Assessment 2 – Report
Critically examine Airbnb as an example of the sharing economy - Evaluate the Airbnb business model, financial landscape, P2P market forces, target groups, problems, strategy, current situation, challenges and suggest recommendations for future growth.
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Introduction 
The Sharing economy has been defined as an economic system in which services and assets are shared between private individuals (Lovick 2020). The sharing economy provides the ability to temporarily access or own products. Airbnb was developed by Joe Gebbia, Brian Ghesky and Nathan Blecharczyk in 2008. It initially started off with the individuals using their own places as a bed-and-breakfast to make extra money for rent. It has since developed further with Airbnb having different hosting options providing the ability to rent extra space in the home, rent out an entire home or host experiences within a certain area (Rawes and Lacoma 2021). The mission of Airbnb is to create “a world where anyone belongs anywhere”. With Airbnb now being on of the largest hospitality firms across the world with it driving the sharing economy. The online platform can be used by any individual to browse accommodation all over the world whilst defining their research. 
Airbnb is a community based on connection and belonging. The hosts involved with Airbnb are everyday people who provide guests with a feeling of connection and the feeling of home whilst sharing their worlds (Airbnb 2021). Airbnb main resources are individuals who are the hosts as they allow hosts to list their accommodation on Airbnb’s platform, allowing them to rent out their homes or spare space to create extra money. This is beneficial to consumers as well as hosts as it allows them to have a different experience and visit different destinations with a more homely feeling. Airbnb have review systems which all individuals can access allowing them to view reviews and rating relating to the accommodations that are on offer, to get an insight into the accommodation (Airbnb 2021). This allows trust and reputation to be build within different communities. 
Airbnb as a business model also include photographers who take high definition pictures of the different accommodations which improves the listings on the platforms, they are directly paid by Airbnb (Airbnb 2021). 

Main Sections – 
1. Airbnb Landscape 
Current situation –
Research has stated that Airbnb have become one of the largest online accommodation providers and an epitome of sharing economy. It offers for rent more than 7 million homes, apartments, and rooms in almost all countries (Airbnb 2019). With Airbnb being the leaders of the sharing economy and having an impact on hospitality business such as Marriott, there has been another sign of the impact on the hotel sector with the Marriott joining competitors such as AccorHotels and Choice to introduce a home sharing platform (Rochat 2020).
Airbnb have recently floated on the stock exchange, when it became an Initial public offer (IPO), they released shares to allow them to gain investment. Airbnb are going public during the public health crisis with reduced-travel trends it has led to the sector being battered. Research has stated that Airbnb on its first day of IPO trading it opened at $146 per share on its first trading day, doubling the set price of $68 (Feiner 2020).  

Financial landscape –
With nearly $120 million in venture funding to date, most of Airbnb’s growth can be attributed to its heavy investment in marketing and infrastructure. Airbnb have 5.6 million active listings worldwide and as of October 2020 they have $110+ billion earned by Hosts and $7,900 average annual earnings per Host (Airbnb 2021). Airbnb firm have listed their resources on Google Display Network and TrueView video ads on YouTube this allowed Airbnb to increase the number of nights booked from 800,000 to 2 million. Airbnb’s venture capital over the years has increase drastically to $280 million, giving them a stake worth $12 billion. As of 2020, the platform had “5.6 million active listings and more than 4 million hosts” (Mohammed 2020). Due to the coronavirus outbreak Airbnb have lost around 54% revenue in 2020, and early in 2020 their valuation decreased 48.6%, from $35 billion to $18 billion (Property Management 2021). 
P2P market forces –
Peer-to-peer networks are networks which are computer operated by individuals allowing them to share information and resources directly without relying on a dedicated central server (Webster 2021). Airbnb are leaders within the peer-to-peer accommodation sector and are advancing the concept of the sharing economy. The peer-to-peer model is pioneered by Airbnb, as it allows access to services through short-term rentals for much cheaper than buying them, has expanded far beyond accommodation (Robinson 2019). Airbnb now have several competitors: HomeToGo, Tripping.com, Roomorama, Wimdu.
Airbnb connects travellers with hosts who offer their properties as short-term seeking affordable lodgings. Airbnb have a main differentiation over their competitors due to their loyalty of their customer base market (Ozomena 2019).

Target audience – 
Airbnb’s target audience is travellers and individuals within the hospitality industry. Airbnb are a global lodging company that uses multi-segment type of positioning which allows them to target more than one segment of individuals (Dudovskiy 2019). As Airbnb offer a ‘home like stay’ this allows them to gain a more local experience of the area they’re visiting. Airbnb target all ages of individuals who are looking for short-term accommodation for low prices. This market segment is based on individuals who don’t spend much time within their accommodation but rather more time experiencing the local areas.

Strategy –
Airbnb’s business model is a multi-sided marketplace which allows individuals such as travellers to connect with hosts who provide them with accommodation and experiences. Airbnb make money through booking fees that are made from stays and experiences (Business Models Inc 2021). Airbnb focus on community and trust, they ensure a cultivating community and maintain trust amongst stakeholders, this is one of the bases of their competitive advantage (Dudovskiy 2019).

Challenges –
There are a few challenges that can occur within Airbnb which vary such as some guests want to arrive early or leave later with some stays, this can be hard to manage with other individuals checking in or out before them and then accommodation having to be cleaned, therefore it usually doesn’t work. Sometimes hosts have a bad feeling about guests before their arrival, from substantial number of requests, or that they might cause damage to the property or break things. Research has stated that one most critical problem for Airbnb is getting an unexpected cancellation (Levchenko 2019). (see appendix A)



2. Business Model canvas (BMC) 

[image: ]The business model canvas has been defined as a strategic management tool to communicate and define a business’s idea or concept quickly and easily (Ebinum 2016). A business model can best be described through nine basic building blocks that show the logic of how a company intends to make money. Theorists Alexander Osterwalder and Yves Pigneur have defined the business model canvas like a blueprint for a strategy to be implemented through organizational structures, processes, and systems (Osterwalder and Pigneur 2012). A business model has also been defined in research as a “rationale of how an organisation creates, delivers and captures value” (Osterwalder and Pigneur 2012). The business model is designed to illustrate how an organisation goes about its business and return added value and profits to the organisation. 
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Value Proposition
The value proposition is the reason why individuals go to business such as Airbnb for their benefits. Their value proposition is to satisfy needs and problems of consumers (Corporate Finance Institute 2021). Airbnb is a community based two-sided online platform that facilitates the process of booking private living space. Is essential that Airbnb provide a captivating value proposition to help their consumers understand the value of their services (Shukairy 2020). Airbnb offer a value proposition for both their guests and hosts; they offer their guests a unique staying experience for cheaper than hotels but also provides their hosts with the ability to gain extra income through renting their accommodation. Airbnb provide a user-friendly app and web-based structure.
· For Hosts
The hosts can create further income through listing their houses or rooms on Airbnb’s platform, as their business model is dedicated to connecting people who have something to offer others who have needs for that service (Business Models Inc 2021). Airbnb provides the ability for hosts to gain extra income when they list their spare rooms or properties on Airbnb. 
· For Guests 
Without the guests Airbnb would be a successful business as they wouldn’t have the sales that the currently attract. Airbnb have an unmatched amount of variety of accommodations simply since each home is different along with the service provided from each host is different (Innovation Tactics 2020). Airbnb provide guests with a “Live like a local” experience (Airbnb 2021). 

Key Partners
The network of suppliers and partners make a business, they provide the operations within the business. The main partners of Airbnb are the hosts they are on the supply side of the chain and they deliver value to the guests, they also innovate and build the business (Parker 2020). The hosts provide the guests and travellers with property and accommodation information to help them make the right decisions regarding where to stay. 

Key Activities 
These are the most important aspects within a business, these are what makes the business model work. Platform development is essential within a business and within Airbnb the developers work to ensure that consumers can access the platform without experiencing any technical issues. It is essential that Airbnb maintain their customer service due to them growing their user base it is essential that they ensure the best possible customer satisfaction to ensure positive reviews, and the hosts must ensure they deliver good value for the price they charge, this is virtually important. 

Key resources 
Key Resources are the assets required to offer and deliver the services. With Airbnb per-to-peer network enables information exchange and transaction to occur within the business. The most important asset of Airbnb’s platform business model is the network effects (Uenlue 2021). One of Airbnb’s biggest assets is its brand, as its crucial for what they stand for and their reputation and the customer experience. 
Customer Relationships
With the customer relationships it the value that is captured for customers within each customer segment, with creating a base of information between customers and hosts. With Airbnb their motivation has been power and changed due to them being a consumer to consumer business. 24/7 customer support service, there is support provided to all customers at any point they require any support or information regarding their service, this provides them with security that their receiving the best service (Uenlue 2021). 

Channels 
Channels are customers touch point and value propositions are delivered to customer through communication, distribution, and sales channels. Airbnb’s main platform is their website which is the primary channel they deliver their services to the hosts and guests; they also have the app which allows them to deliver their services in a fast and convenient way. Platforms like content marketing, media coverage, digital ad campaigns allows Airbnb to help drive their hosts and travellers to engage with the relevant consumers.

Customer Segment 
Customer segments allows businesses to determine their target market to offer and meet consumer’s needs. Airbnb’s business model is a mass market as they target all consumers across the world, as they connect mass markets in a unique way. Airbnb target platform for hosts to attract customers to their service, and they also engage photographers to capture images of the accommodation. The hosts are the property owners who can list their property on Airbnb’s platform to rent it out to allow them to gain additional income. 

Cost structure 
The business model element result in the cost structure, these are usually cost-driven and value-driven. Platform development and maintenance is an essential element to Airbnb’s success and this comes at a cost, as Airbnb must ensure they keep their website professional and current to ensure their providing their consumers with the best possible service and that they receive the relevant information. Sales and marketing is another cost that is obtained within a business as advertising and marketing is an essential element for Airbnb to acquire and retain customers. 

Revenue streams 
Revenue is the cash generated from each customer segment. The revenue of Airbnb comes from two main sources the first being host fees, Airbnb charge their hosts a member fee for listing their property or event on Airbnb’s platform, some commissions is deducted once the listing has been completed. With hosts that offer experience there is a 20% service fee. Travellers fees is the other main revenue stream for Airbnb which ranges from 0% - 20% the traveller is required to pay this fee for using the platform to establish their accommodation (Parker 2020). The lenders provide the revenue as the fees are transferred through technologies. (see appendix B)



3. Strategy Formulation Analytic Framework SFF

The Comprehensive Strategy-Formulation Analytical Framework is used within this situation to help identify, evaluate, and select the best given strategy. Fred David’s strategic formulation framework is a process in which the organisation chooses the most appropriate action for them that fits their defined goals (Sejwal 2021). Strategy Formulation Analytic Framework is used to aid strategic decision making within an organisation. The SFF was designed by Fred David.  Business organisation set out their objectives and Fred David argued that these should be measurable, quantitative, challenging, realistic, consistent, and prioritised (David 2011). This framework has been seen to be essential for the success of organisations. This framework helps analyst determine appropriate alternative strategy for an organisation through understanding the methodology and techniques. Techniques of strategy formulation can be integrated into a decision-making framework. The strategic formulation framework aids strategic thinking within an organisation as it allows them to evaluate their vulnerability to driving forces and competitive pressures. The strategic formulation framework allows businesses like Airbnb to create a successful business strategy but to do this they must have a strong understanding of their internal and external environment to define and form a strategy. Although all the quadrants don’t specifically apply to organisation like Airbnb they can still be useful as they can provide insight into the strategic options of stronger or weaker competitors (Ingram 2020). (see appendix C)

Grand Strategy Matrix 
The Grand Strategy Matrix charts is made of two dimensions, the market growth vs the organisations competitive position and four quadrants of strategic options (Francis 2014). The framework is designed to assist evaluation of the potential direction in which a business decides to move. It has become a standard process within most organisations and is relevant for Airbnb. Its an addition to the SWOT analysis framework.
There are several advantages to the grand strategy matrix, they vary from its simple use and understanding, the matrix also has a comprehensive list of strategic options. Another advantage of an organisation using the grand strategy matrix is that it can stimulate and help the discussion of the frame decisions and can be applied to any marketplace such as Airbnb (Francis 2014). 
There are also a few limitations to the grand strategy matrix such as it only provides options rather than a criteria, and it also must be used with other tools rather than independently. The matrix is seen as very simple and doesn’t apply any variation and an organisation might operate within many of the quadrants if they operate many services or products (Francis 2014). 
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The diagrams above illustrate that Airbnb is positioned within the grand strategy matrix within the strong competitive position and rapid market growth industry which suggests that Airbnb should continue using their strong competitive position to increase its growth rate. It suggests that Airbnb have an effective strategic position and can adapt effectively when needed, along with having concentration on their services within the current market to ensure their adapting their services relevantly to customer needs.
Airbnb’s position within the matrix expresses that the following strategies would be effective within the business. 





4. Tools/Systems 
Airbnb is a platform based digital business that captures information from hosts who become suppliers on the platform (SCM) captures information about marketing, trends and shares with Hosts (ERP), captures customer reviews (CRM) for customers to use in their assessment of the accommodation, choices and hosts.
To support their platform Airbnb’s platform deploys several systems. (see appendix D)
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Conclusion 
To conclude Airbnb, have a strong business model canvas which has allowed them to build a strong value proposition amongst it hosts and customers. As they provide their hosts with the ability to gain extra income through listing their space on their platform but also with flexibility as well as full control over their listings and accommodation. Airbnb can engage the 9 building blocks of the business model canvas within their activities within the organisation to build a strong platform. The systems are essential to support Airbnb’s activities to allow them to run effectively and to engage with their customers and hosts as well as gather essential information for all individuals to access to provide insight into the organisation but also the accommodations that are on offer. Overall, it can be seen that the business model canvas and systems are essential for Airbnb as it allows them to not only gather information but provides the ability to understand their consumers and hosts needs and they can then answer these needs and wants.
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Appendences 

Appendix A

“At Airbnb, we believe that hosts, guests and the communities where we operate are all stakeholders we have a responsibility to serve, and that by serving them alongside our employees and investors, we will build an enduringly successful company” (Airbnb 2021).
Airbnb have provided individuals with a whole new travelling experience as it offers consumers a personalised experience filtering down their search to target their needs.

Airbnb are an online based with a vast number of hosts sharing access to services. Many of Airbnb’s competitors have similarities which can lead to restricted differentiation such as easy access and low prices.
It has been stated in previous research that the annual income of an Airbnb host is $7,900. Airbnb have provided competition for some hotels as research found that 49% of Airbnb service users took advantage as an alternative to traditional hotel, this is due to the accommodation being on average cheaper than a single hotel room (Levtov 2020). Airbnb are seen to be sitting comfortably relating to their finance allowing them to have the ability to expand further within the market. Airbnb’s growth is mainly down to their investment within their marketing infrastructure, in 2018 Airbnb’s growth rate was 40% (Deane 2021).
Research has stated that Airbnb are expecting their sales and marketing expenses to decline as the revenue percentage as they move their marketing approach to attract more users via direct panels and optimised search engines.
This system also supports Airbnb’s activities as it integrates all key information across the organisation into one single system which then speeds the communication of information throughout the firm. This system enables them to provide greater flexibility in responding to customer requests and ensuring they provide the customer with a fulfilment of information. It provides the ability to pull all the relevant information in a firm into a single database environment.

Appendix B
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Partners

· [bookmark: _Hlk65178152]Hosts
· Hosts who offer experiences 
· Insurance companies 
· Professional Photographers 
· Local tourism agencies
· The people who invested in Airbnb 
· Investors / Venture capitalists 
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· [bookmark: _Hlk65184150]Customer service 
· Platform development 
· Sales and marketing
· Managing risks and behaviour 
· Local marketplace development 
· Protect sensitive information
· Maintain customer service
	Value Proposition

For Hosts
· Extra income for hosts
· Full control
· Professional services 
· Income via apartment 
· Home insurance 
· Communication
· 24/7 customer support

For Guests
· More affordable 
· Live like a local 
· Value for money
· Tailored and customised experience
· Convenience
· Secure payment 
· Unique experiences 
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· 24/7 customer support service
· Personalised recommendations 
· Social media – wide use of all platforms 
· Tailored 
· Community 
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· [bookmark: _Hlk65230542]Mass market segment
· Hosts 
· Guests / Travellers
· A simple place to stay
· Business travellers 
· Family travellers   
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· [bookmark: _Hlk65185911]Airbnb’s brand 
· Network of hosts
· User-generated content
· Captured data
	
	
	Channels [image: ]
· [bookmark: _Hlk65230506]Airbnb platforms – website and app 
· Platforms like content marketing, media coverage, digital ad campaigns 	
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[bookmark: _Hlk65232109]Structure
· Platform development and maintenance cost 
· Sales and marketing cost
· Online payment processing firms 
· Employee salaries
· Customer acquisition cost
· Infrastructure costs 
· Cost of capital 
· Legal and administrative cost
· Insurance costs
	[image: ]Revenue Streams

· Host fees (ranges from 3-5%)
· Travellers fees (ranges from 0-20%)




Value proposition 
Airbnb’s hosts have full control over their accommodations over their pricing strategy and setting the availability dates relevant to the availability they have this allows them to ensure they offer prices that reach their consumer’s needs. Airbnb provide a professional services to hosts to allow them to provide a professional service to guests (Parker 2020). Airbnb provide their hosts with home insurance to cover any damages or accidents that might occur within the property when they have guests within the property this gives them the initiative that their services are secure and provide a safe way of renting their property. Although the insurance doesn’t cover every aspect of the property therefore the hosts can set out rules within their accommodation that they expect their guests to follow to ensure they have a secure experience. It is easy for the hosts to communicate with their guests also with the ability to access reviews or to leave reviews relating to a host’s accommodation. Hosts have access to 24/7 customer support through phone, email, or live chat, this gives them the reassurance that if they need any assistance.
Tailored and customised experience for guests with the main value proposition for guests being the experience that they receive as they can directly choose the amenities that they require within their accommodation which will define the listings to the relevant specifications. The convenience of Airbnb makes it easy for guests to find their suitable accommodation for value for money even within hospitality peak seasons. Airbnb offer guests unique experiences at lower prices than hotels and their accommodation and experiences are tailored to their needs (Parker 2020). Secure payment methods provides the guests with security that their booking is genuine, and they don’t have to worry about any risks of losing money or not receiving what they’ve paid to receive. This provides the insight that they have accommodation that gives them a more relaxed experience and the ability to explore locations with a more relaxed atmosphere. Most hospitality services offer selling rooms Airbnb offer a different value by proving a “home away from home” experience by allowing its customers to live in a local’s home during a vacation

Key Partners 
Without them Airbnb would exist. The hosts who offer experiences are also Airbnb’s partner as without them offering the consumers different experiences Airbnb wouldn’t have the ability to offer what they currently offer to satisfy individual’s needs. Insurance companies are an essential partner who work with Airbnb to cover all hosts to ensure the rental properties are secure and are covered for any damages or loss within the property. Professional Photographers work with Airbnb and its hosts to gain high quality pictures of the accommodations to provide on the listings for individuals to see the reality of the accommodation. Local tourism agencies are within the list of Airbnb’s partners as they work with them to promote their hosts and accommodations for them to gain a greater customer base. The people who invested in Airbnb, the investors and venture capitalists have allowed Airbnb to formulate as a business, they have provided the business with shape and structure allowing Airbnb to better enhance their customer experience through enhancing on digital technology (Parker 2020).

Key Activities 
It is essential for Airbnb to engage in sales and marketing activities to expand the network of hosts and guests to ensure they can continue to expand their market. Managing risks and behaviour is an essential activity for Airbnb as they must continually improve their rules and software skills to ensure their guests have easy and effective access to the software influencing a positive relationship between guests and hosts. Local marketplace development is an important element to Airbnb as they are continuously working to innovate new value propositions to expand their customer base (Parker 2020). It is essential that they protect sensitive information of guests and keep all the information disclosed to ensure that their data is protected (Parker 2020). Ensuring they engage with their key activities will allow Airbnb to reduce their operating costs.

Key Resources
The network of hosts is essential for Airbnb as the more hosts they have as part of their platform the more choices for their customers to choose from and this is essential as it allows them to target a larger customer base with a greater variety of accommodation. User-generated content is another key resource for Airbnb as their customers provide their reviews and insights of the different experiences, they have experienced within different accommodations to allow other consumers to have an insight into the different accommodation availabilities. Capturing data from customers is essential for Airbnb for them to understand the different needs and wants of customers do allow them to adapt their experiences and services to meet their criteria (Uenlue 2021).

Customer Relationships
Personalised recommendations are an effective element to building good relationship with customers as it makes their process of finding the right service easy. It provides the ability for preferred and relevant listing to be enabled for customers to allow them to discover the best service for their needs (Parker 2020). Social media is an essential element of engagement between customer and hosts as it allows them to share all the relevant information, Airbnb promote a wide use of all platforms allowing strong information exchange. Their social media platforms allow Airbnb to ensure they provide their customers with exceptional customer service and support as its vital for customers to gain the best experience. With Airbnb providing a tailored experience this gives the customers greater control over their accommodation and services to allow them to discover their dream accommodation. Airbnb provide a community atmosphere creating a relationship with their hosts and customers that makes them feel fulling engaged within the business. . Airbnb will need to get their services right for hosts and guests to feel good about their relationship to Airbnb

Customer Segment 
The guests are the travellers who are looking for accommodation and a great experience whilst travelling (Parker 2020). Airbnb offer consumers with a simple place to stay at a reasonable price which is convenient for short stay individuals. Airbnb offer accommodation to business travellers who possible need accommodation for one night whilst on business and want to save on expenses. Airbnb have accommodations that are suitable for family travellers who require a family accommodation, which will allow the whole family to be within one accommodation room unlike hotels. Airbnb competitors offer higher end accommodation and some of Airbnb’s hosts have moved into the luxury end of the accommodation.
Cost Structure 
Online payment processing is a big cost for Airbnb as all its transactions are online. Employee salaries are a cost that occurs for Airbnb as they have a few employees that do the marketing, admin, and legal side of the business to ensure that they have successful communication and marketing platforms to allow them to be successful. Customer acquisition cost is an essential cost in Airbnb as they must ensure that they are constantly engaging consumers through different platforms as they provide their customers with a lifetime value. Infrastructure costs occur in Airbnb as the business isn’t kept together without costs that occur to keep the business running and providing a service. As Airbnb are fully dependent of human resources and they must obtain these to ensure their success. There are many legal and administrative cost that occur within Airbnb as they obtain individuals to ensure their legal and admin aspects of the business are professional. Insurance costs are an element of any business as with Airbnb the insurance for rental space of hosts accommodation and insurance for travellers is essential for their security (Parker 2020).

Appendix C
In Fred David’s comprehensive strategy formulation framework is integrated into a three-stage decision-making framework.
Stage 1: The Input Stage 
This stage summarises the basic input information needed to formulate the strategies within an organisation such as Airbnb
Stage 2: The Matching Stage 
The matching stage focuses on generating feasible alternative strategies by aligning key external and internal factors.
Stage 3: The Decision Stage 
This is where the decisions are made it involves the Quantitative Strategic Planning Matrix, this reveals the alternative strategies.

Appendix D
	Tool/System
	Explanation
	How it supports Airbnb

	Peer-to-peer
	Peer-to-peer networks are networks which are computer operated by individuals allowing them to share information and resources directly without relying on a dedicated central server (Webster 2021). Airbnb is a multi-sided peer-to-peer ecommerce. Airbnb uses Amazon Web Services (cloud) to connect parties through connecting buyers and sellers. 
	Airbnb is a platform based digital business that captures information from hosts who become suppliers on the platform (SCM) captures information about marketing, trends and shares with Hosts (ERP), captures customer reviews (CRM) for customers to use in their assessment of the accommodation, choices and hosts.
Airbnb are doing extremely well regarding the peer to peer model because Airbnb is the most successful peer-to-peer accommodation network internationally. Peer-to-peer accommodation networks use marketing very proactively to entice guests and Airbnb can be seen to be using technology to entice their marketing to allow them to reach their customers. 


	Enterprise Resource Planning

	The enterprise resources planning software ties all departments in a company together into one common system, it integrates across functions to create a single unified system (Reinbolt 2020). This system contains dashboards which allows users to look at real-time data which has been collected across the organisation to measure their productivity and profitability. This system can allow internal processes within an organisation across every department to increase the speed.
	It is also seen as a more efficient process as the entire company database is managed in a singular manner (Wood 2020). This supports Airbnb’s activities as it’s a management information system that integrates, runs, and automates all of Airbnb’s activities from accounting to human resources to their transactions and customer reviews. 
This system allows Airbnb to integrate their organisation into one information system. Information created by one process is immediately available for other processes. This system supports Airbnb’s activities as it increases their operational efficiency as it provides them with a standardized data base, it provides them with one database of information of the whole organisation’s which supports their decisions making. With this system in place, Airbnb can respond rapidly to customer requests for information relating to their services, and with its analytical tools it gives Airbnb the ability to evaluate their organizational performance in a simple manner.






	Customer Relationship Management 

	Customer relationship management is a customer service approach that focuses on building long-term and sustainable customer relationships that add value both for the customer and the company. It’s a technology that’s used to manage interactions with customers and potential customers (Dugan 2021). CRM helps organisations like Airbnb to build a relationship with their customers which then leads to loyalty and customer retention and customer loyalty and revenue effect businesses. This tool creates a simple user interface to allow data collection to help organsiations such as Airbnb to communicate and recognize customers in a scalable way (Kulpa 2017).

	This tool can support Airbnb’s activities as it helps manage their relationships with hosts and customers, which will allow them to increase customer satisfaction and increase customer retention. This system allows Airbnb to better align their people and processes, and it helps them achieve greater scale and grow efficiently. 
Through having mobile CRM this provides offline access to individuals and this gives Airbnb the ability for all hosts and customers to access and provide data from anywhere allowing everyone to connect (Hyde 2021). This system allows Airbnb to control access as they securely store their information within the cloud, it offers greater protection than storing customer data on regular databases.	 Access customers interaction history which allows them to have better anticipation needs of their customers to ensure they offer them their needs and wants. Customer retention and relationships are essential within business such as Airbnb and with the CRM this helps them maintain great relationships with their hosts and customers as they have the ability to reach each individuals needs and provide them with an unique service and providing them with support and information 24/7 when they need to access it, this will allow them to optimize their revenue.


	Supply Chain Management

	The supply chain management has been defined as the “coordinates movement of goods through the supply chain from suppliers to manufacturers to distributors to final customers” (Perkins and Wailgum 2017). This suggests that it’s the business function that coordinates all the network links. The key purpose of this system is to provide their consumers with a superior value proposition. This tool can have an effective impact on an organisation such as Airbnb as it can lead to a reduction in operating costs which will increase customer satisfaction which means a positive impact on the company’s revenue. This system is used by Airbnb and it helps support them managing their relationships with their suppliers.
	The platform allows their booking process to be standardises and handles financial transactions between guests and hosts. Airbnb would be within the pull model, as they actively involve their customers and consumers within their service specification, this approach strives for mass customisation.
The benefits of implementing an integrated, networked supply chain management system vary from the ability to match supply and demand along with reducing inventory levels and using their assets more effectively. This system allows better collaboration amongst Airbnb as an organisation as it removes and issues and allows a seamless system for sharing information, which in turn will provide the ability to improve their customer services and responsiveness (Gomez 2021).
This system supports Airbnb in attracting and retaining hosts, as a good reputation provides them with the ability to engage with loyal and reliable hosts to ensure they retain a successful level of successful hosts. A responsible supply chain management can be effective for Airbnb as it can be used proactively to brand their organisation to allow them to create and enter new market opportunities which will increase their sales.






- 


- 


Backward integration, seeking increase control over their suppliers.


- 


Horizontal integration, seeing increased control over competitors.


Forward integration, gaining ownership or increased control over hosts and customers.


- 


Market penetration increase market share for present services, with greater marketing efforts.


- 


- 


Market development, introducing their services into new geographic areas.


- 


Product development, increasing sales by improving or developing services.


Increased diversification, increasing or adding to their services (Mossallam 2020).
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Relationship | customer service approach that focuses on | customers, which will allow them to increase customer satisfaction and increase customer

Management | building long-term and sustainable customer | retention. This system allows Airbnb to better align their people and processes, and it helps
relationships that add value both for the them achieve greater scale and grow efficiently.
customer and the company. It's a technology | Through having mobile CRM this provides offline access to individuals and this gives Airbnb
that's used to manage interactions with the ability for all hosts and customers to access and provide data from anywhere allowing
customers and potential customers (Dugan | everyone to connect (Hyde 2021). This system allows Airbnb to control access as they
2021). CRM helps organisations like Airbnb to | securely store their information within the cloud, it offers greater protection than storing
build a relationship with their customers customer data on regular databases. Access customers interaction history which allows them
which then leads to loyalty and customer o have better anticipation needs of their customers to ensure they offer them their needs
retention and customer loyalty and revenue | and wants. Customer retention and relationships are essential within business such as Airbnb
effect businesses. This tool creates a simple | and with the CRM this helps them maintain great relationships with their hosts and
user interface to allow data collection to help | customers as they have the ability to reach each individuals needs and provide them with an
organsiations such as Airbnb to communicate | unique service and providing them with support and information 24/7 when they need to
and recognize customers in a scalable way access it this will allow them to optimize their revenue.
(Kulpa 2017).

‘Supply Chain | The supply chain management has been The platform allows their booking process to be standardises and handles financial

Management defined as the “coordinates movement of transactions between guests and hosts. Airbnb would be within the pull model, as they
goods through the supply chain from actively involve their customers and consumers within their service specification, this
suppliers to manufacturers to distributors to | approach strives for mass customisation.
final customers” (Perkins and Wailgum The benefits of implementing an integrated, networked supply chain management system
2017). This suggests that it's the business vary from the ability to match supply and demand along with reducing inventory levels and
function that coordinates all the network using their assets more effectively. This system allows better collaboration amongst Airbnb as.
links. The key purpose of this system is to an organisation as it removes and issues and allows a seamless system for sharing
provide their consumers with a superior information, which in turn will provide the ability to improve their customer services and
value proposition. This tool can have an responsiveness (Gomez 2021).
effective impact on an organisation such as | This system supports Airbnb in attracting and retaining hosts, as a good reputation provides
Airbnb as it can lead to a reduction in them with the ability to engage with loyal and reliable hosts to ensure they retain a
operating costs which will increase customer | successful level of successful hosts. A responsible supply chain management can be
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Peer-to-peer | Peer-to-peer networks are networks which | Airbnb is a platform based digital business that captures information from hosts who become
are computer operated by individuals suppliers on the platform (SCM) captures information about marketing, trends and shares
allowing them to share information and with Hosts (ERP), captures customer reviews (CRM) for customers to use in their assessment.
resources directly without relying on a of the accommodation, choices and hosts.

dedicated central server (Webster 2021).
Airbnb is a multi-sided peer-to-peer
ecommerce. Airbnb uses Amazon Web
Services (cloud) to connect parties through
connecting buyers and sellers.

Airbnb are doing extremely well regarding the peer to peer model because Airbnb is the most
successful peer-to-peer accommodation network internationally. Peer-to-peer
accommodation networks use marketing very proactively to entice guests and Airbnb can be
seen to be using technology to entice their marketing to allow them to reach their customers.

Enterprise | The enterprise resources planning software | Itis also seen as a more efficient process as the entire company database is managed in a

Resource ties all departments in a company together ingular manner (Wood 2020). This supports Airbnb’s ac ies as it's a management

Planning into one common system, it integrates across | information system that integrates, runs, and automates all of Airbnb's activities from
functions to create a single unified system | accounting to human resources to their transactions and customer reviews.
(Reinbolt 2020). This system contains. This system allows Airbnb to integrate their organis: into one information system.
dashboards which allows users to look at Information created by one process is immediately available for other processes. This system
real-time data which has been collected supports Airbnb's ac increases their operational efficiency as it provides them
across the organisation to measure their with a standardized data base, it provides them with one database of information of the
productivity and profitability. This system can | whole grganisation’s which supports their decisions making. With this system in place, Airbnb
allow internal processes within an can respond rapidly to customer requests for information relating to their services, and with

organisation across every department to analytical tools it gives Airbnb the ability to evaluate their organizational performance in a

increase the speed. simple manner.
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