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Airbnb customer values
Founded by Brian Chesky, the CEO, Joe Gebbia and Nathan Blecharczyk, Airbnb redefined the hospitality, their mission being to create a world where you can belong anywhere. The office from Soma, San Francisco, deliberately aligns with the mission of the company, by the first step inside of.A trendy inner city apartment building almost any place in the world. Everything started in the founder’s apartment, and when you look out across the atrium like foyer from inside HQ in the San Francisco company office, it is like inside of a kaleidoscope of colourfull rooms that have been painstakingly built similar with some of the most interesting homes from around the world, including the place where start over, the owner’s apartment. Each one room have a story, marked proudly on plaques, about the actual host and home.
By giving the travellers new ways to travel, Airbnb vision is to make the slogan “everyone belongs, everywhere you go”, to come true. In the last 10 years since its founded, Airbnb are continuously redefine what is possible at home and abroad, creating a totally new and innovative economy concept for many people who want to open and share their houses, and be host for some others, which might be surprised by the hosts with fresh flowers for welcome, far away from home. Creating an familiar environment around, the hosts could offer a point you to their favourite local dinner spot, or any other pleasant surprise. Sometimes, the guests could find a blissfully empty place to sit and enjoy for a while in a sun drenched open space, which invite you to spend some time in peace, by yourself, just thinking next to a mug of steaming coffee. All this surprises are created to make the guests think about “this should be like to live here”. People can feel spoiled like this all over the world, in Tokyo, London, Miami, Alozaina or any other 65000 cities from 191 countries where Airbnb has a presence.
With 25 percent of leisure travellers which are expected to book a stay on Airbnb, according to Morgan Stanley Research, more than 100 millions guests globally, with three millions guests per year, since 2012, surpassing established hotel chains easily, in 2018, Airbnb it is definitively on track to create value for their customers, guests and hosts.
Having 20 physical branches around the world, thousands of customer service agents, this company’s business model poses an interesting challenge. That Global Customer Experience team aims to ensure a positive customer experience that begins on Airbnb platform and extends for the duration of a stay. The company’s team are able and focused to provide help through a red time, using a live channel of support by phone, available 24/24 7/7, through emerging SMS and messaging channels, being also permanent available via social media, emails. For about 60 percent of Airbnb’s millions of annual tickets, that they have phone calls account, they offer answer in minutes during peak periods, often in less than a minute. For the rest, meaning 40 percent coming by emails, they are usually answer within 24 hours.
According to Airbnb’s Global Head of Employee Experience, Marc Levy, the company realized on July, previous year that they want to offer something more than just a home, and setted up their mission to the next level. To reflect a greater purpose of belonging. They started to put their values, not only on the wall, they touch the customer’s hearts and minds. Also, by setting up the culture of the company, bringing everyone “up the commitment curve”, they began to see how its value of customers, guests and hosts. 
“We’ve focused on starting with our employees and shifted them up the commitment curve, to the point now where we talk about how we treat our employees like founders”.
One of the most important think now on in the Airbnb’s company culture, coming also for creating customer value, its an unrelenting belief in hones two way communication inside of the company. In this way it was created “Airfam” as they like to call it. Inside of Airbnb family, there are world meetings, two times in a week, usually out of San Farncisco, but using live stream, everybody are enjoying. In everyone branch, to the city level and country level, at the end of the week, has also a more informal meetings.
“Our rule of tumbs is that nobody should hear about anything externally, until we have told them internally”.
The weekly meet of executive team, is communicated by notes, within 24 hours to every person from the company.
“We distribute that very broadly and people really appreciate knowing what we are talking about, and ask questions, share thoughts and ideas”.
When the results of Airbnb’s Culture Amp survey inside the team, from about 2 years ago, showed the fact that they are not as open and honest as they would like to be, Joe Gebbia, one of the founders, created an idea that he call “elephants, dead fish and vomit”. Elephants, the big things in the room that nobody istalking about, dead fish is the things that happened in the past and people can not get over and the vomit are the things that people feel the need to get it off their mind, and just need somebody to sit and listen. In this way, they created and enabled that two ways communication.
For supporting Airfam, the company developed and launched an intranet, and all the members of the team is updated about the colleagues birthdays and anniversaries, also hosts a page for each one employee and office, for create the opportunity ofpeople to build their internal networks and to know each other.
Another “secret sauce”, according to Levy it is a group called “ground control”, formed by people from the employee experience team. Their aim is to bring the culture ti life, which means their task is to look permanent after the workplace environment, events and celebrations, internal communications and employee recognition. This group have 10 members in San Francisco, and is represented in every one of the Airbnb offices around the world.





A lot of people interested about software evolution, are very well aware about this already famous software development company, called Zendesk. We purpose to discuss in these report, about the significant characteristics of its Customer Relationship Management based services, under the title of Zendesk Customer Relationship Management Review. Founded in Copenhagen, Denmark, in 2007, with the headquarter in San Francisco, California, Zendesk provide for affordable prices, flexible and strong customer services and they are doing a very good job trying to ensure the facilitation of Customer Relation Manager. This company offer a very good software support to their customers, for being able to develop good relations between business and their customers. Using different channels, and considering equally important, Zendesk keep it connected its users with their target customers, by social media, e-mail, phone, direct chat, or any other channel which is favourable to the both. More than 200 worldwide customers, from 160 different countries or territories, many famous brands such TESCO, UBER, SHOPIFY, are accommodates by Zendesk.
Zendesk system features
· Zendesk system provide open, flexible and extensible platform;
· Omnichannel support for a smooth customer experience;
· Engages High Value prospects;
· Offers services to build self Service Customer Gateway;
· Provide Excellent ticketing system;
· Scale de customer services:
· Organise processes, workflow and track customer engagement.

Airbnb, like all Zendesk’s other customers, have all the support from the company, in adapt, extend and implement by setting up new options which will help to meet customers requirements, having an efficient relationship with they, and provide the best solution in different situation, for customer’s needs, in the shortest time. All these features, make Zendesk to be. Probably, one of the top software in Customer Relationship Management services, in that moment.
Zendesk FAQ
We find out that an user needs to buy or have it, at least a professional plan for being able to use Zendesk Integration, because it is impossible to use it with a lower plan than professional one.
It is necessary to synchronize with Zendesk, once in every 15 minutes, probably because new information are always available, and it should be updated.
In the base from Zendesk tickets, we can find information like tickets title, requester, owner, and any custom tickets properties defined will sync to Zendesk.
Like any other software, there are advantages according to the other software systems, and disadvantages that should be fixed.
Zendesk advantages
· Supports e-mail, phone, web, social media;
· Support linked accounts for multi brands;
· Provides e-mail systems;
· Zendesk reporting features;
· Self service;
· Provides Customization Services;
· Ticket management with workflow automation.
Zendesk disadvantages
· Common Zendesk users complain:
· Bad mobile screen for submitting tickets;
· Poor user interface.
Even for a company which is providing excellent services, and it is always intouch with the systems users trying to satisfy all their requirements, there are always a few drawbacks. Complains like about the e-mails are not able to be processed by the irst name easily, or, problems in the user interface of Zendesk, things like this are always coming from the customers, but, equally true, most of the users are satisfied with the services of Zendesk.
Conclusions
[bookmark: _GoBack]When a company, coming from all domains, want to automate the Customer Relation Management services, Zendesk it could be a solution to grow your business with smooth customer experience. Having an permanent support for a proper ticketing system, staying connected with your customers on any channel (social media, web, phone, e-mail, etc), it is a good system software support. Rated at 7.5 on review’s scale, Zendesk it is a company considered one of the best system provider in Customer Relationship Management services for any kind of business.
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