviews act in a similar way 

keeps people honest.” 

However, some limitations on the validity of reviews and ratings were also acknowledged by 

Consumers: 
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“I would be more inclined to take notice of favourable reviews for a service if they 
were written by people from a similar age group and region or country to myself. 

I wouldn’t take the time to read reviews written by teens to 20’s.” 

 

“Even though most of the time the buyer/seller is good, they could face uncertain 
and unexpected situations, so we cannot completely rely on comments.” 

 

“I read reviews but take them with a grain of salt. I don't know these reviewers 
and what they do or don't like' and does everyone who has a good versus bad 

experience bother to reply over same?” 

 

“Of course any system is open to abuse, for example buying higher ratings or 
having friends provide the ratings.” 

Traders offered another perspective on the limitations of these systems: 

“Most people will rate you a 5-star performer, as long as you turn up and do what 
is asked. So in some respects, you can't get a real gauge on whether someone is 
better than another person. You need to read the reviews to see if there are any 

issues that might mean the person is not up to scratch.” 

 

“Sometimes they could really destroy you if you get one negative one.  And it may 
not be a fault of yours it could be just a personality clash which is not fair.” 

 

“I have had two bad reviews… I was really annoyed in both cases as both guests 
lied.” 

Traders surveyed were more likely than Consumers to trust reviews and ratings, with 42% saying 

they trust them very much or completely. A similar age effect exists for Traders, where those aged 
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18–34 are more likely to say they trust them very much or completely (48%, compared to 41% for 

those aged 35–54 and 24% for those aged 55+). 

Figure 39: Level of trust in reviews and ratings 

 

These results illustrate that while these systems are not problem free, they remain an important 

part of P2P platforms for most Consumers and Traders. 

Level of trust compared to traditional retail or service options 
Traders surveyed were more likely than Consumers to trust P2P platforms over traditional options 

(19% versus 5%). However, there is still a large proportion of both Traders and Consumers who trust 

P2P platforms less, almost 1 in 2 for Consumers (45%). 

Figure 40: Level of trust compared to traditional retail or service options 

 

Reasons for trusting P2P more 

Consumers surveyed who trusted P2P more than traditional options did so due to the ability to deal 

direct with the Trader and to read reviews and ratings. Traders, on the other hand, placed much 

more emphasis on being part of a community. 
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Figure 41: Reasons for trusting P2P more 

 

As mentioned in Section 5 above, the notion of being part of a community also came out in the 

online discussion forum with Traders. 

Reasons for trusting P2P less 

For Consumers and Traders surveyed who trusted P2P less than traditional options, getting 

scammed was the main fear. However, this reason was not as dominant for Traders as it was for 

Consumers (67% versus 80%). 

Figure 42: Reasons for trusting P2P less 

 

Consumers were also more likely to say they don’t know how to seek a resolution if they have a 

complaint (36% versus 26% for Traders). 
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The role of Government 
Similar to Consumers, most of the Traders surveyed agreed that it’s up to the individual to 

understand their rights and responsibilities (69%), but that the Government should help to educate 

(72%) and protect (69%) people. 

However, Traders were more likely than Consumers to agree that it’s up to the industry to ensure 

people’s rights and responsibilities (51% versus 32% for Consumers). 

Figure 43: The role of Government – Traders 

 

Agreement on the role of Government was relatively equal across gender, age and region with one 

exception: Women Traders were more likely than men Traders to agree that the Government should 

do more to educate people about their rights and responsibilities (81% said strongly or somewhat 

agree, compared to 64% for men). 
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7. Discussions with industry members 

 

Language used 

Among their colleagues, many industry members use the term ‘sharing economy’ although several 

use the term ‘two-sided marketplace’ to describe the P2P economy, which some feel better 

describes the two distinct user groups (Consumers and Traders) and their platform’s place between 

them. 

Industry members don’t consider Consumers and Traders very familiar with the more common 

language and terminology generally used to describe the P2P economy such as ‘sharing economy’ 

and certainly not ‘collaborative economy’. They prefer to avoid such language when engaging with 

their Consumers and Traders, although they believe people do understand the underlying concepts 

and idea of sharing resources. 

Motivations for getting into the industry 

Discussions with industry members revealed that most did not set out with the idea of breaking into 

the P2P economy. Most said they had originally started as a different business and evolved, or that 

they started as an idea to fulfil a specific need. For example, hipages originally started as a 

naturopath directory listing but shifted to an on-demand model as time went on, eventually 

including tradespeople. Airtasker was formed when two friends needed some help when moving 

house and couldn’t find anyone to help. PetHomeStay started off as a community service website 

and developed into a business. 

This chapter summarises the findings from discussions with industry members. 

Industry is keen to have a relationship with Fair Trading and would be open to receiving 

communication and working with Fair Trading on how advice is provided to Traders and 

Consumers. 

In addition to their reviews and ratings systems, industry members also use other methods to 

moderate the marketplace and standardise quality. This includes monitoring and investigating 

members who consistently rate low and potentially removing them, pre-screening Traders during 

the registration phase and cross-checking against social media profiles. 

There is a large amount of goodwill from industry members towards government. Fair Trading 

can harness this goodwill and work together with industry members to guarantee a collaborative 

approach to ensuring rights and responsibilities in the P2P economy. 
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However, as the P2P economy matures and many of the platforms become part of everyday 

commerce, we may expect more and more new businesses to enter the market after seeing how 

well these initial offerings have done. The relatively low set-up costs for these companies means we 

would also expect to see more entrepreneurs and start-ups using the P2P model as a way to step 

into successful business. In these cases, the knowledge of their rights and responsibilities would 

likely be relative low. 

Part of the P2P economy 

While most industry members acknowledged they may technically be a part of what is known as the 

P2P economy, they did not see this as their primary reason for being. Instead, their philosophies 

centred on the services they were providing or the needs they were fulfilling—the exact way in 

which they achieve this is ‘incidentally’ part of the P2P economy. For example, Airtasker may directly 

connect a cleaner with a person who needs a cleaner, but this is just an action towards their greater 

goal of distributing all kinds of labour efficiently. 

This suggests that it may at times be difficult to communicate with all these businesses as a single 

group. 

Again, as the P2P economy matures it will be less likely to have a ‘name’ and will probably merge 

into and sit somewhere along the continuum that is modern business. This also suggests that the 

way agencies like NSW Fair Trading engage with industry will need to be broad enough to include all 

models rather than communicating differently to different segments. 

Industry is keen to have a relationship with Fair Trading and would be open to receiving 

communication and working with Fair Trading on how advice is provided to Traders and Consumers. 

Industry members who attended the recent roundtable discussions mentioned they saw value in this 

type of consultation between industry and Government. 

Reasons for using P2P instead of traditional 

platforms from a user’s perspective 

Industry members agreed with these results and many of them cited cost savings and convenience 

as the main benefits of a P2P economy from a Consumer’s perspective. From their own perspective, 

many industry members felt the P2P model is a more efficient way to match supply with demand 

and optimise existing market capacity. 

Several industry members feel convenience is also a driving factor for Traders to engage in a P2P 

model. However, social recognition and the ability to gain a good reputation through features such 

as reviews and ratings was also mentioned as benefits of the P2P economy—something that cannot 

be done with a simple classified ad. 
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Changes to model/platform 

While some industry members reported that they had made minor changes to their websites or 

terms and conditions, most had not found a need to make any significant changes to their model. 

Some mentioned they had made small improvements or tweaks to differentiate themselves from 

competitors and continue to do so as more platforms enter this space. 

The platform which had undergone the most change since its inception was hipages, which originally 

started out as a directory listing service. 

Rights and responsibilities 

Most industry members see themselves as facilitators, whose role is to connect both user groups in 

the two-sided marketplace. Detailed discussions with industry members showed they had put 

immense effort into precisely defining their role in a P2P transaction, legally and logistically. Their 

role of connecting two groups via their platform means industry members are not bound by the 

same laws as traditional retail or service options. For example, Airtasker does not provide the 

cleaning service to a Consumer (only the connection to a Trader who provides this service) so cannot 

be held legally responsible for the quality of the service. However, Airtasker has several systems in 

place to ensure good outcomes and quality service. 

Those platforms that provide extra services such as dispute resolution mechanisms and insurance 

are aware this is not required of them by law, however, do so as part of their commitment to a good 

experience for both their Consumers and Traders and to build trust in their system. 

Legal counsel is commonplace for industry members to help them navigate the legalities of their 

rights and responsibilities in the P2P model and also in the development of appropriate terms and 

conditions for their Consumers and Traders. Many industry members engage ongoing legal counsel 

for achieve this while others will consult with lawyers on an ad-hoc basis. 

Those operating in areas that are subject to state-specific laws, such as delivery services like Sherpa 

and Sendle, incorporate these laws into their terms and conditions. For example, sending prohibited 

goods such as explosives or supplying alcohol to minors goes against the terms of conditions of using 

these services. 

Reviews and ratings 

Discussions with industry members revealed they, like Consumers and Traders, feel reviews and 

ratings are an important part of P2P platforms and take it quite seriously. They also believed the 

users of their platforms take it just as seriously and therefore endeavoured to ensure it was as fair 

and honest as possible. However, several noted that publishing these data is just one part of their 

quality control system. Additional processes that may not be immediately obvious include screening 
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Traders during the registration stage, cross-checking Traders’ social networking profiles and 

removing Traders that consistently fall below certain ratings thresholds. 

A new business has been established to conduct checks on traders (security, police, credit etc.) and 

is working towards a time when all traders will be able to promote the fact they have a ‘clearance 

level’ and platforms will eventually require traders to obtain a certain clearance level to participate. 

Systems for resolving disputes 

As alluded to in Section 4 above, many industry members provide dispute resolution services to their 

Consumers and Traders even though not required by law. 

Among these members, it is common practise to encourage their Consumers and Traders to come to 

an agreement independently in the first instance, without the involvement of the platform. 

However, if an agreement cannot be reached, the platform will step in to assist and suggest a 

resolution that satisfies both parties. Where this internal process also fails, some platforms such as 

hipages may refer the matter to an external decision-making body such as a tribunal. 

Others such as Airbnb are confident that through their dispute resolution process and their 

insurance for Traders, that all disputes can be resolved. They also point to there being very few 

disputes and credit their processes and the direct person-to-person experience for this. 
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Appendix I 
The following diagram provides a summary of the key findings from the research. 

 


