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ABSTRACT

The peer-​to-​peer economy is experiencing remarkable growth in a short span of 
time, showcasing a wide variety of platforms, dynamic business models and trans-
actions. It is essential to gain a thorough understanding of how these platforms 
maintain brand image and their identity in this digital age. Despite the importance 
of the concept, and the rapid need to know how brand image is co-​created in peer-​
to-​peer platforms, literature lacks a theoretical understanding of the concept. This 
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book chapter develops a brand image conceptualization and how platforms as a 
company, service providers and consumers play a crucial role in creating and 
maintaining brand image. This study will decisively examine how brand image is 
created, communicated and protected by stakeholders in these technology-​driven 
environments. Also, the chapter emphasizes that effectively managing brand image 
in P2P environments requires a comprehensive approach. This approach should 
integrate technological solutions, safety protocols, and a deep understanding of the 
dynamic interactions among all the stakeholders.

1. INTRODUCTION

In recent years, after COVID-​19, the sharing economy has grown rapidly and has 
revolutionized marketing approaches and is poised to significantly disrupt a wide 
range of industries from fashion to hotels and from transportation to accommodations, 
self-​storage, and many others (Sutherland &Jarrahi, 2018). In this ecosystem, peer-​
to-​peer digital brands such as Uber and Airbnb have changed the way services are 
delivered by eliminating the need for physical locations, and neither of these platforms 
provides services in person. Instead, peer-​to-​peer brands provide a digital platform 
for service providers and service users to get connected, and these platforms play a 
powerful role and act as economic and technical bridges (Hamari et al., 2015). The 
peer-​to-​peer digital platforms offer flexible job opportunities and level-​off market 
prices that are beneficial for everyone involved. These platforms create a win-​win 
environment for both service providers and service users (Einav et al., 2016; Ernst 
and Young LLP, 2015). Due to the convenience and easy accessibility, markets 
have responded in a positive way to these platforms, and peer-​to-​peer has grown 
in a relatively short span of time. Moreover, since these platforms do not offer or 
produce their own services, they cannot guarantee the quality of the services and 
consistency in the service provisions (Eckhardt et al., 2019).

In traditional services, brands have complete control over the services they offer. 
Here, in peer-​to-​peer platforms, due to the decentralized network, it is difficult to 
maintain the Quality offerings. Hence, building brand image and maintaining it is 
the biggest challenge for these platforms, as the customers build brand image on 
the basis of the services, behavior, and performance of individual service providers. 
These factors are not in direct control of the platforms and thus, maintaining brand 
image is one of the major challenges faced by the peer-​to-​peer platforms.

In the current digital age, the sudden rise of peer-​to-​peer platforms has raised 
significant ethical concerns that demand our attention. Customers who are taking 
services demand safety, comfort and trust while using services offered by these 
platforms. However, maintaining brand image challenges is not easy as the services 
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