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[bookmark: _Toc11685556]Introduction
A deeper understanding on the dynamic behaviour and customer engagement are critical aspects in our modern times. There is a need to adopt to the technology on initialising business innovations to remain competitive in the business. A modern enterprise needs to adjust to the changing needs of the customer. Customer is an individual who buys services or goods from a business organisation. A company can either compete in price, quality and the speed of executing a business transaction. A good customer service is simply giving what the customer wants. The knowledge on customer’s behaviour is essential on offering quality customer service. However, understanding and engaging on customers are challenging tasks due to many factors. Customer satisfaction is the key to the success of every business. In addition to this, the effect of technology on business transactions is a critical part for the success of the business (Maund, 2018). Airbnb is simplifying the bookings of accommodations for travellers at a competitive price. 

The purpose of this report is to evaluate the customer’s expectations on Airbnb and its impact on maximising profit. The details of the business operations are going to be discussed and its effectiveness in reaching out the prerequisite of client.
[bookmark: _Toc11685557]Overview of Airbnb
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 these 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 thumb 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.

[bookmark: _Toc11685558]Customer Satisfaction
The strength of the Airbnb business is on the options of offering accommodations at a lower price compared to its competitors. Nevertheless, the quality of service and customer’s expectation should be met otherwise it may create dissatisfaction that could be detrimental to the business. The better the service at the given price, the better for the business organisation. Thus, the customer satisfaction increases. There are five service qualities that may affect the quality of business from the customers’ point of view. The following service attributes are reliability, responsiveness, assurance, empathy and tangibles (Zeitham, et al., 1990).
· Reliability – There are variety of options of accommodations according to the needs of tourists or travellers and the customers can rely on it. Furthermore, websites or Apps are functioning and user-friendly
· Responsiveness – Any questions or queries can be responded quickly and efficiently. 
· Assurance – the availability is rest assured. Moreover, health and safety issues on buildings are according to the rules and regulation standard of the company and  in compliance to the government rules and regulations. 
· Empathy – Manners on handling complaints should be professional and always showing that the company that it cares for its customers. For example, if there is a complained on the accommodation, it is to be considered as an opportunity for improving service. Additionally, the company may offer a discount on the next booking after the customer service representatives assess the situation.
· Tangibles – The accommodation should have a cleaning standard before the guests are going to use the home. There should be available water, appliances are functioning, amenities are available, dust free environment and toilets are clean and hygienic. 

The service quality is vital for the operation of the company. If it could not be perfectly delivered due to budget constraint, the basic necessities should be addressed. For example, the amenities and appliances may not similar to a five-star hotel standard, the minimum requirement is to offer basic amenities and vital functioning appliances at a reasonable rent of the accommodation. In this instance, it is not cost-effective to compete with a five- star hotel standard (Baines, et al., 2011). 


[bookmark: _Toc11685559]Airbnb Operations
The business model for Airbnb has two-side online platform that enables the process of booking accommodations/ private place for tourists or travellers. The first part of the process it empowers house owners to enlist rooms/space and get a money on it in return if it has been rented. On the other hand, it provides potential customers an easy access on acquiring a rent for accommodation.

Airbnb business model
[image: Business Model Airbnb]
 	Figure 1
Airbnb has an online platform which is community-based for listing and renting local homes. The connection. The link between hosts and travellers is the Airbnb.  The business allows travellers to book on home accommodation in a unique way to interact with as shown in figure 1 with the local community. With its platform, Airbnb has an impact in four corners of the world. It works on both ways.  Airbnb can receive commissions form hosts and guests every booking. The business organisation can charge the guest 6-12% of the fees on booking. In addition to this, Airbnb can collect 3% for every transaction that is successful (Sanchez, 2018). 

[bookmark: _Toc11685560]Hosting at Airbnb
	Cook (2017) states that Airbnb has built its business on searching for property owners to allow their homes to be rented. The process of listing a property is called hosting. The process is customised, and procedures are not difficult to attract many homeowners to cater the needs of millions of global travellers all around the world. 
	When it comes of being a host, there is no pressure on the availability of dates to the owner. The owner can block of dates when the property is not available for maintenance, refurbishment or for personal use. The owner also has the privilege on setting its own rules such as minimum or maximum number of days/nights a guest can rent. Moreover, it could also determine the limits on booking the property on how long or far it should be prior on staying and the advance notice necessary before booking. With these privileges, there are many potential homeowners who would start on hosting utilising Airbnb online platform. The greater the number of lists on Airbnb, the more choices for the traveller that suit their needs in terms of price, quality and time. As a result, profit can be maximised by acquiring a lot of registered property owners. 
	Moreover, the property owners can set prices that it is appropriate to the property and the date of rental.  Also, cleaning fees and weekly discounts could be included in the package. There are also special prices for specific dates of the year. From the Apps, there is also a control on booking an existing reservation that may conflict with other reservation. If there is a technical error on these, it could create a problem to the affected guests. The system should be updated automatically and the security on booking is essential to the business for the company and the customers.
	Furthermore, there should be established rules on hosting a property. These rules may set expectations to both sides, property owners and travellers. For example, if the guest breaks a rule after booking, the property owner can cancel reservation without imposing penalty. 

[bookmark: _Toc11685561]Guidance on Hosting at Airbnb
	When hosting, the community of Airbnb has always helping each other. There is a forum for helpful tips on how to maximise profit and a huge number of toolkits on hosting. With more than two million of hosts and the style of hosting is different. However, there are basic prerequisites on hosting a property. The prerequisites are comfort of the guests, reliable stay and all accommodations must satisfy 4 rudimentary requirements (Airbnb, 2019).
· Be responsive
	Whenever travellers reach out, the host should respond quickly by being understanding and attentive host. The response rate is how fast and quick to respond on reservation travellers and its inquiries if issue or clarification arises. The normal response of these kind of messages are within 24 hours.
· Accepting reservation requests
	Most requests should be accepted upon request when the calendar shows it is free. Do not wait for the traveller to request 4 or five times before accepting it. The guest deserves a better treatment than that. The calendar should be updated in a sense that if it shows that it is available, it is ready to be rented on that date. For some unforeseeable reasons like malfunctions of appliances or emergency renovation, the calendar should be updated as soon as possible. The host can block the unavailability of the property in the system. In order to avoid these, do not make a booking too early because you may not anticipate when it happened
· Avoid cancelling on guests
	Cancellation is a serious matter on Airbnb. The host is subjected to disciplinary actions that includes financial penalties.   Furthermore, try not to cancel confirmed bookings not unless for the reasons of extenuating circumstances. 
· Get positive reviews
	Travellers would love to know the expectation on the quality of service wherever they go. When it comes to leaving the rented property, the guest will have feedbacks on its experience on which they evaluate the host and its experience on staying at the rented property. 
	On the other hand, the host has an opportunity to make a rating of guests on cleanliness, politeness and ways of communication. The feedback is to ensure the travellers are treating the residence that they stayed appropriately as if the homes is their own. Same guests who have records on vandalising homes are subjected to penalties and even not allowing to rent at Airbnb. 

[bookmark: _Toc11685562]Acquiring great reviews from guests
	The company has researched that great feedbacks tend to focus on five categories which are cleanliness, important amenities, details of listing, check-in process and proactive communication (Powell, et al., 2018). 

· Cleanliness
	The expectation of the guest is a clean and tidy space as advertise in the Airbnb website. The company suggests that time will be allotted for consecutive bookings. Every traveller has given the opportunity to rate and the rating will appear on the website. If there is a consistency on low rating, it may be subject to financial penalty and bad image of the property to the traveller. 

Expectation of customer on cleanliness
· Clean every accessible room most especially bedrooms, shower room and kitchen lounge. Detail is important such as hair, dust, mold and many more. The host should provide fresh bed sheets/linen and also towels for travellers. Bins and leftover foods should be cleared prior to the entry of another guest.
	
	It is important that there is an allotted time for cleaning. Updating the calendar time and it needs restrictions to maintain the house clean whenever there is a new guest. Hire a professional cleaning and the house can opt for cleaning service provided by the company if it is available on your area. It is also a good thing to leave cleaning supplies in just in case of accidents or spillage caused by the guest. 
· Important Amenities
	It is suggested by the company to have essential amenities for the convenience of the guest may not be necessarily expensive but it gives a good impression to the guest. The basic amenities are toilet paper, soap, linens/sheets, towels and pillow. Moreover, it gives a good impression to have a bottled mineral water and a basket of fruits/nuts at the centre table. 

· Accurate Listing Details
	Address should be provided accurately and the accuracy of the contact numbers when the guest arrives for the handover of keys. The image on the advert should be a reference from the travellers and it should be accurate when the guest arrives. Let the travellers know off-limits area, noisy construction project or the unavailability of elevators and climbing stairs.

· Smooth check-in process
	If there is an easy check-in, the guest will be having a meaningful stay to acquire the house. There should be a check-in guide on the Airbnb website. There should be a contact number for last minute instruction or delay on travelling. 

· Pro-active communication
	It is vital that there is a line of communication during guest stay in case of emergencies or issues that involve the property. It could be phone or e-mail to reach the host by welcoming the guest, thanking for the stay and other important matters that may arise during the stay. 

[bookmark: _Toc11685563]Airbnb Experience
	When opening the website of Airbnb, it offers to connect to the local community through advertisement of restaurants, concerts, places to visit, adventures, cultural events and other tourist destinatios that are worthy to visit during the stay. Moreover, it adds up to the revenue of the company to make an advertisements. This may enhance the guest experience on a certain destination and is is an additional income for the company to use its online platform for travellers. There are varieties experiences for every interest on Arts and entertainment; classes and workshops, food and drink; Health and wellness; and history and local causes (Airbnb, 2019).

[bookmark: _Toc11685564]Software behind the success of Airbnb
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;renting 
· 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.
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.

[bookmark: _Toc11685565]Recommendations
	There are confusions on taxation laws on many countries. While is is not illegal, the law should catch up with the technological advancement. Moreover, there is a lot of pressure from the hotel industry on Airbnb, Airbnb continues to grow exponentially. It just needs to clarify and follow the rules and tregulations of every country to remain a trusted legitimate business. Guest refund is a difficult task for the traveller who has been deceived by the feature of the house, claims should be easier after investigation based on the evidence of non-compliant host. There should be a strict standard of quality customer service. 

[bookmark: _Toc11685566]Conclusion
	Airbnb is the new alternative way of booking an accommodation that involves technology and local communities. Furthermore, it is usually cheaper than hotel accommodation and cater the needs of the travellers. The quality of service is essential to the operation of the company. The first part of the process is to let owners to rent out their properties in return for the commission upon renting it to guests. On the other hand, the guest can have an easy access to the property. Moreover, revenues can be added to the additional advertisement on its website. Reviews are important fro the host and information of guest. On the other hand, the host can also give feedback to the stay of the guests. Zentesk technology realised of easier booking using Airbnb platform. Monitoring the stay of the guest and the quality of guest experience is essential for the growth and sustainability of the business. Thus, Airbnb is a profitable business that exists due to availability of technology and changing behaviour of customers in our modern world.
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