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Table S1: Sharing service quality measure
	
	 
	 
	 
	 
	 
	 
	 

	  
	Authors (year)
	 
	Dimension
	 
	Context
	 
	Method
	 
	Data source
	 

	
	
	
	
	
	
	
	
	
	
	

	 
	Priporas et al. (2017)
	 
	• Tangibles
• Adequacy in service supply
• Understanding and caring
• Assurance
• Convenience
	 
	Airbnb (Thailand)
	 
	Quantitative 
	 
	International tourists - survey (202) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Cheng et al. (2018)
	 
	• Structural assurance
• Platform responsiveness
• Information congruity
• Competence
• Empathy
	 
	Car-hailing (China)
	 
	Mixed 
	 
	Users - interviews (71) & survey (294)
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Ju et al. (2019)
	 
	• Facility service
• Host service
• Web efficiency
• Web responsiveness
	 
	Airbnb (US and Canada)
	 
	Mixed
	 
	Users - online reviews (322) & survey (16,430) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Marimon et al. (2019)
	 
	• Site organisation 
• Platform responsiveness and agility
• Legal protection and trustworthiness
• Peer service perceived quality 
• Quality of social encounters
	 
	Accommodation, mobility, etc. (Europe)
	 
	Quantitative 
	 
	Users – survey (428) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Sun et al. (2019)
	 
	• Accuracy
• Cleanliness
• Location
• Rooms and facilities
• Authenticity (personalised service and value)
	 
	Airbnb (HongKong)
	 
	Qualitative
	 
	Users – online reviews (304) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Akhmedova et al. (2020)
	 
	• Platform responsiveness& reliability
• Website (app) organisation
• Customer interaction with peer service providers
	 
	Accommodation, mobility, etc. (Spain)
	 
	Mixed 
	 
	Sharing economy companies – Interview (5) & users – survey (235)
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Shao et al. (2020)
	 
	• Location reliability
• Prompt response
• Transaction assurance
• Customisation
• Vivid appearance
	 
	Dockless bicycle-sharing (China)
	 
	Quantitative 
	 
	Users – survey (452) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Akhmedova et al. (2021)
	 
	• Online (web efficiency and quality, Information quality, search optimisation, platform structural assurance, reliability, responsiveness, privacy/security)
• Offline (communication, interaction with peers, lodging quality, product performance)
• Peer (communication, feedback techniques, interaction with peers, lodging quality, product performance)
	 
	Accommodation, mobility, etc.
	 
	Literature review 
	 
	studies (40) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Lim et al. (2022)
	 
	• Platform reliability, responsiveness, assurance
• Vendor competence, empathy
• Co-sharer empathy
	 
	Co-shared car service (Eastern India)
	 
	Mixed 
	 
	Users – interview (54) & online reviews (187) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Amart-Lefort et al. (2023a)
	 
	• Host service
• Web responsiveness
• Web efficiency
• Facility service
	 
	Airbnb (Europe)
	 
	Big data analysis
	 
	Users – online reviews (2,735,437)
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	Amat-Lefort et al. (2023b)
	 
	• Users (site organisation, platform responsiveness, trust, comfort)
• Providers (interaction with the platform, trust, interaction with customer)
• Trust
• Comfort
	 
	Uber, Grab, Lyft, etc. (Europe)
	 
	Quantitative method
	 
	Users & providers – survey (646) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Amat-Lefort et al. (2023c)
	 
	• Guest (comfort, social interaction, trust, platform responsiveness, site organisation)
• Host (interaction with customer and platform, trust)
	 
	Airbnb
	 
	Quantitative
	 
	Users & providers – survey (501) 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Bahadur & Ali (2023)
	 
	• Tangibles
• Adequacy service supply
• Understanding and caring
• Assurance
• Convenience
	 
	Couchsurfing (Asia)
	 
	Quantitative 
	 
	Traveller - survey (183)
	 

	 
	Source (s): Compiled by authors
	 



Table S2: Interview protocol
	Introduction and consent

	Welcome and appreciation
	"Thank you for agreeing to take part in our research study. I genuinely appreciate your time and your willingness to share your experiences with us.”

	Research purpose
	To understand how people perceive and use the space-sharing service.

	Clarification
	Context: Space-sharing
· Involves renting physical spaces such as study rooms, practice rooms, meeting rooms, seminar rooms, and social rooms on an hourly basis, rather than for accommodation purposes.
· It is often used to provide additional living space in urban areas where residential spaces are limited.

	
	Construct: Platform
· Refers to companies that provide systems for managing space-sharing reservations, such as 'Space Cloud', 'How about Here', and 'Our Place'.
· Does not include third-party transaction platforms, such as 'Naver' or 'Kakao Talk'.

	Participation criteria
	"To confirm your eligibility for this study, you must be at least 18 years old and have used a space-sharing service or rented a space at least once. Does this apply to you?"

	Confidentiality and voluntary participation
	"I want to reassure you that all the information you provide today will remain confidential. Your participation in this interview is entirely voluntary, and you may choose to withdraw at any time without consequence. There are no right or wrong answers, and I’m here to listen to your honest thoughts and opinions."

	Consent
	"Before we begin, I’d like to go through the project information and consent form to ensure you understand the nature of this study and agree to take part. Do you agree to proceed with the interview?"

	Questions and clarifications
	"Thank you for confirming. Do you have any questions about what I’ve said before we start?"

	Interview Questions

	Section I

	Context of experience
	· How many times did you rent a space? Which types?
· Could you describe your experience with the space-sharing service?
· At what stage in your life did you begin using space-sharing services (e.g., student, working professional, etc.)? 
· How did your life circumstances influence your decision to use space-sharing services?

	General perceptions
	· How do you generally perceive space-sharing services?
· When you think about space-sharing, what is the first thing that comes to mind?
· What are the advantages and disadvantages of using space-sharing?
· Do you think space-sharing is beneficial for many people? Why or why not?

	Section II

	Platform
	· Could you describe your experience during the booking process?
· How did you find and book your space (e.g., through online reviews or recommendations)?
· Did you encounter any challenges during the booking process? How did you resolve them?
· What type of platform(s) do you typically use, and why?
· Do you think a platform is necessary when using space-sharing services?
· What specific features do you find particularly useful on these platforms?
· Have you experienced any difficulties while using the platform?

	General service
	· When you checked in and entered the space, what was your first impression or thought?
· How did this first impression compare to your expectations before the use? (e.g., Same / Better than expected / Disappointing)
· How did you feel while using the space? What factors had the most significant impact on your emotions? (e.g., Felt excited seeing the beautiful place / Felt unhappy due to poor cleanliness)
· Were the related facilities sufficient for the purpose you used the space for?
· Were you able to use the space, facilities, and equipment comfortably during your visit? What facilities were available? Were there any you couldn’t use?

	Interaction with peer-provider (Host)
	· How was the service provided by the host during the space-sharing? (e.g., Professionalism, friendliness, etc.)
· Please describe how the host guided you, and how they responded to your inquiries or requests.
· Did the host manage and facilitate your use smoothly and without major issues
· How did the host handle any problems or complaints during your interaction? 
· Were you satisfied with the solutions or compensation provided by the host? 

	Back-up
	· Based on your overall space-sharing experience, what are the three most important things for improving service quality?
· Please rank them in order of importance and explain why. (e.g., Condition and type of facilities used, interior design, exterior condition of the building, adequate space, condition of the provided equipment, location of the space, surrounding environment, accessibility, provision of parking spaces, etc.)
· Generally, how much do you trust the host or platform when using shared services? 
· Are you aware of the issues related to the lack of management due to unmanned operation in space-sharing services? 
· What are your thoughts on this? (e.g., Allowing entry of minors and providing spaces for delinquency, drug cultivation and parties, noise pollution due to residential location, installation of hidden cameras, hygiene issues and operation restrictions during the COVID-19 period due to increased “COVID-19 indifference”)

	Closing

	Appreciation
	"Thank you very much for sharing your experiences and insights with us today. Your feedback is extremely valuable to our research."

	Source(s): Developed by authors



[bookmark: _Appendix_B:_Coding]Table S3: Coding process of three basic psychological needs (Pre-participation phase)
	Psychological needs 
	
	Desires
	
	Definition assigned
	
	Example of coded text

	
	
	
	
	
	
	

	Relatedness
	
	
	
	Ability to establish and maintain meaningful relationships, and to feel a sense of community and emotional closeness.
	
	

	
	
	Social engagement & emotional comfort
	
	A desire for spaces that facilitate enjoyable experiences and social engagement
	
	Restaurants often have uncomfortable seating and limited flexibility. Party rooms, however, offer a relaxed environment where people can sit or lie down comfortably and enjoy time with familiar faces. Renting these spaces provides a more comfortable and enjoyable setting for socialising (C19).

	
	
	Safety/ belongingness
	
	A desire for a safe environment that fosters a sense of protection and belonging, especially during times of health crises like COVID-19.
	
	In the COVID-19 situation, it's hard to meet outside, so I think I have come to use it a lot. I think there's an atmosphere where people feel reluctant to go to crowded places after COVID-19. I think it helps a lot. That empathy can now make personal relationships better (C19)

	
	
	Private connection
	
	A desire to create an environment with personal privacy and secure interactions
	
	In certain situations, I want to get together with my friends and talk about our own things, but there may be things I'm worried about others listening to… As more people pursue a level of privacy and individualistic tendencies develop, so it seems to apply as an advantage (C16)

	
	
	
	
	
	
	

	Competence
	
	
	
	Ability to efficiently and effectively perform tasks and achieve desired outcomes in various environments.
	
	

	
	
	Concentration
	
	A desire for an environment that fosters deep concentration, leading to enhanced productivity and focus.
	
	The best thing about space rental is that you can enjoy an independent space with my friends.... In a cafe or restaurant, it's a shared space, so it can be a bit crowded. If you rent a space, you can pay a little more and spend a little more time concentrating... (C18).

	
	
	Efficiency
	
	A desire to maximise output with minimal effort and ensure tasks are completed smoothly and quickly.
	
	I frequently needed a reliable Wi-Fi for online lectures and meetings, but the Wi-Fi environment at home was not satisfactory. Since crowded cafes were unsuitable, I preferred small, affordable study rooms for 1-2 people at a space-sharing place (C7).

	
	
	Exclusiveness
	
	A desire for a private space, not a personal space, to minimise external disturbances and enhance concentration. 
	
	In a study group, the advantage is to have private discussions and work in a space outside my home. Cafes lack privacy, and my home is too personal and noisy for others. Renting a quiet space has been more convenient for business and study (C10).

	
	
	
	
	
	
	

	Autonomy
	
	
	
	Ability to make independent choices and exercise control over one's environment and actions

	
	
	Sense of freedom
	
	A desire to escape limitations imposed by conventional environments, allowing for a more relaxed and stress-free experience. 
	
	In Korea, noise from around the neighbourhood often leads to conflict. Small houses like my house are more likely to cause such issues, in addition to damage by guests and lingering food odours (C6).

	
	
	Control
	
	A desire to control the environment to match one's personal needs by having diverse options
	
	There was a variety of menu choices, and people who drink alcohol, people who don't drink alcohol, have different drinking habits. Anyway, the food has strong personal preferences, and opinions are not unified when more than 10 people gather (C7).

	
	
	Flexibility
	
	A desire to switch environments effortlessly, ensuring that individuals can always find the right setting that fosters productivity, relaxation, or social interaction.
	
	Sometimes, I go back and forth to one or two study rooms. If I only use it in one place, it's hard to change the atmosphere. (Under the same brand), I can use both of those places (C11).

	
	
	
	
	
	
	

	Source(s): Developed by authors



[bookmark: _Appendix_C:_Coding][bookmark: _Toc179538739]Table S4: Coding process of perceived service performance (Post-participation phase)
	Parent themes (perceived performance) 
	　

	
	
	Core values
	Definition assigned
	
	Example of coded text
	

	
	
	
	
	
	
	
	

	Attribute-related
	
	
	
	
	

	
	Tangible attributes
	
	
	
	
	

	
	
	Accessibility & location
	
	A lack of parking spaces, located in none non-desirable area, with no/less transportation access nearby 
	
	There are many cases where it's in an ambiguous position or is stuck in a hard-to-find place. Especially, I understand that. Of course, I can't afford it because the monthly rent near the subway station is so expensive. Aside from that, I'm stuck in weird places, but when I saw the promotional reviews on blogs and Instagram, they said it is very accessible. I've seen a lot of exaggerated advertisements like this. (C13)
	

	
	
	Equipment & supplies
	
	Out-of-date/out-of-order equipment, not a sufficient amount, lack of functionality (e.g., weak WIFI), limited control
	
	It was very efficient to hold the meeting using the equipment that was equipped. The biggest thing is that there is a space that is blocked from third parties. When you show something, you have to show it on your personal laptop at a cafe, but in that space, there is a big screen, so it's easy to show that and when you talk about your thoughts, you can use it on a whiteboard, so it was very comfortable to share your thoughts. (C20)
	

	
	
	External & internal appearance & arrangement
	
	Poor maintenance of the building and inside facilities (e.g., toilets) as an unfavourable image for people who are invited, and inefficient arrangement of internal facilities in the space 
	
	The toilet was dirty. It's the characteristic of old buildings in Korea. I remember that it was a little disgusting to use the public restroom. It is a part of the service, but I thought it couldn't be helped because public toilet in commercial building is not controllable, but it was a shame. (C1)
	

	
	Intangible attributes
	
	
	
	
	

	
	
	Noise control
	
	Noise issue due to a lack of a soundproofing system and the poor management of hosts, mislocated in the residential area, without hosts taking proactive steps to address noise concerns
	
	I was worried about noise because some hosts set strict limits but don’t soundproof their spaces. If noise is a concern, hosts should design their spaces to manage it effectively rather than just asking guests to be quiet. Many party rooms are in residential areas, so hosts need to address noise issues proactively. (C3)
	

	
	
	Clearness & hygiene
	
	Cleanliness and maintenance by hosts visiting the facility regularly & shortage of managing labour
	
	Especially when it comes to service points that can lead to scores and have to be a little sensitive to hygiene, especially when I went there, especially when COVID-19 was not over yet, so a lot of people use it when it comes to that, and I think I was worried about whether I would take good care of hygiene. (C16)
	

	
	
	
	
	
	
	
	

	Information-related
	
	
	
	
	

	
	Hybrid information
	
	
	
	
	

	
	
	Information congruity
	
	Information discrepancies between the text/picture description uploaded online platform and reality
	
	I hope the information there and even if it's worse, it's the same. So I don't want you to raise your expectations too high. Personally, I would rather just prepare for everything. I hope there will be some realistic information close to the facts and transparency of the information. (C6)
	

	
	
	Information quantity & quality
	
	Poor quality or lack of quantity of photos / limited information, and details of facilities, equipment, and supplies.
	
	I wish there was more info about the tables and chairs. Many hosts don’t provide details on the number of tables and chairs, which is crucial for planning events...It would be great if the platform listed this information directly. Since it wasn’t available, I had to ask the host or count items from review photos, similar to how cafes show their setups. (C9)
	

	
	On-site information
	
	
	
	
	

	
	
	Lack of information relating to intangibles
	
	Poor management of elements that were not presented in the online pictures, such as unpleasant smells, uncomfortable room temperature, and poor lighting 
	
	The atmosphere really made a big difference. It wasn’t just the facility; the vibe there was what really stood out. The place felt a bit outdated, and it had a funky smell. (C1)
	

	
	
	Regulatory compliancy
	
	Tough on regulatory compliance, such as unclear information about the deposit and additional fees charged for breaking the house rules
	
	One issue is the cleaning time. If you rent a space for four hours but spend one hour cleaning up, you only get three hours of use. It’s frustrating when you want to use the space longer but have to stop because of booking constraints. More flexibility would be better. (C6)
	

	
	
	
	
	
	
	
	

	Interaction-related
	
	
	
	　

	
	Peer-interaction
	
	
	
	
	

	
	
	Professionalism
	
	Unhelpful or rude responses from the host
	
	There are hosts who get annoyed when we ask, so I think I was a little offended by those hosts. When I rented a party room, there was an option of BBQ grill in the party room, and I asked, "How can I use this?" and he got annoyed and said that everything was written there, so I was a little upset. I think it might be a little annoying for the hosts not to get annoyed and just ask questions to improve the service quality. But I think it would be okay if you just say it in a bad way (C17)
	

	
	
	Customer service
	
	Inconvenience due to check-in delays, contact during late-night hours, absence/limited-service hours 
	
	It's uncomfortable. If there's something I really need, but it is too late at night, and most of the hosts don't respond back as usual. I think it is because customers are only able to send at designated times. It is important to communicate well with hosts. It would be nice to hear from the host promptly whenever I have any questions (C3)
	

	
	Platform-interaction
	
	
	
	
	

	
	
	Platform accountability
	
	Active intervention, balanced responsibility, and scam prevention by ensuring host reliability
	
	We need better consumer protection. Currently, there's no compensation for discomfort or issues during a visit, only for damage. The platform should set clear refund policies and hold hosts accountable for providing a satisfactory experience, rather than relying on hosts to act voluntarily. This would enhance the platform’s reputation and reduce risks for consumers (C6)
	

	
	
	Secured & regulated market by platform
	
	Enforce host rules, prevent user fraud, restrict youth access, manage minors' access, set compensation rules for accessibility and equipment issues
	
	The platform really needs to step up and ensure things run smoothly. They should be taking the lead in enforcing rules and holding hosts accountable. Right now, it feels like they just connect people, collect their commissions, and then wash their hands of any issues, leaving it all on the hosts to deal with problems. This approach isn't working well and needs to change (C18)
	

	
	
	
	
	
	
	
	


Source(s): Developed by authors
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