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Airbnb was founded in 2007 when two hosts welcomed three guests into their home in San Francisco. The company has grown to 4 million hosts who have welcomed over 800 million guest arrivals in almost every country globally (Airbnb, n.d.). Airbnb business model, like Uber and OYO, is an aggregator business model. Airbnb operates with the support of an online platform that connects each component in the model. They do not have a business model like hotels like Hilton and Marriott (Saxena, 2018). Airbnb generated $3.4 billion in revenue in 2020, which is a 30% loss yearly due to the coronavirus pandemic. In 2020 193 million bookings were made on Airbnb, a 41% contraction on the 272 Million in 2019 (Curry, 2021). Airbnb is a complete CRM as it allows travellers and hosts to manage all aspects of the relationship. Airbnb's CRM gives 360-degree interaction, which helps them interact with their customers, travellers and hosts. When a traveller or a host signs up an account with Airbnb, the system sends an automated email for double opt-in login a welcome email is sent out (Akshay Dave, 2014).

[bookmark: _Toc65928965][bookmark: _Toc66030073]Airbnb landscape
Airbnb is a platform for individuals to rent out their residence as lodgings for travellers. While most hosts want to rent their homes to increase their income. The majority of its revenue comes from service fee from bookings charged to both guests and hosts (Nath, 2020). With the coronavirus pandemic closing the travel industry, Airbnb has faced a crisis. By April 2020, the gross bookings for nights and experienced dropped by 72% on a year-on-year basis. Airbnb initiated a layoff of 25% of their workforce there was also a steep reduction in discretionary and capital expenditures (Taulli, 2020)pandemic Airbnb has launched a non-profit to allow hosts who rent out their properties on its platform to provide free and discounted stays to refugees, people affected by natural disasters and frontline workers in the coronavirus pandemic. Open homes originally started in 2012 but have become more popular due to the demand for frontline workers due to the pandemic. (Lyons, 2020)
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Airbnb business model, like Uber and OYO, is an aggregator business model. Airbnb operates with the support of an online platform that connects each component in the model. They do not have a business model like hotels like Hilton and Marriott. Individuals and hosts, who are vital components in the Airbnb process, are Airbnb's most valuable assets. Unlike large hotels, Airbnb has a low cost and does not require a large investment (Saxena, 2018). Airbnb also has a high level of technology integration into various business processes. Airbnb uniquely powers technology to economically inspire millions of people worldwide to unlock and monetise their space. Airbnb follows a platform business model that focuses on facilitating interactions across a large number of participants (Dudovskiy, 2019).
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Global tourism is rapidly growing. The World Tourism Organisation reported that international tourist arrivals increased by 6% in 2018 to 14 billion arrivals worldwide, reaching the 1.4 billion thresholds two years ahead of projections (Airbnb, 2019). Airbnb's growth has mainly been driven by its popularity among younger consumers from 2008-2016; approximately 60% of all guests who booked on Airbnb were millennials (Airbnb, 2019).
The hospitality industry has been hit badly by the ongoing pandemic caused by the coronavirus. The pandemic has impacted hosts, guests, and the short-term rental industry (Schaal, 2020). According to AirDNA, an online analytics firm, new bookings on Airbnb are down by 85%, and cancellation rates are close to 90% (Temperton, 2020). 
For Airbnb to compete with hotels, they need to attract customers to a different travel experience. The experience economy was created in 1998 by Pine and Gilmore (Gilmore & Pine, 1998). The experience economy includes four dimensions which are escapism, education, entertainment and esthetic. However, Airbnb has changed the game for the experience economy by emphasising the sharing lifestyle and a sense of community, in turn incorporating the four dimensions (Mody & Gomez, 2018).
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As Airbnb has expanded, it has faced persistent opposition from several major cities due to a perceived increase in the cost of rent for locals. Barcelona, Amsterdam, Paris, Venice, and San Francisco have enacted regulations targeted explicitly at the short-term rental market Airbnb popularised (Curry, 2021). Airbnb generated $3.4 billion in revenue in 2020, which is a 30% loss yearly due to the coronavirus pandemic. In 2020 193 million bookings were made on Airbnb, a 41% contraction on the 272 Million in 2019 (Curry, 2021). To reduce revenue loss, Airbnb has decided to reduce marketing expenses due to the pandemic (Rodriguez, 2021). COVID-19 had a severe impact on the travel industry and Airbnb in 2020. When borders closed, and travel stopped, business declined by nearly 80% (on a gross bookings value basis, prior to cancellations and alterations). However, their asset-light business model proved to be resilient and inherently adaptable. (Airbnb, 2021)
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The Business Model Canvas was developed by Swiss economic Theorist Alexander Osterwalder and computer scientist Yuves Pigneur in 2005. Alexander began with a simple PowerPoint graphic, and years later, turned it into a canvas separated into nine blocks (Pereira, Business Model Canvas: The Definitive Guide, 2021). A BMC allows businesses to clearly outline and present a business model by separating different topics into segments that are
1. Key Partners
2. Key activities
3. Key resources
4. Value propositions
5. Cost structure
6. Customer relations
7. Channels
8. Revenue Streams
9. Customer segments  (Emprechtinger, 2018)
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Figure 1 Business model canvas for Airbnb
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Airbnb has many key partners within its business. One of the main key partners is the hosts themselves, as, without them, the platform would not work (Uenlue, 2020). Other partners include photographers who can be hired by hosts to take pictures of their property to publish on Airbnb (Airbnb, n.d.).

[bookmark: _Toc65928972][bookmark: _Toc66030080]Key Activities
There are many key activities in with Airbnb partake. For example, Airbnb uses both online and offline marketing to attract hosts and travellers. As both hosts and guests are of equal position, customer service plays a crucial role in settling any disputes that may arise.  
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The main essential resource is the platform itself. Without that, the business would not be able to operate.
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For hosts, the most significant value proposition is their simplicity of making money through the platform by having full control over bookings and knowing that if anything happens, the host is covered by the insurance that Airbnb provides. The biggest value proposition for guests is the convenience of choosing a place according to their preferences. The guest can also check the host's profile, who may have reviews from previous guests (Pereira, Airbnb Business Model, 2021).
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Customer service is the most important aspect of Airbnb's relationship with its customers. Customer support at Airbnb works to avoid disputes, handle negative behaviour and risks, and secure data and personal information. Customer service also assists in answering inquiries and resolving issues (Pereira, Airbnb Business Model, 2021).
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Airbnb uses several channels to reach its audience, such as Social media. Using social media allows Airbnb to reach out to a broader audience and keep up its reputation. Other channels include their digital market campaigns and the website itself (Uenlue, 2020)
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There are two main customer segments within Airbnb which are the hosts and the guests. The hosts rent out their spare spaces by creating a listing on the website. The guests are the people looking for a place to stay. They can do this by creating search criteria such as location, property type and price. (Pereira, Airbnb Business Model, 2021)
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Airbnb's cost structure covers investments in all the company's core operations and services, as well as all its networks, such as software creation and maintenance, marketing, salaries, customer engagement, insurance, credit card fees, and legal and administrative costs (Pereira, Airbnb Business Model, 2021).
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The service fees charged to both guests and hosts, based on the size of the reservation, are Airbnb's primary source of revenue (Nath, 2020). The majority of hosts pay a 3% service charge, but those with a strict cancellation policy or achieved Airbnb plus status can pay more. The majority of customers pay a service fee that is less than 14.2% of the overall booking price. VAT can be added to the host and guest service rates, depending on local laws (Airbnb Help Center, 2021).








[bookmark: _Toc65928980][bookmark: _Toc66030088]SFF (Grand Strategy Matrix)
The strategic management framework provides a detailed overview of the strategy process adopted by many organisations. This framework separates the strategy process into three high-level activities: defining vision and mission, formulating strategy and implementing strategy (Carrier, 2019). The Grand Strategy Matric is a newer strategic tool. It is used to look through alternative strategies for companies and is gaining popularity since it launched in 2017 (Lucidity, n.d.). The Grand Strategy Matrix consists of a four-quadrant graph similar to a SWOT matrix (Welp Magazine, 2020). Companies that are placed in quadrant 1 of the matrix usually have an excellent strategic position. Companies that are in the second quadrant need to evaluate their current approach. Companies that are in the 3rd quadrant have high competition within the sector that they are in. Drastic measures of adjustments and changes would be needed to prevent further demise or implement liquidation (Mulder, 2019). Companies placed in Quadrant four generate high cash flow and have a limited need for internal growth (Bijan, n.d.). 
Airbnb has continued to grow at a healthy rate. Its total inventory has increased by 38% year on year. As of June 2019, Airbnb's instant book tool has been successful in combating market saturation. The number of units switching to instant book has increased drastically, rising from around 1 million units in January of 1017 to 3.6 million in June 2019 (All The Rooms, n.d.). There are many competitors within the rental industry, such as Booking.com. Airbnb and booking.com are two of the most popular platforms when it comes to letting private accommodation. Booking.com primarily concentrate on hotel/holiday apartment-style accommodation, whereas Airbnb's listing is mostly made up of small-time homeowners looking to monetise their properties (Clifford, 2020). Another major competitor is TripAdvisor. TripAdvisor is the world's largest review site used by 490 million monthly travellers. It offers short term rental listings among other types of accommodation and many other services. Not only does TripAdvisor list short term rentals, but it also lists major hotels. TripAdvisor also charges hosts a commission fee of 10-15% per booking compared to Airbnb's 14-16%, which would mean the hosts would make more money when using TripAdvisor (Rentals United Settings, n.d.) As Airbnb as rapid market growth and strong competition. Airbnb would be placed in quadrant four of the Grand Strategy Matrix. 
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[bookmark: _Toc65928982]Customer Relationship Management (CRM) is an essential tool as it connects and builds relationships with customers. According to Forrester research, the three types which are reinventing CRM are mobile, cloud and social media (Forrester, 2014). Businesses have to make sure that they acquire CRM tools to serve customers better. Airbnb is a complete CRM as it allows travellers and hosts to manage all aspects of the relationship (Akshay Dave, 2014). Airbnb's CRM gives 360-degree interaction, which helps them interact with their customers, travellers and hosts. When a traveller or a host signs up an account with Airbnb, the system sends an automated email for double opt-in login. After conformation, a welcome email which offers to rent out (Akshay Dave, 2014).
Enterprise resource planning (ERP) is a management and integration process used by businesses to manage and integrate the various aspects of their operations. Many ERP software applications are beneficial to businesses because they help them implement resource planning by integrating all the processes required to run their businesses into a single system. Planning, purchasing, inventory, sales, marketing, finance, human resources, and other functions can all be integrated with ERP software (Labarre, 2020). ERP solutions, such as Epicor Iscala for hospitality, are helping businesses by making financial management smarter and bringing insights to decision-makers regardless of location, language tax rules or currency. It can help businesses free up internal resources by consolidating company accounts and databases onto a single system (Tang, n.d.).
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