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Abstract

Airbnb continues to grow while changing the paradigm of the travel industry.
Continued growth i1s being achieved through the hosts who provide
accommodations and the guests who use them. It is necessary to study how
Airbnb is growing by enhancing the customer experience. The purpose of this
case study is to investigate the influence of Airbnb’s interactions and
servicescape on enhancing the customer experience. Airbnb’s interactions are
taking place in three directions. Airbnb interacts to improve services through
community support for hosts and efficient system support for guests. In
particular, the hosts and guests, who are service users, share information and
form a human relationship via direct communication.

Airbnb’s servicescape enhances the customer experience through its distinctive
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