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UK Sharing Economy Good Practice Principles – Instructions 
 
This is a self-declaration template that Signatories can use to demonstrate that they are meeting the Principles. In using the template, 
a Signatory should refer to the ‘Examples’ / ‘Example Indicators’ (as set out in both the template and also section 3 of the compliance 
document), as well as the included guidance notes on what actual evidence is required to demonstrate compliance. Wherever 
possible, the Signatory should provide URL links / screen shots / other evidence factors to support their responses.  
 
Please note: the ‘examples’ / ‘example indicators’ are not exhaustive. Signatories can use alternative ways to demonstrate they are 
meeting the Principles and these - supported by evidence - should be included wherever possible. 
 
A Signatory’s self-declaration template will be shared with an independent assessor. They will verify compliance with the Principles 
and, if / where appropriate, make recommendations for improvement. A final version will then be sent to the Sharing Economy UK 
TrustSeal Committee (SEUKTC). Independent verification is limited solely to whether a Signatory has in place policies and 
mechanisms to meet the standards set out in the Principles. It is up to each Signatory to explain why it believes this policy is fit for 
purpose. The findings of these checks, along with the member’s application, will be provided to the TrustSeal Expert Advisory Panel 
to make the decision about awarding the TrustSeal. 
 
In completing this form, Signatories declare that: 
 

 A system is in place to review or monitor the specific performance criteria on a regular basis; and 

 It is meeting all UK statutory legal and regulatory obligations. 
 
There is an application fee which is determined by the size of your company. Please state which tier your company is: 

 Tier 1 - Turnover under £500K 

 Tier 2 - Turnover between £500K - £10 Million 

 Tier 3 - Turnover over £10 Million 

By submitting your application for the TrustSeal you agree to pay the application fee: 

 Tier 1: £2,250  

 Tier 2: £3,350  

 Tier 3: £6,000 
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I. Provider / Customer Help & Support:  
 
(a) Both Providers and Customers have access to support via one or more ‘channels’ of help. 

 
Respondents should provide a description of the help / support they offer Providers / Customers, including internal processes. This 
should be supported with direct URLs, screen shots, including any ‘off-site’ examples (e.g. social media channels), and any statistics 
to demonstrate effectiveness). 
 
Examples / Example Indicators 
 
- An updated FAQs section made available to all Customers that include a ‘help’ response policy timeframe. 
- A comprehensive email and / or Customer support line framework that collectively provides 24/7 assistance. 

 
 

Management policy/practice, e.g: 

● Description of support channels 
(including availability/access to each 
channel)  

● Time scale of responses 

 
Evidence to support policy/practice, e.g: 
To include screenshots, URLs, etc. 

Rationale for suitability of 
policy/practice, e.g: 

● Rationale for the channels selected 
and timeframe for responses  

 

Governance steps to ensure effective 
operation and ongoing suitability of 
policy/practices, e.g: 
● Explanation of how management 

monitor the effectiveness of the 
policy/practice. 

● How regularly management update 
the channel of support (relevance of 
FAQs pages, Facebook page material, 
etc.) 

Channel 1 (e.g. FAQs page)   

Channel 2 (e.g. Phone line) etc..   
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(b) Guarantees are in place for Providers and Customers in the event of a problem or an issue with the relevant service.  

 
Respondents should provide a description of the guarantees that are in place in the event of a problem or an issue. Evidence should include, 
where appropriate, details of insurance, direct URL links to terms of service and screen shots. 

 
Examples / Example Indicators 
- Valid insurance or other guarantees (i.e. customer guarantee or protecting policy). 
- Clear guidance on the safeguards and protections, including where the risk exposure and personal liability stands for both users 

and providers of services/offerings. 
 
 

Management policy/practice, e.g: 

Description of relevant guarantees for 
both Providers and Customers.  

 
Evidence of support policy/practice: e.g: 
▪ Specific Term in the Terms and 

Conditions 
▪ Specific wording included within the 

booking process 
Tick-boxes/requirements within the 
booking process 

Rationale for suitability of 
policy/practice, e.g: 

▪ An understanding of how the policy 
was developed 

▪ Appreciation of the material risks and 
potential litigation claims 

▪ Legal advice sought 
▪ Advice from brokers, insurers or 

BIBA/other industry associations 

 

Governance steps to ensure effective 
operation and ongoing suitability of 
policy/practices, e.g: 
▪ Explanation of how management 

monitor the effectiveness of the 
policy/practice. 

Any processes to monitor and learn from 
instances of issues with the delivery of 
service/product 

Guarantee 1   

Guarantee 2   
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(c) Clear and transparent information is available to Providers and Customers on health and safety. 

 
Examples / Example Indicators 
 
- Clear Information / advice for Providers on health and safety good practice (e.g. safety tips / things to check etc). 

Respondents should provide a description of the information they offer Providers on health and safety, and further provide evidence of the 
channels by  which this information is communicated (e.g. during the online uploading process there could be mandatory tick boxes). 
Evidence should include direct URLs and screenshots. 
 
 
 

Management policy/practice, e.g: 

▪ Description of relevant health and 
safety policies in place for both 
Providers and Customers.  

 
Evidence to support policy/practice, e.g:  
▪ To include screenshots, URLs etc 
▪ Evidence of how policy/practice 

communicated to Providers and 
Customers 

Rationale for suitability of 
policy/practice, e.g: 

▪ Appreciation of relevant legal 
requirements  

▪ Legal or other relevant advice sought 

Governance steps to ensure effective 
operation and ongoing suitability of 
policy/practices, e.g: 
▪ Explanation of how management 

monitor the effectiveness of the 
policy/practice. 

▪ Processes to monitor and learn from 
health and safety incidents  

Policy 1   

Policy 2   
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II. Transparent Communications:  

(a) Steps are in place to encourage transparent and accurate Provider claims or information (e.g. description of service, pricing 
etc.); 

 
Examples / Example Indicators 
 
- Provide facilitative tools to create accurate descriptions and images of their own products and services. 
- Ways to encourage the detailed completion of user profiles that give other users accurate levels information. 
- The display of clear information on fees and prices. 
  
 

 
Management policy/practice, e.g: 

▪ Description of the steps in place to 
encourage transparent and accurate 
Provider claims or information, 
including guidance on: 

- Listing descriptions  
- Pricing  

 
Evidence to support policy/practice, 
e.g: To include  direct URLs to 
listing/pricing guidance and screenshots 
of the upload process 

Rationale for suitability of 
policy/practice, e.g: 

▪ Rationale for level of management 
review of listings before they go live  

▪ Rationale for policy for removing of 
inappropriate claims/advertisements 

▪ Rationale for pricing structure and 
additional fees  

Governance steps to ensure effective 
operation and ongoing suitability of 
policy/practices, e.g: 
▪ Explanation of how management 

monitor the effectiveness of the 
policy/practice. 

▪ Monitoring of internal management 
review processes  

Steps   
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(b) A secure online payments system is in place for both Providers and Customers; and 

 
Respondents should provide an overview of the payments process, including the use of a third party provider as well as all the options in 
place for a Customer.  Evidence should include a direct URL to the terms & conditions of the online payments system / provider or contract, 
as well as relevant screen shots. 
 
Examples / Example Indicators 
 
- The use of a secure third-party payment provider. 
 
 
 

Management policy/practice, e.g: 

▪ Description of the payments process 

 
Evidence to support policy/practice, 
e.g: To include  direct URLs and 
screenshots 

Rationale for suitability of 
policy/practice, e.g: 

▪ Rationale for choice of payment 
method (particularly in the case of 
cash payments) 

Governance steps to ensure effective 
operation and ongoing suitability of 
policy/practices, e.g: 
▪ Processes to continually secure and 

update payment process  

Steps   
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(c) A transparent policy for refunds and failings to deliver a service accurately is in place for both Providers and Customers. 

 
Respondents should provide an overview of the refund / cancellation policy and / or relevant terms & conditions (including where else the 
Provider / Customer will be notified of the policy) in the event of service delivery failure. Evidence should include direct URLs as well as 
screenshots. 
 
Examples / Example Indicators 
 
- Clear guidelines on the timeframe for processing payments in connection with clear dispute or refund policy terms.  

 

Management policy/practice, e.g: 
▪ Description of policies in place 

 
Evidence to support policy/practice, e.g: 
To include  direct URLs and screenshots of 
how policies are communicated to 
Providers / Customers 

Rationale for suitability of 
policy/practice, e.g: 

▪ Rationale for the refunds policy and 
timeframes 

▪ Legal advice sought and relevant risks 
assessed 

Governance steps to ensure effective 
operation and ongoing suitability of 
policies/practices, e.g: 
▪ Description of management’s internal 

policies for determining where a 
refund is reasonable 

▪ Understanding of any refund claims 
currently in progress 

▪ Explanation of how management 
monitor the effectiveness of the 
policy/practice. 

Policy 1   

Policy 2   
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III. Identity Verification:  

Signatories shall ensure that their platform takes steps to verify the identity of their Providers and Customers so that digital identity is married 
to their real world, physical identity.  

Respondents should provide an overview of the processes in place to verify real-world identities (e.g. at registration / when using service). Evidence 
should include screen shots of verification processes, as well as direct URL links to information available on how Providers and Customers can also 
check identities.  
 
Examples / Example Indicators 

 
- Clear specifications on the information and documentation required to ‘join’ the Sharing Economy Platform. 
- Controls to validate the completeness and integrity of the information submitted. 
- Validation of information supplied is undertaken through direct linkage to ‘ABC’ database. 
- Offline identification processes (e.g. Providers asking a Customer for a valid driving licence). 

 
 
 

Management policies/practices, e.g: 
Description of policies and processes in place 
 
Evidence to support policy/practice, e.g: To 
include  direct URLs and screenshots of how 
policies communicated to Providers / 
Customers 

Rationale for suitability of policy/practice, 
e.g: 

▪ Management rationale for the ID 
verification policies in place 

▪ Legal advice sought and relevant risks 
assessed (including any cases of identity 
fraud, where appropriate) 

Governance steps to ensure effective 
operation and ongoing suitability of 
policies/practices, e.g: 
▪ Explanation of how management 

monitor the effectiveness of the 
policy/practice. 

▪ Description of management’s internal 
processes and policies 

Policy 1…   
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IV. Peer Reviews: 
 

(a) A Peer Review facility is in place; and 
 
Respondents should provide an overview of the Peer Review mechanism in place, and how it works in practice. Evidence should include 
screen shots of the mechanism and process.  
 
Examples / Example Indicators 
 
- A mechanism is in place to provide a Peer Review facility. 

 
 

Management policies/practices, e.g: 
▪ Description of peer review facility 
▪ When a Provider/Customer has access to 

the review facility 

 
Evidence to support policy/practice, e.g: To 
include references to the specific terms & 
conditions and screenshots of the any 
permissions pages to allow reviews to be 
posted 

Rationale for suitability of policy/practice, 
e.g: 

▪ Management rationale for the peer 
review facility 

Governance steps to ensure effective 
operation and ongoing suitability of 
policies/practices, e.g: 
▪ Processes to monitor and learn from any 

issues with peer review process 

 

Policy 1…   
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(b) A mechanism to ensure that all reviews are linked to a genuine booking and that a review can only be left once a genuine 
booking has taken place. 

 
Respondents should provide an overview of process and mechanisms in place to achieve this (this might include details of how best to test 
the process/mechanisms, e.g. attempting to post a review to a random booking/advertisement). 
 
Examples / Example Indicators 
 
- A mechanism is in place to validate the link between the Peer Review and a genuine booking. 
 
 

 
Management policies/practice, e.g: 
▪ Description of internal 

controls/permissions within peer review 
process 

 
Evidence to support policy/practice, e.g: To 
include specific references to management’s 
policy, including any internal documentation 

Rationale for suitability of policy/practice, 
e.g: 

▪ Rationale for controls process, including 
level of management discretion  

Governance steps to ensure effective 
operation and ongoing suitability of 
policies/practices, e.g: 
▪ Processes to monitor and learn from any 

issues with management controls 

 

Policy 1…   
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V. Background Checks:  

Signatories that provide a platform for ‘people’ only services (e.g. cleaning or catering) shall conduct appropriate checks to ensure that: 

(a) A criminal record, or adverse driving or credit history does not impede the transaction; and 
 

Respondents should provide an overview of process and / or information in place. This might include signposting to ways of checking these 
people. 

 
Examples / Example Indicators 

 
- A clear policy is in place for criminal, driving or credit history checks, including the deriving of consent where required. 
- The use of an accredited service to carry out criminal, driving or credit history checks. 

 
 

 
Management policies/practices, e.g: 
▪ Description of the policies in place, 

including evidence of the background 
checks in action 

 
Evidence to support policy/practice, e.g: 
▪ To include references to the specific URLs, 

terms & conditions and screenshots 

Rationale for suitability of policy/practice, e.g: 

▪ Suitability of policy, including rationale for 
inclusion/exclusion of checks for both 
Providers and Customers 

Governance steps to ensure effective operation 
and ongoing suitability of policies/practices, 
e.g: 
▪ Explanation of how management monitor 

the effectiveness of the policy/practice. 

[Management response]   

 
 
 

 
  



 

12 
 

(b) The education, qualification and employment history or corresponding referrals stated by Providers are genuine.  

 
Respondents should provide an overview of the process in place to verify Provider credentials, including – where appropriate – when a 
third party is used. Evidence should include a direct URL to the terms & conditions of any third party provider or contract, as well as 
relevant screen shots. 

 
Examples / Example Indicators 

 
- Establish a verification process, internally or via a third-party, where particular skills or relevant training is required for service. 

 
 
 

Management policies/practices, e.g: 
▪ Description of the policies in place, 

including evidence of it in place 

 
Evidence to support policy/practice, e.g: 
▪ To include references to the specific URLs, 

terms & conditions and screenshots 

Rationale for suitability of policy/practice, e.g: 

▪ Suitability of policy, including rationale for 
inclusion/exclusion of checks for both 
Providers and Customers 

Governance steps to ensure effective operation 
and ongoing suitability of policies/practices, 
e.g: 
▪ Description of management’s internal 

processes and policies for the operation of 
the policy in practice 

[Management response]   
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Declaration:  
 

The above responses and supporting evidence are, to the best of my knowledge, complete and accurate at the time of submission. Together they 

are ………………………………………………………………[Signatory] self-declaration that it is meeting the Sharing Economy UK Good Practice Principles. 

 
 
Date:  
 
 
 
 
 
Authorised Signatory1: 
 
 
 
 
 

 

                                                        
1 The authorized signatory needs to have a senior legal or regulatory position with a business. 


