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What is Airbnb?

Founded in 2008, Airbnb is an online accommodation platform that allows
travellers to book unique homes and experiences hosted by locals.

Through using Airbnb travellers have access to almost 5 million types of
accommodation across the world. These range from an entire home, an
apartment or a room in someone’s home, to even a tree house. Airbnb is located
in more than 65,000 cities and 191 countries. More than 300 million guests have
used Airbnb since it started.

Airbnb also offers unique experiences to travellers through excursions offered by
passionate locals who give visitors insight into their community, or places travellers
would not be able to find on their own.

Hosting on Airbnb is a way to make money from the extra space in your home or
through sharing your passion and interests.

Airbnb has a website (www.airbnb.com) and can be accessed either on a
computer, or by downloading the Airbnb app on your phone.
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How was Airbnb started?

In 2007, two roommates (Brian Chesky and Joe Gebbia) living in San Francisco
couldn’t afford to pay rent. They knew that a big design conference was coming
to San Francisco, and it was making hotels hard to come by.

They created a simple site, airbedandbreakfast.com, and bought three air
mattresses for their loft. They offered a night’s sleep and breakfast too. They had
met at college at the Rhode Island School of Design, so they thought acting as
tour guides to designers would be a fun way to make money. Their first guests,
two men and one woman, showed up. Each guest paid $80 to stay on the air
mattress. They soon realised it could be a big idea. They got together with their
old roommate, Nathan Blecharczyk, to build it into a business.
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Why people use Airbnb

Airbnb offers guests the chance to discover amazing places, with the promise
that they can feel at home anywhere in the world. People choose Airbnb because
it makes the travel experience more interesting with varied and unique accommo-
dation options. Many travellers like to stay with locals who can share their local
culture and let them know what to see and do in the area; from an insider’s
perspective. Travellers also use Airbnb because it is a safe and secure community;,
built on trust. Some of the features that build trust between people using Airbnb
include:

A Community Built on Trust

P ©

Profiles and Reviews Trusted Services 24/7 Customer Support

Hosts and guests get to know each other Airbnb verifies personal profles, maintains a Qur world-class customer support team is
through detailed profiles, personal reviews, smart messaging system so hosts and ready to help you around the clock,
and confirmed verifications. guests can talk with confidence, and collects anywhere in the world.
and transfers payments securely,
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What are the opportunities that Airbnb
presents for making a little bit of extra
income?

There are three ways in which you can make a bit of
additional income by using the Airbnb platform.

« Share your home
Sharing your home on Airbnb is as flexible as you need it to be. You can
have guests stay in a spare bedroom, your entire home, or any space that
guests can stay and feel welcome. You can choose to rent out your home
or space when you’re away, or while you’re at home.

« Become aco-host
A co-host helps assist hosts in different ways. Either by hosting on their
behalf when they are not there or to manage other aspects like the online
component and booking system. There is generally an agreed arrangement
between the host and co-host around payment.

« Host an experience
Passionate locals can host activities or excursions that connect visitors with
interesting local and cultural experiences.
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The benefits of Airbnb

Information exchange and a deeper understanding

Share your rich and diverse cultural heritage, which helps to keep traditions
and culture alive and to bring money into the community. Engage in conver-
sations with guests, share ideas and learn about other people and places.

Build relationships and friendships across the world

Long after your visitors have left, you may receive calls, letters and even
gifts from your past guests. These gestures show the lasting impact of
travellers among your family and community.

Generating additional income

By sharing your home, friends, family and hospitality you get extra income,
and new friends in return. It is an opportunity for other people in your
community to benefit from visitors to their community through offering
meals and/or experiences.
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‘ , « Ahost
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A host is anyone who offers accommodation or an experience to travellers
Airbnb glossary on the Airbnb platform.

How travellers book homes and - Hosting inyour home

experiences A home host is anyone who shares their room, home, apartment or
space with travellers looking for accommmodation on the Airbnb platform.
Almost anyone can be a host if they have space. It’s free to sign up and

list your space.

« Room types explained: Private, entire place, shared
- Entire place: Someone’s whole house or apartment.
Guests prefer entire places if they are seeking a home away from home,
as they can have the entire place to themselves. This usually includes a
bedroom, a bathroom and a kitchen.
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- Private rooms: A room in someone’s house or apartment.
Private rooms are great for those who prefer a little privacy, and still seek
a local connection. Even with a private room for sleeping, guests may
have to share some spaces with others. This needs to be specified.

- Shared rooms: A room shared with another traveller or host.
Shared rooms are for those who don’t mind sharing a space with others.
When guests book a shared room, they know that they will be sleeping in
a space that is shared with others. Shared rooms are popular among
flexible travellers looking for new friends and budget-friendly stays.

An experience host

An experience host is someone who offers an activity to guests.
Experiences can be offered in many different categories from food to
fashion to music to nature. Anyone with a passion to share can host an
experience on the platform, no need to be a home host. The process of
creating an experience is different to listing a home. Experiences must
meet defined quality standards to qualify and be published on the Airbnb
platform. Hosts must also comply with local regulations and laws.

Listing

A listing is how you advertise your space on Airbnb.com. You “list” your
space or experience on the website which is visible to travellers looking for
accommodation or unique travel experiences.
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ull MTN-SA &

Maboneng Gem -
Studio Loft

Johannesburg, Gauteng, South

Africa k
Hosted by Nathaniel 1
4 3 guests A 1bedroom

& 2 beds & 1bath

Maboneng central. Newly furnished, sun-

R302 per night o
ok kkk 172 Check availability

Example of a listing on Airbnb

wll MTN-SA & 10:09 93% ()

< h O

ENTIRE SERVICED APARTMENT
MabonengUbuntu loft-
pool+Art museum

Johannesburg, Gauteng, South &
Africa
Hosted by Shaheen

& 2 guests AL 1bedroom

& 1bed & 1bath

Executive Rooftop apartment with views of
Maboneng (the art,architecture &a design
capitol of South Africa). The unit...read more

Sleeping arrangements

)

R409 per night -
*kkky 205 Check availability
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Air bed and breakfast

“Airbnb” is short for Air bed and breakfast. Unlike traditional bed and
breakfasts, it is not a requirement to serve breakfast. As a host it is up to
you to decide whether you want to serve breakfast and include this in your
overall listing price. Guests do not typically expect breakfast unless you
state that you will provide it on your listing’s description or specify this on
your listing “amenities” by clicking “breakfast, coffee and tea”.

Platform

An online marketplace that places one party in touch with another, such
as buyers and sellers, who then enter into transactions directly with one
another, such as a guest booking a listing from a host, or attending an
experience. Examples of platforms are Takealot, Superbalist, Amazon
Marketplace, Airbnb and Uber.

A profile

Your profile is the description of you on the Airbnb platform. It is a great
way for others to learn more about you before they book your space. It is
what guests look at when booking and can help them to decide whether or
not they want to stay with you.



SECTION1

Introduction Example of a profile
to Airbnb

What is Airbnb? <

) Nathaniel G
HOW was Alrbnb Started? South Africa S

VV hy p e O p | e U Se A i r b n b Lo:: travt:l.i‘:g and languages, and helping

visitors to South Africa explore all that
Johannesburg and Cape Town have to offer.

What are the opportunities that
. 344 Reviews
Airbnb presents?

Nathaniel is a good host. His communication
is very good. The space is well furnished and
you have everything that you need at your

The beﬂeﬁts Of Alrbﬂb disposal.

Read all 344 reviews

Airbnb glossary

Connected Accounts
Facebook

How travellers book homes and

o@

Superhost

experiences

A profile

all MTN-SA & 15:07 100% ()

X

344 Reviews

P> Sipha
Aug 2018
Nathaniel is a good host. His communication
is very good. The space is well furnished and

you have everything that you need at your
disposal.

Report

Natalie

Aug 2018
Lovely host! Lovely room, lovely view and
atmosphere. Clean and comfortable.

Definitely going back.

Report

€8\ Tohero

Your profile is the description of you on the Airbnb platform.

13
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Reviews

Airbnb is a community built on trust. All the reviews on Airbnb are written
by hosts and travellers from our community, so any review you see is
based on a stay that a guest had in a host’s listing or while attending an
experience.

Payout

Payout is another way of describing your payment information. Payouts are
the payments you receive once a guest has stayed with you or you have
hosted them on an experience.

Superhost

A Superhost is a recognition given on the Airbnb platform to a host who
provides a shining example for other hosts, and goes above and beyond to
ensure each guest has an extraordinary experience.

Co-host

Co-hosts help listing owners (hosts) take care of their homes and guests
or manage the online component of being a host on Airbnb. A co-host

is usually someone the listing owner already knows. They can be a family
member, neighbour, trusted friend, or someone the host has hired to help
with the listing.



SECTION1

Introduction
to Airbnb

What is Airbnb?
How was Airbnb started?
Why people use Airbnb

What are the opportunities that
Airbnb presents?

The benefits of Airbnb
Airbnb glossary

How travellers book homes and
experiences

15

How travellers book homes and
experiences on Airbnb

How guests make a booking

Step 1
Guests locate the Airbnb app on their phone or go to the Airbnb
website on their computer.
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How guests make a booking

)

all MTN-SA & 10:27 91% () all MTN-SA & 10:27 91% )
Q  Try“sydney” [rry “Sydney” Cancel
G
Dates uests O Nearby
O soweto-Homes
What can we help you Tguest
find, Valerie?
O soweto
1guest
|5
® Cape Town - Homes
Homes Sep10-14-1guest
® Cape Town, Western Cape
. . 2guests
Introducing Airbnb Plus
A new selection of homes verified for quality q w e r t y o p
& comfort Wl Gl G Gl G Gl Gl - - .l
a s df gh ko1

) §‘ .zxcvbnm
Pl - W Ol O b B &Y

Q ) @ Q° &. .. ) space
EXPLORE  SAVED TIPS INBOX PROFILE | =1

Step 2

Guests type in where they want to go, e.g. Cape Town
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How guests make a booking

“ ull MTN-SA = 10:27 91% ().’

Q  Try“Sydney”

Dates Guests

What can we help you
find, Valerie?

Homes

Restaura

Introducing Airbnb Plus

A new selection of homes verified for quality
& comfort

|
e W |

o 9O o O 4

EXPLORE SAVED TRIPS. INBOX PROFILE

Step 3

< wll MTN-SA & 10:27

Q  Try“sydney”

Dates Guests

What can we help you
find, Valerie?

91% ().

Introducing Airbnb Plus

A new selection of homes verified for quality
& comfort

I\/‘\n_
Q 0 & o

EXPLORE SAVED TRIPS INBOX

Guests can book somewhere to stay by clicking homes

i
1

PROFILE

or they can book something to do by clicking experiences.
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N . Wl MTN-SA = 10:32 90 Wl MTN-SA = 10:33 89% (wmm)
What is Airbnb? r ~
{ Cape Town-Homes
HOW WaS Alrbnb Sta rted? Guests Filters Select dates
Why people use Airbnb 7
y peop 103 Airbnb Plus homes september
o available in Cape Town
What are the opportunities that T T 1
. & comfort
Airbnb presents? v 2 & 4 5 @& 7 &

9 10 n 12 13 14 15

The benefits of Airbnb

16 17 18 19 20 21 22

23 24 25 26 27 28 29
N PLUS VERIFIED - ENTIRE AP... ({855 VERIFIED - ENTIRE AP
AI r b n b g | 0OSSa ry Eclectic Mountainside  Midcentury Inspired Show 300+ homes
Apartment By the Sea  Cape Town CBD Pen

R875 per night R925 per night
H*HKkS 22 Fkkkk 81

How travellers book homes and
experiences

Step 4

If they clicked on homes Airbnb will show all the options of
places they can stay in Cape Town. Guests enter the dates they
are looking for and the number of guests by clicking on dates
and then guests.

18
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How guests make a booking

Wl MTN-SA = 10:34 897 )

10 Sep — 14 Sep Clear

s M T w

31
September

1

( 9 10 n 12 13 14 15 )
e 7 e

i T—22

23 24 25 26 27 28 29

Show 300+ homes

Step 5

By selecting dates the
calendar appears. Guests now
select the dates of their stay.

Wl MTN-SA = 10:35 89% (mm)»

Guests

Adults

Children
Ages 2-12

Infants @
=) 0+
Under 2

Show 300+ homes

Step 6

After selecting guests click
on the + button to add the
number of people travelling.
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Wl MTN-SA = 10:37 89% )
X Filters Clear All
Price range

R140 - R15 000+
The average nightly price is R2,1774 ZAR

O

Home type

Entire place
Have a place to yourself

Private room

Have your own room and share some
common spaces

Shared room

Stay in a shared space, like a
common room

Show 300+ homes

Step 7

By clicking on filters guests

can select a price range.

How guests make a booking

Wl MTN-SA & 10:37 88% ).
X Eilters Cl
Home type
Entire place

Have a place to yourself

Private room

Have your own room and share some
common spaces

Shared room

Stay in a shared space, like a
common room

Rooms and beds

Beds ‘ 0+ @
Bedrooms ‘ 0+ @

Rathennme ne ()

Show 300+ homes

Step 8

Guests can then select the type
of accommodation they want.
For example the entire place,

a private room or a shared room.
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{ Cape Town - Homes

How was Airbnb started?

d 68 Airbnb Plus homes
Why people use Airbnb available in Cape Town
A selection of homes verified for quality
What are the opportunities that e , —

Historic Bo Kaap

Airbnb presents? cottage with courtyard

= + rooftop
T h e b en eﬁ tS Of A Ir b n b i YEREEoBoRRl Cape Town, WC, South Africa ¢
idcentury Inspired Eclectic Mountainside s
Cape Town CBD Pent... Apartment By the Sea Hosted by Bronwyn
R925 per night R1325 per night S
*hkdk 81 Kkdky 22

Airbnb g lossa ry ) This place is likely to be booked. Travel
3 - - trends in Cape Town suggest that one of
R m the nights in your stay could be booked ?’é)
How travellers book homes and ) o RS0z per ight

° *kkkk 76 Book
& Price breakdown

eX p e r i e n c e s EXPLORE SAVED TRIPS. INBOX PROFILE

Step 9

Airbnb will show guests all the homes in their selected location
(Cape Town) that are available for the dates, price range and
room type they have selected.

21
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How guests make a booking

all MTN-SA = 10:42 87% () all MTN-SA = 10:42 87% ().
< [V < [V
Sleeping arrangements This place is likely to be booked. Travel

trends in Cape Town suggest that one of W
the nights in your stay could be booked

soon.

& eaa =
& 4 guests 1 2bedrooms
Bedroom 1 Be_droom 2 Cor 9
1queen bed 1king bed, 2 1co
single beds & 3beds G 1bath
Our lovely home away from home is
conveniently situated in historic
3 night min Schotschekloof, also known as B...read more
Amenities Sleeping arrangements

2 0 g 2 = 413

= 288 o
. = Bedroom 1 ?I:‘:;?;Zg‘zz Cor
Cape Town, WC, South Africa Taqueenbed single beds feo
Exact location provided after booking
ST CAVEEL =N\

R502 per night R502 per night
Fkkkk 76 Book FkkKkKk 76 Book
Price breakdown Price breakdown

Step 10

Airbnb shows that:

4 people are allowed to stay in this house.

It has 2 bedrooms with 3 beds and 1 bathroom. There is also
more information about the house if you click on read more.
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How guests make a booking

all MTN-SA = 10:44 867 )

<

Step1of 4
Review your trip details

Entire Home in Cape Town Boe o
Hosted by Bronwyn

Dates 10-14 Sep
Guests 4 guests
Is this a business trip? x

This place is likely to be booked. Travel

trends in Cape Town suggest that one of W
the nights in your stay could be booked

s00n

R3,143.83 for 4 nights Next
See pricing details

Steps to finalise a booking
Before a guest’s booking is confirmed and the payment is
accepted a guest will need to:

1. Review trip details

2. Read the rules of the place

Wl MTN-SA & 10:46 86% ()
<
Step2of4

Highlights for your stay

Explore 30 top-rated Restaurants, Cafes,
and Bars within 3 miles.

There are 5 Bus stations and Transit stations
within 1 mile.

Travelers with large groups gave this home
5 stars.

About the space: 2 bedrooms, 1 bathroom,
Kitchen, and Bathtub.

Check In Check Out
After 2PM 1AM
Mon, 10 Sep Fri,14 Sep

R3,143.83 for 4 nights
See pricing details
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wll MTN-SA = 10:49 85%
What is Airbnb? | <
(. Step3of4a 1
How was Airbnb started? ‘ TeR Bronwynabout
your trip
. Share a few details about your plans to help
Why people yse A|rbnb them prepare for your stay.
L Ilookforw?rd tolwelcoming you!
What are the opportunities that eptillollldi
Thank you
Airbnb presents?
\ J
The beneﬁts Of A|rbnb Write your message here
Airbnb glossary
How travellers book homes and R8742.83 for 4 mghts
. See pricing details
experiences
NOTES Steps to finalise a booking
Once finalised guests cannot easily 3. Tell the host about their trip
cancel unless they do it within the 4. Check all the details and pay

terms of the cancellation policy.

24
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Hosting

What is hosting on Airbnb?
Home hosting on Airbnb means listing a room or a home on the Airbnb platform
for guests to stay in.

How do | become a host?

The first step in becoming a home host is to create a profile for yourself on the
Airbnb app or website. How you present yourself in this profile is really important.
A good profile helps others feel that you’re reliable, authentic, and committed to
the spirit of Airbnb.

26
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@ Q Try“Costa Tropical” l Become a host Earn credit Help Signup Login l

Explore Airbnb

Hosting aﬂ'_‘m — m ——

Introducing Airbnb Plus

A new selection of homes verified for quality & comfort

A8 Restaurants

=

ENTIRE APARTMENT - RIVA CASTLE - TWENTYNINE PALMS ENTIRE APARTMENT - SAD PAULO ENTIRE LOFT -MOSCOW

Lussuoso. Vista incantevole. Tile House STUDIO 52. PREDIO FAMOSO CENTRO  Loft Studio in the Central Area
R1,248 ZAR per night - Free cancellation R2,539 ZAR per night - Free cancellation SP RBG7 ZAR per night - Free cancellation
Hedcdedk 145 - Superhost Hedcdrdk 306 - Superhost R340 ZAR per night - Free cancellation Fdeddk 353 - Superhost

Go to www.airbnb.com

You will see options on the right-hand side of the homepage.
Click on sign up to create a new profile on Airbnb.

You can create a profile in three ways on Airbnb.com.

Sign up with Facebook, Google or with your email address.

27
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Hosting

Co-hosting

App Store Cancel

Reviews

Sign In with Apple ID
Enter the password for Apple ID
“ncosgreave@gmail.com” to get Airbnb for
free.

Top tips for being a Superhost

i’assword 7
App Store Cancel
AIRBNB (-] .
A\RBNB,\NC. qgw e r t y u il o p
APP A A A A A A A A A

ACCOUNT  NCOSGREAVE@GMAIL.COM

@ z xcvbnm
—fwws;wwﬁ | » Google play

Available on the
D App Store

Step 1
Download the app from the Google Play Store or the
App Store.

28
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Create your profile

Welcome to Airbnb.

f Continue with Facebook

( Create account

More options

By tapping Continue, Create account or More
options, | agree to Airbnb’s Terms of Service,
Payments Terms of Service, Privacy Policy, and
Nondiscrimination Policy.

Step 2

Create an account. You can do this by entering an email address

or by using your Facebook details.

<
What’s your name?

FIRST NAME

LAST NAME
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Create your profile

App Store all =

&

Welcome to Airbnb.

f Continue with Facebook

Create account

More options

By tapping Continue, Create account or More
options, | agree to Airbnb’s Terms of Service,
Payments Terms of Service, Privacy Policy, and
Nondiscrimination Policy.

Step 2

“Airbnb" Wants to Use
"facebook.com” to Sign In

This allows the app and website to
share information about you.

Cancel Continue

@& facebook.com

facebook

Log in to your Facebook account to
connect to Airbnb

Log In with the Facebook App >

If you create an account using your Facebook details, this is the

screen you will see.
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31

Create your profile

e Include at least one high
P—— P quality profile photo that

< Edit

shows your face. This is helpful
Valerie Coram

Cape Town, South Africa

for guests, as it also helps them

to know who the host is and
About
Correspondsnt besedin Cape Toumpwhha. who they will be staying with.
pretty cool job in travel. We love to spend our
time outdoors (1 am a runner and Bill is a keen

surfer), and then we are partial to treating e Youcan add add itional

ourselves with the wonderful food and wine
thats so easy to find in Cape Town.

verifications that help to

We have recently renovated our
Tamboerskloof cottage so that we could

embrace the family lifestyle without having to H 1

embrace the Suburbs. We quite like the idea I n d I Cate t h at yo U a re W h O
of renting it out over holidays so that we can

afford to go on adventures whilst other

people can enjoy our beautiful and well loved yOU Say yOU are ThIS mal(eS |t

home.

easier for guests to trust you.
32 Reviews . .
These caninclude links to your

Facebook, Gmail, or your ID.

Top Tips

Your profile should include a description of at least 50 words about
yourself e.g. your interests or hobbies, or anything else you think some-
one would want to know. The more complete your profile is, the more
likely prospective guests will feel comfortable booking with you.
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H t‘ ‘ il MTN-SA = 15:27 53% @ ) # ‘ il MTN-SA = 15:21 49% @ )4
ostin . - Refer ahost 5]
g Valel’le @ Earn R2,938 for each new host you refer
R View and edit profile ‘
CO-hOStlng ’ ‘ Credits & coupons Q
’ Notifications [:1 ‘
ReV| ews Switch to traveling %
Refer a host
Top tips for being a SUperhoSt Earn R2,938 for each new host you refer Community Center QU
Credits & coupons @ Settings @
( Switch to traveling % ) Get help ?
Community Center 8, ( LSt youragace @
SeigE & Give us feedback
QO B8 mom A O 8 @ o A°
NOTE:
If you would like to use the app as a Step 1
guest to make a booking then click Open the app and click on profile. Make sure it says switch to
on switch to travelling. travelling. This means that you are in hosting mode.

Now scroll down until you see list your space.
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Create alisting step-by-step

il MTN-SA &

Wi MTN-SA & 15:21 49% @ )4

X X
How would you like Let’s get youready
to start? to host.

-+ Createanewlisting

Start with the basics
We’'ll ask you about your beds,
i +inc bathrooms, and amenities.
Shatiec e
Tamboerskloof family ot Sy

home

Warm roomin Langa “

Private Roomin

Step 2
To create alisting click on list your space under profile and then
go to start with the basics, click on continue to get going.
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ull MTN-SA = 09:14 67% (@ ) ull MTN-SA = 09:14 67% [0 )4 wll MTN-SA = 09:15 67% [ )¢

Hosting X X X

Co-hosti Which of these sounds Which of these sounds e e et i e
o-hosting most like your place? most like your place? doplexes, mayshare valls or ovtdoor areas with
ReV i e WS First, let’s narrow things down First, let’s narrow things down What will guests have?

Houses Entire place
Top tips for being a Superhost

Now choose a property type

( House ] Is this setup as a
dedicated guest space?

Houses are residential buildings that are often s - .
stand-alone structures. Some houses, like Yes, it’s prlmanly setup
duplexes, may share walls or outdoor areas with for guests

other houses.

No, | keep my personal

What will guests have? .
belongings here

Tap to learn more about different types 2~ Tap to learn more about different types N
of places. of places.

Step 3

Answer the questions to start creating the listing.

Be clear about your space. When it comes to accomodation no
one likes hidden surprises — make sure you include every detail
about the space in which your guests will be staying.

34
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Beds, bathrooms and amenities

. Wl MTN-SA & 09:15 all MTN-SA & 09:15 wll MTN-SA & 09:16
Hosting < < <
Co-hosting How many guests ( Common spaces ) What kind of beds
can stay? are there?
Reviews Sofa bed @ o
) ) Total guests Common spaces
Top tips for being a Superhost 1 Couch or sofabed:
) Floor n;\attress: 1
Bedrooms for guests TR Si.ng|e/Twin:1
) Floor mattress (=) o kg1
Studio NS Hammock: 1
Beds for guests ;Irlglew/dZWln =4 0
1
Small double Do
43-48" wide

Top Tip

Mention all the areas that your guests are allowed to use. Provide
house rules to create boundaries around what your guests can
and can’t doin your space. For example if you don’t want them
to bring other people into the space.
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Create alisting: Start with the basics
Beds, bathrooms and amenities

WIMTN-SA & 09:16 67% @) 4 MMINSA® 09us 67% @) 4 WIMTN-SA & 09:16 67% @) 4
< < < Save and exit
How many bathrooms? Where’s your Is the pin in the

place located? right place?
Bathrooms for guests
1.5 Country / Region a
South Africa sz_ugm
Street E ] L™

11 Rivonia Road

Apt, suite, etc. (optional)

City
Sandton

State

Count bathrooms that just have a toilet and a sink Ofﬂy guests who have b_°°k5d your place T
as.5. will see your exact location.
Legal

Top Tip

In some rural areas the address may not be mapped on Google.
It would be a good idea to ensure that there is a pin for your
location on Google Maps, this would make it a lot easier for
guests to find and would link directly through to the Airbnb app.



SECTION 2

Homes

Hosting

37

Create alisting: Start with the basics
Beds, bathrooms and amenities

WIMTN-SA = 09:16 67% @) 4 I MTN-SA = 13:37 59% =) Wl MTN-SA = 09:17 67% @) 4
< Save and exit X < Save and exit
What amenities can What amenities should What spaces can
guests use? you offer? guests use?
Most guests will expect you to offer the
Essentials @ essentials, like bed sheets, towels, and Private living room s
Towels, bed sheets, soap, toilet paper, toilet paper.
and pillows
Offering extras, like coffee or tea, isn’t Kitchen Show off your space
X . required but can help make a guest’s Space where guests Photos. title. description
Wirelessiinternet @ stay even better, and you could end up ownmesls ! i P

Continuous access in the home with a great review! .
Continue
Laundry — wash

Shampoo x In the building, free or
Hangers X Laundry - dryer x
In the building, free or for a fee
NeXt >
TV
See why the right amenities will help N )(ll:l:): ;:legli;paces that are on PN

attract guests to your place.

Step 4

Once you have added amenities and spaces, click next and
then select show off your space. Minimum essential amenities
required; toilet paper, soap, linen/sheets, one towel per guest,
one pillow per guest and a room that can be locked.
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Photos, title, description

ol MTN-SA = 09:22 70% @) 4

wll MTN-SA & 09:22 70% ) 4
HOStIng X Save and exit X
Add photos to Showcase your space
your listing with some great
photos:
Help guests imagine staying in your izg:ess:ziztips to get great photos of

place. More photos are better, but you
can always start with one and add more
after you complete your listing. ~

O Take photos in landscape mode to

capture as much of your space as
Add photos possible. Shoot from corners to add

perspective.

* Spaces look best in natural light. If it’s
daytime, open your windows. Avoid
using flash.

@ Include all spaces your guest will access,

Skip for now >
like bedrooms, bathrooms, the kitchen,

Great photos attract guests. Check out N and living room.
some tips to help highlight your space.

Step 4

You can now add photos to your listing, see page 94 for more
tips on photos that really grab guests’ attention.
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< Save and exit

Name your listing

Can’t think of something catchy? You can
always change it after you publish.

Johannesburg Single family home

Wl MTN-SA = 09:22 70% @) 4

19

Preview

.

with your title

People skim over titles when searching
for places on Airbnb. Keep your title
brief, but try to get in what’s unique
about your place--what’s nearby, if it’s
big or cozy, or anything really special.
Style is important too, like bright,
family-style, or charming.

rGive a quick overview )

J

Keep your title brief, but catchy. Tap to N

see some examples.

Step 5

Create alisting: Show off your space
Photos, title, description

@ Facebook il & 19:13 58% )

< h O
PRIVATE ROOM IN TINY HOUSE

The House Soweto
Soweto, Gauteng, South Africa
Hosted by Nhlanhla \

& 4 guests AL 2 bedrooms

& 2 beds & 1shared bath

The Property blends a great mixture of the
Arts and Culture, all the way down to having
an Epic Musical,food experience Kasi (local)
Style, steps away from Vilakazi Street.
Boasting barbecue facilities, The House
Soweto is situated in Soweto. The property
is set an 8-minute walk from Hector
Pieterson Memorial and a 7-minute walk
from Mandela House. Credo Mutwa Cultural
Village is 3.3 km from The House Soweto.
The nearest airport is Lanseria International
Airport, 34 km from the property.

R375 per night Check availability

@ Facebook il = 19:12 58% Wl )

< h Q

PRIVATE ROOM IN HOUSE
Soweto - Protea Glen
ext 26

Soweto, Gauteng, South Africa . "
Hosted by Luyanda @

& 2 guests A 1bedroom

& 1bed & 1 private bath

This a house is based in a modern township
setup in Soweto, Protea Glen. The guest will
have the main bedroom with a private
bathroom. Owners of the house will occupy
other two rooms. The kitchen shall be
shared. On weekends, for a small price, the
guest can tour Soweto

The Space - This place is a three bedroom
house. The guest will occupy main bedroom

R147 per night Check availability

The more information you give your guests in the description

pages, the more likely they will be to book with you. Be honest

about your space and give useful information. You should include

safety information too. See page 103 for more tips on guest safety.
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Wl MTN-SA = 09:25 72% @) 4

X Save and exit

Guest requirements

Airbnb has requirements that all guests
must meet before booking:

Get ready for guests ber
Booking settings, calendar, price

Continue ules
5Q

Additional requirements Add

Step 6

Here you will set up your booking settings, which includes your

Create alisting: Get ready for guests
Booking settings, calendar, price

wll MTN-SA & 09:25 72% @) 4

< Save and exit

House rules

Guests must agree to your house rules
before they book.

Learn more about setting rules for children,
infants, or pets.

Suitable for children (2-12)
Suitable for infants (under 2) u

Suitable for pets

Smoking allowed

Events or parties allowed

Additional rules
Next >

=] [
)L

Should the guests do the dishes?
wear shoes in the house?

guest requirements and house rules.

Wl MTN-SA T 09:25 72% @) 4

< Save and exit

Here’s how guests will
book with you

@ A guest finds your listing

Your listing will show up in search results.
Remember to keep your calendar updated
to avoid requests for days you can’t host.

@ Qualified guests can
book instantly

Guests who meet your requirements can
book available days instantly. If they don’t
meet your requirements, they can still send
you areservation request.

I want to review every request

@ You’ll get a reservation
confirmation

You'll get a confirmation wl Next >
with information like trip dd

people they expect, and check-in time.
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Create alisting: Get ready for guests
Booking settings, calendar, price

all MTN-SA = 09:25 72% @) 44 all MTN-SA = 09:26 72% @) 4 all MTN-SA = 09:26 72% @) 44
< Save and exit < Save and exit < Save and exit
Have you ever rented How often do you want Availability
your place before? to have guests?
I have As often as possible BOOkmg window
Future reservations
P new to this ° Part-time How far into the future can guests book?
Dates unavailable by default
Pm not sure yet ° (" Calendar )

Tap to block and unblock days in
. the calendar
Check-in

Jul2018
Arrive after

Flexible

2 3 4 5 6 7

8 s 10 m B e
Arrive before

2
Flexible \>°_° " _* m“ 2 )

Next > Next > Check out more information about PN
Availability settings.

Step 7

Decide on when and how often you want to rent out your space.
You can block out certain dates in your calendar, if you don’t
want bookings at those times (e.g. if you know you’ll need your
space as you have friends and family coming to stay).
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Create alisting: Get ready for guests
Booking settings, calendar, price

I MTN-SA = 09:26 72% @) 4

< Save and exit

How do you want to set
your price?

Price adapts to demand

You tell Smart Pricing to automatically
adjust your price to match demand, but
only within a price range you set. You can
always set custom prices for any day, too.

RECOMMENDED

Price is fixed °

Set a base price. Airbnb gives you price
tips that you can accept or ignore.

Learn about your responsibility for choosing

the listing price

Step 8

wll MTN-SA = 09:26 73% @) 4

< Save and exit

Base Price

Your base price is your default nightly rate.

Price per night
R250

Use tip: R277

Currency

ZAR

W/ MTN-SA = 18:51 65% mm_):

< Save and exit

Something special for
your guests

Offer 20% off to your first guests °

The first 3 guests (so you can get 3
reviews and your star rating) who book
your home will get 20% off their stay.

Why add a
special offer?

Don't add a specia
We'll let guests who are searching in
your area know that they can save 20%
if they book your home, but only the
first 3 guests who book will be eligible
for the offer. Once you get 3 reviews,
you’ll get a star rating in search results.

Once you publish your |
be able to add this offer.

Why add a special offer? P

Think carefully about pricing. The price you set is completely up

to you. Your price can either be fixed (the same all year round

and for every date in your calendar), or it can vary. For more tips

on setting your price see page 50.
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Create alisting: Get ready for guests
Booking settings, calendar, price

wll MTN-SA & 09:27 73% @) 4 Wl MTN-SA = 09:27 73% (@)1
< Save and exit < Save and exit
Length-of-stay pricing Review your settings
Encourage travelers to book longer stays by
offering a discount. Guest requirements it

Airbnb’s base requirements
Weekly discount (7 days or more)

Your average weekly price will be R1750

House rules Edit
Not suitable for kids
Not suitable for infants

Use tip: 21% Not suitable for pets

Monthly discount (28 days or more) Availability Edit

Ye hly pri illbe R7
‘'our average monthly price will be R7 600 Advance notice: 2 days

Future reservations: Blocked
Check-in/checkout: Flexible/Flexible
Min nights: 1

Use tip: 49%

Learn about your responsibility for choosing Base price Edit

the listing price R250 per night

S R S B . S

Top Tip

Keep your calendar and listing information updated at all times.
Check your availability settings to block preparation time
between bookings, or to prevent requests for same-day or
distant bookings.
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Preview and publish your listing

Wl MTN-SA T Al MTN-SA T Wl MTN-SA T
Hosting X <
List your space
Co-hosting <§>
Start with the basics
. Beds, bathrooms, amenities That’s it_you’re
Reviews + Done almost done!
. . E After you publish your listing, you'll still be
TO p t| pS fo I be N g a S U pe r h Ost Show off your space PRIVATE ROOM IN GUESTHOUSE able to edit your listing, price, and settings
Photos, title, description . anytime.
EzamaxeSIbe Your listing will start showing up in search
GUeSt House results at 26 Jul 2018, 00:01.
Cape Town, Western Cape,
Get ready for guests South Africa
Booking settings, calendar, price Hosted by Yanga
+ Done & 2 guests AL 1bedroom
& 1bed & 1private bath

Very nice secured and stylish guesthouse in

R5,561ZAR
Monthly average potential earniqg for R396 per night

cimilar lickinme in Inhannachiire (T

Step 9
Publish your listing.
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Starting to host in a home
Before you host your guests there are a few things you’ll need to organise.

Getting your home ready for hosting

Ensure that you feel comfortable welcoming guests and that they will feel
welcome in your home. Every home is unique and your home should be a
reflection of you and your family.

Facilities and essentials needed for hosting

« Your guests’ number one priority is safety. Ensure that both the house and
the room that guests will stay in is secure and has a lock.

« The first thing guests notice is how clean your space is. After that, the bare
minimum guests will expect is fresh bedding and towels, soap and toilet
paper.

« You may also want to provide some extra things guests appreciate like
shampoo, an iron and ironing board.

« Itisagoodidea to have things like spare bedding, towels and toiletries
available for your guests and for upcoming bookings.
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Z
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o g (((

« Most travellers will want a way to get onto the Internet, and since many
homes in rural areas may not have access to the Internet, try at least to
have information available on how and where to get online.

During a trip, every guest should have what they need to bath or shower and have
a good night’s rest. You’re encouraged to provide other amenities if you like, but
you are required to provide these essentials: toilet paper, soap, linen/sheets, at
least one towel and pillow per booked guest.

Understanding what guests expect?
What are guests looking for?
Guests are either local or international tourists who are looking for authentic
experiences and human connections. When they book accommodation they
have a big range of options to choose from. If they choose your place to stay
they are likely looking to experience what it is like to live in a local community.
They want to see how the locals live and share in this experience. They want to
live like a local.
Guests want to know what makes your story unique and they want to see and
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experience it through your eyes. They are interested in connecting with you

as a person and understanding what you are about. Creating a one-on-one
connection is really important. Successful hosts have found that the most
powerful way to do that is to tell their story throughout the guests’ entire stay.

Tell your story

When sharing your story focus on how guests can learn from and be enriched
by experiencing your home, your culture or your community. Memorable

travel is about sharing stories —and the stories about people and life in your
community will have a unique flavour if they are told by people from your
community. This will also allow the travellers themselves to become part of the
travel experiences and part of your story.

In addition to great storytelling, guests expect the host to be communicative,
to feel safe and secure, have the essential amenities and for the space to be
clean and welcoming.



An example of a host that tells a great story
LILLIAN’S HOMESTAY EXPERIENCE
Once upon a stove homestay — Stellenbosch (Private room in house)

PROLOGUE BEGINNING MIDDLE END EPILOGUE
Confirmation and Intro to i “Wow” i Suprise
reminders Arrival |  your world Explore | moment and Conclusion | Takeaway Follow-up and thanks
! delight
Lillian receives a booking Lillian communicates with the Lillian makes sure guests Lillian provides breakfast Lillian cleans the house and
request on the app. guests and gives transport are safe and accompanies before the guests depart. getsready for the next
suggestions. She finds out them on taxi or train rides She helps the guests check guests.
She accepts the request what time the guests will if it’s their first time in out by ensuring they know
and communicates with arrive. Kayamandi. how to get to their next She makes sure her
the guest via the Airbnb destination. calendar is up-to-date and
app. She gives clear directions to She cooks delicious checks her app regularly.
her home and sometimes South African food for Once the guests have
She cleans her home meets the guests at the her guests. checked out, Lillian goes She responds to any new
and sets up for their airport. Or she is at home onto the Airbnb app and requests quickly.
arrival. ready to welcome the guests. Lillian is involved and on leaves a review of the
Guests arrive to a clean home hand throughout the guests.
as shown in the pictures. guest’s stay.
She explains the house rules, Wow moment: Lillian
check out times and safety invites her guests to share
tips for exploring her mealtimes with her and her
community. family.
She can provide dinner and Surprise and delight:
breakfast upon the guests’ She offers all the food you
request and at an additional could hope to eat.
charge.

Find out more about Lillian: www.airbnbcitizen.com/stories/meet-lillian-a-host-on-airbnb-from-kayamandi/
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Extra things you can do as a host

If you would like to offer more services than just the basics, the following list can
be a great place to start to decide what you would like to offer. The more you can
offer your guests, the more likely they are to have a great time and leave you a
great review —and good reviews bring in more business!

o Possibly the easiest and most useful extra you can provide as a host is
information, such as tourist attractions, ways to get around and things
to see.

« Asthe host, you do not need to provide food, but if you would like to
make a bit of extra money then you can offer breakfast and dinner for an
additional amount.

« Additional payments should always be made through the Airbnb website or
app. Guests will expect this as it’s part of the Airbnb platform rules.

« Whichever extras you would like to offer, make these clear in your listing.
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Planning for your income

How to determine the pricing

One of the key things to remember about hosting on Airbnb is that you set
your price based on the whole listing (e.g. the whole room or the whole home,
whichever you are listing), rather than per person. You can set the number of
people the pricing covers, with an additional fee per extra person.

The price of your listing on any given night is entirely your choice, as the host
you have ultimate control over your price. You can set your price higher or
lower for each night of the week if you’d like. If you want to offer a deal for
guests booking longer reservations, you can set discounted monthly or weekly
rates. To maximise your earnings, you can have different seasonal rates, or set
custom prices for specific dates that are particularly popular.

When you create your listing, you set the amount guests pay for your security
deposit and cleaning fee and these costs will automatically be added into each
reservation.

The Airbnb platform offers a free service called Smart Pricing. Smart Pricing
looks at all of the things that will normally impact the price of your listing - the
location, availability of other listings, what additional treats or services you
offer to your guests, the time of year (and any festivals or events taking place),
the guest demand for accommodation —and suggests a competitive price
for your space. This can be useful as a starting price if you are unsure what to
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charge, or you can rely on it completely to set the price. You can always switch
off Smart Pricing (for future bookings) and set your own price —it’s totally your
decision.

What expenses to expect

Hosting guests will mean that there will be extra costs on a day-to-day basis

that you should keep in mind to make sure that you stay on top of your

finances. Most of the costs that come from hosting on Airbnb depend on how

often you host and how many guests you take in. Some of these costs include:

« Electricity and water - showering, laundry, cooking.

o Supplies like toilet paper and soap.

« Cleaning products for you and your guests.

» Internet and telephone, if provided.

« Additional services like food will be a cost upfront but can be charged to
the guests if you have agreed in advance.

But “to make money, you must spend money” so make sure you really think

about your costs and plan for them.

What fees to expect

Airbnb is free to join. To help operate the platform, Airbnb only charges a

service fee to hosts and guests when a booking is confirmed.

« Host service fee: Airbnb will take 3% of the total booking cost as a service
fee before they pay you your money. This fee is calculated from the
booking subtotal (the nightly rate plus cleaning fee and additional guest
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fee, if applicable, but excluding Airbnb fees and taxes) and is automatically
deducted from the amount of the payout to the host.

Guest service fees are paid by the guests: The fee that Airbnb adds

to the booking price for homes ranges between 0% and 20% of the
booking subtotal, and is automatically calculated by Airbnb. This fee

varies according to the reservation subtotal and/or the length of the stay.
In general, the service fee gets lower (relatively) as the reservation cost
gets higher. Guests see this fee on the checkout page before they book

a reservation. The amount of the guest fee will not impact the payout
received by the host.

VAT: If Airbnb is required to collect VAT on the service fee, the VAT amount
will be included on the checkout page.

Income Taxes: It is your responsibility as the host (or co-host) to pay
income taxes owed on your payouts. We suggest putting some of your
earnings from each reservation aside to pay income tax if owed (just in
case). It’s a good idea to find out if income tax applies to you before you
start hosting on Airbnb.

When will you get paid?

You will receive your payment for the booking once your guests stay has been

completed and they have checked out.
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What do | earn?

@ Q Search

Once upon a stove Homestay

Stellenbosch lﬁ@

Lillian fon

dk Tguest W Tbedroom & 1bed & 2shared baths

Check in

Homestay host example
Lillian’s homestay in Kayamandli, Stellenbosch.

—> Checkout
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What guests are charged
If a guest books 2 nights at her house, the following price is charged:

IVATE ROOM IN HOUSE

Once upon a stove Homestay
Stellenbosch
w R3§)D0

Lillian
ik Tguest B 1bedrcom M 1bed & 2sharedbaths

Check in —> Check out

Helpful % - Nof ful

Outstanding hospitality - 9 recent guests said this host offered
outstanding hospitality.

Helpful ¢ - Not helpful
T Report this listing

Guest service fee

In the above example, the price that Lillian charges is R300 per night. Airbnb
automatically adds on a service fee, in this case R92. The guest therefore pays
R600 + R92 = R692.

What does this host earn?

R300 x 2 nights R 600
Less Airbnb host service fee of 3% (R 18)
Host gets paid R 582

If Lillian had a co-host that she agreed earned 10% on each booking:
Co-host fee 10% (paid into co-host account) (R 58)
Paid into host’s account R 524
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How to accept a booking

&

08:037 il 4G - 08:04 il 4G - Accept Mark for
P < 2 nights?
They would like to stay at Charming
Tamboerskloof family home from 15—
Inbox ReqUeSt 17 Sep for R6,275.75
You have 1unread message 1guest - 2 nights - R6,275.75

Charming Tamboerskloof family home

Yes, accept
g Pending: 06:57

4 & Expiresin 22 hr 54 min L
Charming Tamboerskloof family home Cape Town, South Africa 3
15-17 Sep 2018 26 Reviews - Verified d b

Accepted 3Aug D v %
Dear Velma, congratulations! How... X
Charming Tamboerskloof family home Message Accept Decline |-g

24 Dec 2018 -2 Jan 2019

Congrats on

Check-in Sat 15 Se| "
Accepted TJan P another booking!
Hi velma Tonight at 5 30pm would...

Charming Tamboerskloof family home
27 Dec 2017-11Jan 2018

& Not Possible 18 Sep Guests
Hey there. No problem to accomm... 1adult

Charming Tamboerskloof family home

Now that you know what it’s like to

Checkout Mon 17 Sep host, try letting guests book instantly.
Hosts can often get more reservations
with Instant Book. Learn more

Step 1

In order to accept a booking first go into your inbox.

Here you will see any new booking requests. You will be able to
accept or decline the booking or send a message to the guest.
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How to accept a booking

09:37 ail 4G =.) 09:37 il 4G =)
< <
Tadult
Mark’s stay
Sep 2018 1guest - Check-in Sep 15,2018

Charming Tamboerskloof family home

3 4 5 6 7 8 9
Cape Town, South Africa

Z 26 Reviews - Verified ‘ b
20 m 7z b4 bos ! 16 09:38 il 4G -
=] Q
) w w x = T
;4 ;g ;6 )7/ ;6 Message Call Inbox
You have 1unread message
Oct 2018
s Accepted 09:37
Check-in Sat 15 Sep ‘,b . Ver:na
Charming Tamboerskloof family home
15-17 Sep 2018
Al E A Checkout Mon 17 Sep
Accepted 3Aug
View full calendar Dear Velma, congratulations! How.
Guests Charming Tamboerskloof family home
24 Dec 2018 -2 Jan 2019
1adult

Step 2

Once you have accepted the booking you will see the booking
details and you will be able to message or call the guest from
your inbox.
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You will need to set up your bank details on the app or website so that you can be
paid.
. ‘ i MTN-SA LTE 162 PM ® 7o o . | MTH-SA LTE LEZPM ® e

Hosting - J# <

View and edit profile . 5 Setti
Co-hosting ! ‘ erings

. totieations o ‘ Nattheatiding South Africa

Reviews

Refer a host & Currency ZAR(R)
Top tips for being a Superhost .

Credits & coupons & e

SRR i ‘h’ Terms of Service

PR — & Wersion 18.31(200338)

( —— & ) Log out

£ .8 8 .Lh & Q 85 @ m &
NOTE:
All payments by guests are done
through the website. To receive Step 1
payment you need to set up your Open the app and click on profile. Select settings and click on
bank details. payout methods. You will be asked to choose your country.
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You will need to set up your bank details on the app or website so that you can be
paid.
bl MTN-5A LTE
Hosting X
Se paew Enter the account
payout method addiace
You'll need to have an option ready to
accept the payouts you earn from
hosting. 111 Vaal Street Select your
Birmingham payout option
Stellenbosch
wc
2001
South Africa Billing country
Payout methods in South Africa
oo
Step 2

Choose set up a new payout method. You can either select
paypal, bank transfer or payoneer.

Top Tip: Please refer to the website (www.airbnb.com) for more
information on payment options.
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How do payments work?
You will need to set up your bank details on the app or website so that you can be

paid.
ol MTN-SA LTE VETPM @ 7 e .
<
Bank transfer = .
(g airbnb
Continve to login to Payoneer and e Tramefar Caty
securely add your payout method. Bank Transfer Setup
Select your
payout option
L]
South Africa H.\l
ZAR E
Billing country
South ftca
Payout methods in South Africa
?
< Back

If you select bank transfer, it will take you through these prompts
and you will provide your bank details to set this up. Please note

it is safe and secure.
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Cancellation
What to do if your guest cancels or you need to cancel.

What are the penalties?

Because cancellations disrupt guests’ travel plans and impact guest

confidence in the Airbnb community, the following penalties will be applied

for host cancellations (unless there are extenuating circumstances).

Cancellation fee. In most cases, the following fee will be deducted from
your next payout after a cancellation. The amount deducted will depend
on when you accepted the reservation and how soon before check-in you
cancelled it:

- More than 7 days before check-in, Airbnb will deduct the local equivalent
of USD 50 from your next payout (exchange calculated at the exchange
rate of that day).

- Less than 7 days before check-in, Airbnb will deduct the local equivalent
of USD 100 from your next payout (exchange calculated at the exchange
rate of that day).

Automated review. If you cancel the day before check-in, an automated

review will be posted to your listing’s profile indicating that you cancelled

one of your reservations. These reviews can’t be removed, but you can
always write a public response to clarify why you needed to cancel.

Guest review. If you cancel on the day of check-in or later, guests can leave

a public review on your listing’s profile.

Unavailable/blocked calendar. Your calendar will stay blocked for the
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dates of the cancelled reservation and you won’t be able to accept another
reservation for those dates.

» Loss of eligibility for Superhost status. You won’t be eligible to earn
Superhost status for one year after your most recent cancellation.

« Account suspension. If you cancel three or more reservations within a
year, Airbnb may deactivate your listing.

What if | need to cancel because of an emergency or unavoidable
circumstance?

Airbnb may be able to give you a refund or waive the penalties if you have to
cancel because of an unexpected circumstance that’s out of your control.

Below is a list of circumstances covered by the Extenuating Circumstances

Policy. Before you cancel, check that your circumstance is included in the list

below and that you can provide the required documentation to prove that

extenuating circumstances exist.

Here is a list of extenuating circumstances:

« Death of a host, guest, or their immediate family member.

» Serious illness of a host, guest, or theirimmediate family member.

« Government-mandated obligations including jury duty, travel restrictions,
court appearances, and military deployment.

« Severe damage to the home that makes it unsafe to host guests, or that
prevents guests from accessing basic amenities like running water.

« Airport and road closures that make it impossible for guests to travel to
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their destination. This includes closures caused by natural disasters like
earthquakes or severe storms.

Severe security advisories for political or civil unrest in the area that the
guest is traveling from, traveling to, or that the host’s home is located in.
Changes to visa or passport requirements that make it impossible for
guests to travel to the destination.

Natural disasters that prevent the guest from traveling to or from the
destination, or that make it unsafe to host guests.

Endemic disease or illness that suddenly affects a region or an entire
group of people.
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As a host, how do | cancel areservation?
Cancelling a reservation

18 19 20 21 22 23 24

View full calendar

Total payout R193.15
Email guest

Send or Request Money

Help
Reservation number HMXBBMPCBK

Change Reservation

( Cancel Reservation )

To cancel areservation:

1. Go to your reservations on airbnb.com or on the app.
2. Find the reservation you need to cancel.

3. Select cancel to start the cancellation process.
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As a host, how do | cancel areservation?
Homes

Cancelling a reservation

O e

IMTN-SA = 10:56 PM @ 9 75%m il MTN-SA = 11:00 PM

Hosting X

Co-hosting :I‘\)II;);::IXOU looking o

This reservation has
been cancelled

Reviews

My place is unavailable

Top tips for being a Superhost e

) ) ) cancellation fee and an automated
I'm looking for a different price or review has been posted to your
trip length listing.

2/5/18 - 2/7/18 will stay blocked on
I'm uncomfortable with the your calendar.

reservation or the guest has

broken my House Rules

My guest needs to cancel

Other

_ O )

NOTE:

If extenuating circumstances exist, Here are the options you can choose from if you need to cancel

you will need to make sure that you areservation.
can provide relevant evidence You can also change your mind and keep the reservation.
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Co-hosting

HOST CO-HOST
Someone with a Help listing owners (hosts)
spare room or house manage their spare
listed on Airbnb. room or home.

What is a co-host and how does it work?

Co-hosts help listing owners (hosts) take care of their homes and guests or
manage the online component of being a home host on Airbnb. A co-host is
usually someone the listing owner already knows. They can be a family member,
neighbour, trusted friend, or someone the host has hired to help with the listing.

Hosts and co-hosts decide upfront how much of the Airbnb booking process and
guest management each person will be responsible for, how much of the booking
fee will go to the co-host, and how the co-host will be reimbursed for expenses.
Thisis an agreement between the host and co-host and could be different for
each co-host/host relationship. The host would input this information into the
payout information in the listing so the payment is automatically distributed via
the Airbnb platform. For more information on splitting payments see page 71.
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What can you do as a co-host?
There are many ways you can help your host as a co-host. It is up to you and

the host to decide how to split up the responsibilities.
These include:

Create or manage a listing. Create an Airbnb listing for a new space. Write
titles and descriptions, take and upload photos, and help determine the
price per night. Manage the listing’s availability and price settings including
things like seasonal pricing and weekly discounts.

Get the space guest-ready. Help make sure the space is set up to
welcome guests. Recommend repairs, buy necessary items like towels

and toilet paper, advise on what the space requires to welcome guests

and create a house manual. Make sure the space is clean; you can do this
yourself or work with a cleaning service.

Manage bookings. Manage the host’s booking settings and accept or
decline reservation requests.

Message with guests. Message guests on behalf of the listing owner, using
your own Airbnb account. Get to know the guests, answer questions, and
coordinate their arrival and departure.

Welcome guests. Greet guests in person; show them the space and
answer questions about the house and neighbourhood. Let the guests
know about the best local eating spots and things to do in the area.

Help guests during their stay. If guests have an issue during their stay,
they will contact you for help. For example, if a guest is locked out, their
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shower stops working, or the Internet is down, they can call you to help fix
the problem.

Write reviews. You can use your Airbnb account to write reviews of guests
on behalf of the listing owner.

Get help from Airbnb. If the listing owner (host) needs to contact Airbnb
to get help with a reservation or guest issue, you can contact Airbnb on
behalf of the host to find a resolution.

What co-hosts can’t do

You cannot access the listing owner’s payout or taxpayer information.

You cannot write a review of a host’s property as if you were a guest.

At this time, co-hosting is only available for home listings, not experiences.
You should only act as a co-host if you are included in the listing as this sets
guest expectations and formalises the agreement with the host.

Benefits of co-hosting

Anyone with an Airbnb profile can be a co-host on a property listing on
Airbnb.

You can co-host for several property owners listed on Airbnb.

Co-hosting simplifies the process for the host, meaning the business still
continues and the property listing still thrives even when the host is away or
if the host does not want to deal with the check-in process or looking after
guests.

Alternatively you can assist the host in areas where they are not as
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comfortable, for example managing the online aspects or the app, setting
up the listing correctly and communicating with guests online.
Co-hosts can also be cleaners and other property support staff.

Working together: hosts and co-hosts
Co-hosts and hosts work together to provide memorable experiences for guests.

The following steps will help ensure that your guests get the best care from your

service.

Keep clear lines of communication at all times

Make sure there is clarity about who is responsible for what between you

as the co-host and the host.

Make sure that you set clear guidelines with the host on how and when
each service should be completed. Discuss how payments should be
handled for restocking necessities (toilet paper, soap, etc.), maintenance,
and other expenses.

Communicate consistently. Notify the host when a booking has been made;
when the guests are coming and when the payout has been made. Make
sure your calendars are in sync.

Go over each guest review with the host. Remember to give clear feedback
about your interaction with each guest. Help hosts to understand that the
guest reviews will reflect a guest’s stay in the host’s listing. It will not reflect
on the co-host.

Always make sure to include the host in the decisions you make about their
listing, especially with respect to pricing.
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Discuss limitations

Hosts need to tell you about any special conditions or restrictions for their
listing. This could be how often the space can be booked, the maximum
number of nights that are allowed per booking, the maximum number of
guests allowed for each booking, etc.

Make sure you satisfy these conditions, restrictions, or limitations.

Be reliable

Only agree to perform services if you know you can manage the job to the
host’s satisfaction.

Be sure you understand the expectations and guidelines for each service.
If expenses are required to complete a service make sure you get approval
from the host before purchasing items, always keep the receipts for each
purchase and agree on how these expenses will be paid back to you.
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Once a host has created a listing they can add a co-host in the following ways:

Hosting
MTN-SA = 1813 18% () MTN-SA = 18:13 18% [
A {  Charming Tamboerskloof family home (T <
Co-hosting
Listing Booking settings
. Co-hosts
ReV IeWs A co-host can help host your space so you
Check-in & checkout can get a little support. Invite someone you
i es: T know and trust to help out.
. . Times: 12PM (noon) - 12AM (midnight), 12PM
Top tips for being a Superhost (o)

Linked Airbnb calendars

No linked calendars for this listing

Management
( Co-hosts ) ( Invite a friend j
Local laws
What can co-hosts do?
Status

« By inviting a member to become a co-host (go to listings,
select the listing you want to edit, select co-hosts).

» By accepting a co-host’s invitation.

« When participating in the co-host marketplace, by
agreeing to a co-host’s proposed services and fees.
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Payment
NOTE: The payment agreement could be different for each co-host/host

relationship you have.

You must come to an agreement upfront with each host about how much
of the booking fee you will get paid.

You must discuss how you will be paid back for any expenses such as
restocking, maintenance and cleaning.

You and the host could agree on a monthly flat rate for your services as

a co-host or you could get paid a percentage of each booking fee.

The host is responsible for paying you, not Airbnb. To simplify the
payments process, the host can use the Airbnb platform to split the
payments between the co-host and the host so that the transfer happens
automatically.

To divide Airbnb income between multiple hosts, each person needs to be
paid with a separate payout method.
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Splitting of payout methods
The steps below are for a host that wants to add a payout split for his/her
co-host.

Messages® Credit® Help ‘

Edit Profile

Invite Friends
ur

Refer Hosts

@ Account Settings

My Guidebook
27

Airbnb for Work
27

Log Out

Step 1
Click on the face in the top right corner of the screen, then click
account settings.
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Splitting of payout methods

@ Q Search

Notifications

Payout Preferences

Transaction History

Privacy

Security
Connected Apps
Settings

Badges

Invite Friends

Step 2

Messages

Receive messages from hosts and guests, including
booking requests.

Email

Push notifications
To your mobile or tablet device

Text messages

Reminders

Receive booking reminders, requests to write a
review, pricing notices, and other reminders related
to your activities on Airbnb.

Email

Push notifications
To your mobile or tablet device

Text messages

Click on payout preferences.

Host Saved Trips Messages®  Credit ®

Contact Information

This information can be edited from your profile
page. Edit Profile

Email I
Phone number

Account alerts, verification +27 # ¥ 3461
and booking requests

Messages from guests +27 * ¥ 3461

Text Messages

Receive SMS Py -
notifications to: i 61

Note: For more information, text HELP to 247262.
To cancel mobile notifications, reply STOP to
247262. Message and Data rates may apply.

Help
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Q Search Host Saved Trips Messages® Credit® Help

Notifications Payout Methods
Payment Methods

H (@) St | N g Payout Preferences When you receive a payment for a reservation, we call that payment to you a “payout”. Our secure payment

system supports several payout methods, which can be setup and edited here. Your available payout options and
Transaction History currencies differ by country. Visit the Payouts FAQ »
. Pri

Co-hostin g rivacy Method Details Status

Securit
Y PayPal I (rrinimum $1000 USD) @ Ready | options =
. Connected Apps

Reviews ) Prepaid MasterCard Payoneer (USD) Ready | options =
Settings
Badges Bank Account Account ****8904 (ZAR) Ready Options =

TO p tl pS fo r be I n g a S U pe r h OSt Bank Account Default  Account ****8098 (ZAR) Ready Options +

Invite Friends

Add Payout Method Direct Deposit, Pay

Payout Routing Rules

Routing rules let you split payouts between methods, or direct payouts for certain properties to different

methods.
Property Percentage PayTo Percentage PayTo
Chic House with Sunny Terrace  90% Account 10% Debit Card:

Edit

HHHROOR Paunnesar

Step 3
Click on add a payout method.
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Splitting of payout methods

&

Q  Search

Notifications
Payment Methods
Payout Preferences
Transaction History
Privacy

Security

Connected Apps
Settings

Badges

Invite Friends

Step 4

Choose either Paypal, Bank Transfer ( EFT) or Payoneer.

Billing country

South Africa

Payout methods in South Africa

PayPal in USD ($)

- Get paid in 3-4 hours
-May include fees

(*) Bank Transfer in ZAR (R)

- Get paid in 3-5 business days
-No fees

Payoneer Prepaid Debit MasterCard in USD ($)

- Get paid in 3-4 hours
-May include fees

< Back

Host

Saved

Trips Messages *  Credi

Choose the type
of account to
pay your co-
host. For this

example we will

choose a
normal bank
transfer or EFT
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Natifications What's the address for this payout method?
Add new address
Payout Preferences
. 65 Coventry Road
. Transaction History CAPE TOWN 7935 You should choose the
Hosting Privacy address of the bank
Security account that you going
. - s 66 Chester Road to add, if its not listed
Co-hosting ernecEaAes Cape Town 7925 you can add a new
Settings one. Ask your co-host
5 Badges for thi I .
Reviews e Chester R or this address
Cape TOWN 7925

Invite Friends

Top tips for being a Superhost

66 Chester Road, walmer estate
Cape Town 7925

¢ Back

Step 5
Select the address of the bank account. If it’s not listed the host
can add a new address which would be supplied by the co-host.
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Splitting of payout methods

Bank Transfer Setup
Please provide your bank details. This will let you receive
funds to your bank account.
®) Personal account Company account
South Africa H
R ~|
Click Here for bank account registration guide
2]
2]
2]
2]
Be
Add the banking details for your
co-host
Step 6-7

Info screen showing costs and information about the SARS
reporting mandate that will be emailed to the host. The host
must complete this before payments are released.

Add the co-host’s bank details.
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Splitting of payout methods

Mew Cape Dutch Cottage 90% Account 10% Debit Card:

Edit
close to .. w3098 Payoneer
Delete
All Others 100% Account
kiki*soga

Please note: routing rules added here will only affect new reservations booked. You can update the routing
rules for the existing reservations in Transaction History = Future Transactions.

Add Payout Routing Rule

Once you have added the co-host’s account you can now setup the

routing by clicking on the “ Add Payout Routing Rule”

Step 8
Now create the split between the host (listing owner) and the
co-host, it’s called a routing rule.
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Splitting of payout methods

Payout Split
Property Percentage PayTo Percentage PayTo
‘ Holid - ‘ 100% -~ ‘ PayPal (U ~ 0% E

Note: updates to routing rules will only affect bookings made after today

Select the property and % split to your co-host, make sure
you choose the co-host’s account and the correct agreed %

Step 9

This comprises of four drop downs that you need to select.

1. Property: The property in question if you have multiple properties.
2. Percentage: Choose the percentage that the host gets.

3. Pay To: Choose the host’s bank account.

4. Pay To: You choose the co-host’s bank account.

Note: The second percentage is worked out automatically.
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Co-hosting Finding hosts and host networks in your community
If you would like to build up a portfolio of homes that you are responsible for as a
co-host, it is a good idea to build up your network of homes.

« Contact existing B&B’s to see if there is an opportunity for them to join
Airbnb as an extra marketing platform.

» Reach out to your existing networks that include family and friends.

e Ask hosts that you already work with for recommendations to new hosts.
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Here are some examples of successful co-hosting

VIOLET AND BONGANI

What is the relationship between Violet and Bongani? Bonganiis an experience
host who is based in Langa and is an influential person in the community. Violet

is a home host from Langa that has been on the platform for more than a year.
They live in the same community and are part of the same network. Bongani is
also officially a co-host on the platform for Violet. Violet is not as ‘tech savvy’ when
dealing with the online app, so Bongani handles all the online aspects for her, this
makes them a good team.

What does the co-host (Bongani) do for the host (Violet)? Bongani deals with
everything that is online, from communicating with the guests on the platform
and letting Violet know when to prepare for a guest that is coming to her home.
He arranges everything online while Violet deals with actually hosting the guests

in person. Bongani finds out what the guest’s plans are and how he and Violet can
make the guest feel at ease about their travel plans. Bongani offers guests the
option to take part in his experience and offers to have lunch with the guests at
local food spots. Bonganiis always available to assist guests if they want to explore
or visit other communities.

What does the co-host not do for the host? In this case, Bonganiis not there
to give keys to the guests when they check-in. Violet is the one who welcomes
guests at the door.
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What is the financial arrangement? Bongani and Violet have an agreement
that Bongani receives 10% of the fee that Violet earns from a booking. They have
arranged for Bongani to be paid this 10% co-host fee directly through the Airbnb
platform for each guest that is staying with the host.

What role does the co-host play in determining the price of the listing if at all?
In this case, the host (Violet) sets the price of the listing and the co-host plays no
role in determining it.

SHANE AND AMANDA

What is the relationship between Shane and Amanda? Amanda is Shane’s
mother, she introduced Shane to using Airbnb to host guests in their home. She
then added him as a co-host to her property listing so that he can manage it. He
initially started doing it when she was not available but now does it all the time.

What does the co-host (Shane) do for the host (Amanda)?
Shane handles everything for this listing including:
e Dealing with the initial enquiry from the guest.
« Answering any questions the guest may have about the listing, the area,
transport options, etc.
e Planning the check-in with the guest.
e Making sure the guest is ok during their stay. This is done by a simple
message through the Airbnb platform messenger.
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e Planning the check-out.

« Physically checking the guests out (taking keys, etc.).

« Also handling any maintenance issues that might occur during the guest’s
stay (broken items, burst geysers, other plumbing items, electrical faults,
etc.)

What is the financial arrangement? In the beginning Shane was charging 25%

of the price of the listing to co-host. This was decided after asking around to see
what others were charging. He later lowered this amount to 15% of the price of the
listing because he is choosing to focus on increasing the volume of bookings.

What role does the co-host play in determining the price of the listing if at all?
The host is ultimately responsible for the listing (the co-host can only help), and so
the host is responsible for pricing.
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Host / co-host checklist

It isimportant to agree areas of responsibility between the host and co-host

upfront. Here is a checklist of points to agree on:

Online

| | Create the listing.

| ] Handle initial guest enquiries and
requests to book.

|| Communicate with guests or poten-
tial guests about the listing and how it
may suit their travel plans.

[ ] Answer questions (e.g. about trans-
portation, sleeping arrangements,
neighbourhood, etc.).

| | Check guest’s proposed dates
with host before accepting a booking
(unless the host has given you the
right to decide this independently).

| | Let the host know when bookings
have been confirmed.

| | Find out more about incoming
guests so you and the host have the
right things prepared for their stay.

| | Coordinate guest arrival.

| | Write reviews after guests leave.

In Person

| | Get the space guest-ready (ensure
space is clean, beds are made and
everythingis in place to welcome
guests).

| ] Welcome guests at check-in (provide
keys, give a tour, explain anything spe-
cific about the property or neighbour-
hood that guests should know, etc.).

| ] Help guests during their stay (you
may want to provide your phone
number for emergencies).

| | Get help from Airbnb customer
service should there be anissue they
are not able to resolve between you
and the guest.

| | Coordinate guest departure
(key drop off, helping guests under-
stand transportation options, etc.).

| | Maintenance of property (cleaning,
towels, soap and toilet paper etc.).
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Understanding the relationship between hosts,
co-hosts and the role of Airbnb
« Airbnbis a platform. An online marketplace that places one party in touch

with another, such as buyers and sellers, who then enter into transactions
directly with one another, such as a guest booking a listing from a host, or
attending an experience. Examples of platforms are Takealot, Superbalist,
Amazon Marketplace and Airbnb.

« Through Airbnb hosts can gain access to a much bigger audience of
travellers.

e Hosts do not work for Airbnb and they are not paid by Airbnb.
Hosts work for themselves, and are paid by guests through the Airbnb
payment platform.

When to contact Airbnb?

Most hosts and guests are able to quickly resolve issues on their own. Here are the
fastest ways to get the help you need before, during, or after a trip:
« Go to the help center. In the Help Center (www.airbnb.com/help) you
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will find immediate answers to questions about popular topics including

refunds, reviews, payments, cancellations, and security deposits.

Contact your host or guest. Resolve an issue with your listing or
reservation by communicating with each other directly. This is often the
quickest and easiest way to find a solution. Send a message from your
inbox to your guest or host, or go to your trips and click view itinerary to
get their phone number.

Go to the resolution centre. If you need to send or request money for
something that wasn’t included in your reservation cost, use the resolution
centre to safely send or request money through Airbnb. We’ll get involved if
you need help working out the details with your guest or host.

Contact Airbnb: If you still need help, go to our contact page to get help
by phone, email, or chat. You can call South Africa customer service tollfree
on +27 87 550 3924.
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Reviews

What is a review?

After a stay both the host and the guest get an opportunity to comment on the
experience through a review. They will receive an email or message from the
Airbnb system reminding them to leave a review.

How do reviews work?
« You have 14 days after the end of a stay or experience to leave a review.
« Airbnb won’t share your review until the other person leaves theirs, or until
the 14 days have passed, whichever happens first.
« You have 14 days to respond to a review after it’s posted to your profile.
« Airbnb won’t remove a review (even a negative review) unless it violates the
Airbnb content policy.

Types of reviews
« Hosts and guests can both get:
- Public feedback: This is shown on the public profile and listing pages for
hosts and guests, and is visible to anyone on Airbnb.
- Private feedback: This is a private message that’s only shown to the
host and guest.
« Only hosts can get star ratings. Guests rate their trip on a scale of 1-5 for
the following things:
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- Overall experience

- Cleanliness

- Accuracy

- Value

- Communication

- Check-in and location

Star Ratings. The average of the host’s star ratings is shown on their listing
page, and will affect their Superhost status (refer to section on Superhost
page 91).

Cancellation reviews. If a host cancels a reservation on or after the day

of check-in, their guest can leave a public review that will show up on the
host’s profile and listing page.

Automated reviews. If a host cancels a confirmed reservation, an
automated review will appear on their profile. These reviews are part of the
Airbnb host cancellation penalty and can’t be removed, but hosts can write
a public response to clarify why they needed to cancel.

Only guests can get group reviews. If there’s more than one guest on a
reservation, the host’s review will appear on all of the guests’ profiles.
(Note: not all groups will be made up entirely of guests who are Airbnb
users, so this may not be available for every group stay.)

Order of reviews. \When someone views your listing, reviews written in their
first language or written by people from their country of residence are
shown first. For example if a French traveller looks at your listing, they’ll see
reviews from French guests first, then they’ll see reviews from other guests
in chronological order.
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* You will get reminder messages both via email and on the app that will link
directly to the review section.
e Once the guest has stayed with you, you will be able leave a review from

Hosting your inbox.

. » Find the host or guest you’d like to review and click write review.
CEHETG « Enter your feedback, then click submit.
Reviews

Edit your review
Top tips for being a Superhost y . . . N ‘
You can edit a review you have written for 48 hours after you start writing, or until
the other person leaves their review of you, whichever happens first. This means

it’s a good idea to commit to your review at the time you first write it!

Responding to a review from your guest
To respond to areview someone wrote about you:
o Go to yourreviews on airbnb.com.
o Click reviews about you.
« Onthereview youd like to respond to, click leave public response.
NOTE:
You’ll need to write your response Can | delete or respond to a review | disagree with?
« You canrespond to reviews, but you can’t delete them. To promote

within 14 days of when the review

was written trust and transparency in our community, we won’t delete reviews

unless they violate our content policy. To view our content policy visit
www.airbnb.com/help and search content policy.

89
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« If you think a review written about you is false or exaggerated, you can
write a response that will show up directly below the review and be visible
to other guests and hosts.

e Ifareview written about you includes any personally identifying information
about you, please see our content policy.

Top Tip

Remember your response to any review, will be visible to the public. It can help
other guests and hosts decide whether or not to book your listing. Take your time
to respond accurately and with facts. For example if a guest highlights an issue
with your listing such as a broken door handle, you can respond by saying that it
has been fixed. This helps future guests to know that the “broken door handle” is
no longer a problem and will not impact their stay should they wish to book your
accommodation.

Report a review for removal
« You canreport areview if you think it violates the Airbnb content policy.
To review the policy, please go to www.airbnb.com/help/article/546/what-
is-airbnb-s-content-policy.
« Toreportareview, go to your Account > View profile > Click the flag icon
next to the review. We’ll take a look at the review and remove it if we find
that it violates our content policy.
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Top tips for being a Superhost
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©
Superhost

Get recognized for
being an outstanding
host

Be a Superhost
Superhost is a special category of host on Airbnb, for hosts who set a shining

example of hospitality for other hosts, and who go above and beyond to ensure

each guest has an extraordinary experience.

The criteria for being a Superhost is set out below:

Completed at least 10 trips.

Maintained a 50% review rate or higher.

Maintained a 90% response rate or higher.

Had zero cancellations, with exceptions made for those that fall under our
extenuating circumstances policy.

Maintains a 4.8 overall rating.

You don’t apply to become a Superhost. Airbnb assesses the different criteria four

times a year. If you meet the requirements on the assessment date, you’ll qualify

for Superhost status. We’'ll notify you of your Superhost status at the end of each

assessment period — usually 10 days after the assessment begins.

Superhosts earn an average of 22% more than other hosts and benefit from a

variety of rewards. They get priority placement across Airbnb in searches, emails

and more. There is a dedicated filter, which enables guests to narrow their search

to Superhosts and they get a profile badge that is a trusted symbol of hospitality

featured to guests across the site.
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Ensure your listing is as complete as possible

It isimportant to give a detailed description of the property to help guests decide
if your space is a good fit for their needs. The more information you can give to
your guests, the better they can picture themselves staying in your space. Try not
to oversell or exaggerate, as managing guest expectations is also an important
part of the listing description. Guests tend to give better reviews to spaces with
accurate, detailed descriptions of at least 150 words.

Example of a great listing that tells a compelling story:

Experience Langa joy at Juliet’s family Homestay 2

Our house is not just another listing. It is a home! My mom loves to host
people and we do it with passion, comfort and hospitality. Our home is open
to diversity and for people to feel free to express who they are. My welcoming
home is located in the Langa Quarter. The Langa Quarter is Langa’s

cleaner, greener and safer area of the township. My house is located in a
neighbourhood with some of Cape Town’s best street art and home to the
city’s best African traditional cuisine, which can be found at Mzantsi.

Be transparent and clear about what to expect in your
listing

When it comes to accommodation no one likes hidden surprises — make sure

you include key information about the space in which your guests will be staying.
Travellers need to be able to trust that the listing they book is the space they/ll
find when they arrive. If you receive many low ratings on the accuracy of the
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Bad review
“.. had mentioned we would be
three people ... we ended up all

having to sleep in the same king size

bed, as this was all we could use ...”
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information you provide, this will affect your reviews and will deter other people
from booking your place.

« For example if there is an outside bathroom or a communal kitchen or any
potential noise from nearby spaza shops, roads or taverns. Guests may also
want to know about Wi-Fi and appliances they can use. These details can
determine who decides to book their stay with you.

« Mention all the areas that your guest is allowed to use and whether they are
shared with other guests or residents.

For example lounge, bathroom, kitchen and backyard.

House rules can help set guest expectations and
ensure a smooth stay

Use the house rules and guest access sections of your description to attract
guests who you feel will enjoy and respect your space.

Provide house rules in your listing that cover any situation that is important to you
and might matter to your guests. This helps to create boundaries around what
your guests can and can’t do in your space.

For example if you don’t want them to bring non-guests into the space, or if
smoking is not allowed, make sure to tell them in advance. Do guests need to
present their proof of ID at time of check-in? Or do you expect them to pay for
any breakages? Are there certain appliances you don’t want them to use? Let
guests know if there are parts of the property that are off-limits, like a shared
backyard or an upstairs room.



SECTION 2

Homes

Top tips for being a Superhost

94

Photos help guests picture themselves in your space
Photos are your biggest chance to grab the attention of possible guests. Travellers

spend most of their time looking at photos and reading captions while browsing

listings. TIP: Include as many high-quality photos as possible with captions and

write a detailed description of the space.

Top tips for great pictures

Clean and uncluttered
Guests prefer spaces

that look clean and tidy in
photos. Clearing away any
mess and straightening up
will help your listing look
its best.

Brighten up the inside
Good lighting makes
your photo look more
professional and inviting
to travellers. It helps to
take the pictures during
the day, with all the lights
on and curtains open.

Take high quality
pictures

The Airbnb platform will
not accept photos of less
than 1024 x 683 pixels
with a resolution of 300
pixels per inch, these
tend to be less blurry or
grainy. Most smartphone
cameras will work, but a
more professional camera
would be even better.

Show personality
Show a pet, a meal, or
yourself in your space.

Quantity and quality
Guests prefer listings
with at least ten photos.
Try to show a photo of
each room.

Use alandscape format
Vertical photos do not
display well on the website.

Shoot into a corner

This technigue shows a
broad range of space and
adds dimension to the
photo. Corners help give a
sense of perspective.
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Accurately describe your neighbourhood and how
guests can get around
Inform your guest of the location, distance and phone number of your local

hospital or emergency services. Also include information about the local food
options and facilities in the area. For example explain that townships were
designed to create communities for previously disadvantaged people and

are generally a distance from the city centre. Townships can also be busy and
crowded with houses close together and spaza shops and taverns attached to or
right next door to homes, which may mean that it can be noisy.

A good example of a neighbourhood description in a listing:

Super cosy and welcoming Langa home.

My home is a block away from some of Cape Town’s most beautiful street
art created by the community. | live across from Mzantsi Restaurant, which
has the best traditional African cuisine in the city. My neighbourhood is open
and friendly, and you are likely to find music and dancing in the streets. As
the oldest black township in Cape Town, you can learn from a rich history.
Breakfast and dinner available upon request at an extra cost.
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Getting around

Thisis really important, as how easy it is to travel there will often help a guest
to decide whether to book a property or not. Mention every mode of public
transport that is available to get your guest to and from the listing. Describe
how far your property is from the airport, bus or train station and mention that
they may have to walk a short distance from the drop-off point to find the
house. Also mention the ways in which your guest can travel from the airport,
bus or railway station including minibus taxis and ride-sharing apps.

Explain how to use all the options safely and if necessary offer to meet the
guest at a safe location on arrival and escort them to your property, especially
if they seem nervous (based on the time of their arrival or the specific location)
or if you believe their safety is compromised. Keep in mind accessibility needs,
for example due to age, traveling with strollers or disability.
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Guests rate you on the value of your listing, so try

to set a fair price

Pay careful attention when deciding on the price of your listing. To avoid traveller
confusion and disappointment, consider whether your price fits in with other
properties in similar locations that are of a similar size or quality and offer similar
facilities. Make sure they are clear that the price is per room and not per traveller,
and be sure to include information on the fee for extra travellers (if you set one).

You have control over how you price your listing but it can help you get
reservations to set a realistic price for what you have to offer. Guests have the
chance to rate the value of your listing compared with the price when they leave
their review. The average of your ratings on this question will appear on your listing

page.
TIP: You can adjust your prices to match the busy season or the low season.
TIP: If you’re a first-time host, consider starting with a lower rate so that you

can get your first few bookings and gain some experience, or offer discounts
for weekly/monthly stays to lower the work for you per guest.
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An updated calendar avoids booking complications
and disappointed guests

Keep your calendar and listing information updated at all times so guests can be
confident that you can host on the dates they select. This will help you to fulfil all
booking requests without scheduling conflicts.

TIP: Make sure your calendar dates reflect the real availability of the property
so that you don’t receive booking requests for dates when it’s not available (or
when you aren’t available to host).

« Check your availability settings to block preparation time between
bookings, or to prevent requests for same-day or distant bookings.

e If you set a minimum or maximum nights’ stay, you’ll only receive requests
for bookings that match your choices. The more flexibility you give guests
in their booking options the more likely you are to get booked.

Travellers looking for a place to stay can be discouraged when rejected for a
booking. If you decline an excess number of booking requests, your listing may
be temporarily deactivated.



SECTION 2

Homes

Hosting
Co-hosting
Reviews

Top tips for being a Superhost

Good review
“She made a quite spontaneous

booking work, so we could check-in
the day after!”
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Superhosts tend to be the most responsive hosts
Respond as soon as possible when a guest contacts you, whether they have
booked with you or not. This shows that you are an interested and considerate
host.

Timely responses: Reliable and quick response times are very important. You
can check your response rate levels on your dashboard.

TIP: Respond to booking requests within 24 hours. If your listing isn’t available
or a traveller can’t fulfil the house rules you have set, be sure to decline the
reservation request as quickly as possible, and it’s a good idea to send them a
message to explain why, so they understand.

To avoid poor reviews and to ensure you maintain a good response rate
respond quickly to messages, and communicate often with your guest.

Commitment to bookings

Travellers who book on Airbnb need to feel confident in their plans. Avoid
cancelling confirmed bookings unless it’s absolutely necessary. You can be subject
to penalties such as being charged a fine if you cancel a confirmed booking.

The moment you have confirmed a booking, your guests trust you to fulfil their
reservation and any extras you promised to offer. If for some reason you have
to cancel a confirmed booking, here are some things to keep in mind:
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Homes e Let your guest know as soon as possible that you need to cancel their
booking. This will give them time to find new accommodation.
o Cancel the reservation on Airbnb to start the guest refund process.
» If you know other hosts in your area, ask them if they can accommodate
the guest’s trip and offer to make an introduction.

Hostin

e » Inextenuating circumstances, such as a bus strike making transportation
Co-hosting to your listing impossible, or if there is a safety concern, such as political
e disturbances, Airbnb may take the decision not to charge cancellation

. . penalties. For more information on extenuating circumstances or
Top tips for being a Superhost emergencies visit the website: www.airbnb.com/help/ article/1320/what-if-

i-need-to-cancel-because-of-an-emergency-or-unavoidable-circumstance

Prioritise cleaning whenever you have new guests
arriving

The most inviting listings are the ones that look clean and tidy. It’s important

to give yourself enough time to clean your property before a guest arrives,
particularly when you have back-to-back bookings. Once again, remember that
guests can rate the cleanliness of your space on the listing page.

“When | know my guests are _ . . .
TIP: Clean every room your guests might use during their stay and pay special

coming, I know that cleanliness is my

: - attention to the bathroom, bedroom and the kitchen. The towels and linen you
first priority 'd b ol 44
VT e provide must be clean and dry.

You can charge a cleaning fee in your listing and use that money to pay for

100
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Remember to stock the space with cleaning supplies so that your guests can
take care of any spills or accidental messes when they happen.

Travellers expect to arrive to a neat and clean space. If you create a positive

Hosting

experience for your guests, you will receive positive reviews and avoid
Co-hosting negative reviews for cleanliness.
Reviews

. . Ensure guests feel comfortable and welcome from
Top tips for being a Superhost the moment they check-in

[ — It is important that guests feel comfortable and welcome from the moment they

REAH A & check-in. Your guests may be tired from traveling, so make sure to put them at

B SN

'4\.\ »)9] "eg ease with a clear and simple check-in process. Always keep in mind that your
‘ b guests will be invited to rate their check-in experience at the end of their stay.

TIP: Tell your guests in advance about details of your check-in procedure and
make sure that you can follow through with it.

Make sure your guests know how to contact you if they have a travel delay or
last-minute question. Give your guests clear, detailed directions on how to get
to your listing, include this information in your house manual and offer to meet
them at a convenient place when they arrive if the listing is hard to find.

It is essential that you communicate with your guests to find out when they will
be checking-in so that you can be there to greet them.

101
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[Communicative hosts]
“.. Hosts were extremely quick to

confirm booking details and overall

had excellent communication.
Thanks so much!”
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Let your guests know ahead of time if you or a co-host will be greeting them
in person, or give them the details if they are getting the key from a lockbox or
neighbour.

Tips to make the check-in experience better

» Message guests 24 hours before their arrival to touch base and answer
last-minute questions, and make sure you respond to all messages quickly.

» Share your cell number (or another number if your phone isn’t working)
make sure your guests know how to contact you if they have a travel delay
or last-minute question.

» Provide your guests with detailed directions so they can get to your listing,
and save time by putting it all in your house manual.

e Let your guests know how you will greet them: will you be home or is a
family member meeting them? Or a co-host?

Support your guests throughout their stay

It isimportant to be available to your guests for the whole of their stay, whether
you live on the property or not. This is a task that can be fulfilled by either the host
or the co-host, but you need to decide upfront who is responsible for this.

Your guests will be able to rate how clear and consistent you were in responding
to them. These ratings will be shown on your listings page.

TIP: If, once you have confirmed a booking, something about your listing
changes, tell your guest as soon as possible.
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« Use the Airbnb app to respond to messages wherever you are. It provides a

record that commmunication has happened.

« If you won’t be greeting your guests in person when they arrive, remember
to send them a message at their check-in time to make sure everything
went smoothly.

« If any unexpected problems occur, what matters most is how you respond
in solving the problem.

Guest safety and security is of utmost importance
Your guests’ safety is very important, ensure you give them tips on how to stay
safe and keep their belongings safe. You should also share all the emergency
phone numbers with them. In an emergency situation, or if your personal safety or
your guest is threatened, contact local police or emergency services immediately.

How to talk to guests about safety

Try to keep the messaging positive but also highlight situations, locations or times
of day when extra caution should be taken. Be open with your guests and tell
them what the locals do to stay safe.
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Here are some examples of how some local hosts talk to their guests
about safety:

Lydia: | have a few safety tips for you in order to feel and live like a local:
| just want you to always keep in mind that you are part of the
community as soon as you stay in Khayelitsha, but don’t flash your
valuables around. | enjoy walking as it is good for my health, whenever
you are keen on going somewhere, just let me know, if | am not there,
just inform someone in the house. But | will be more than glad to walk
with you.

Lungi: Here are some tips that | want to share with you to make you feel
part of the family: We are a small family and having you in our home,
means you are now part of our family, we enjoy having dinner together
before it gets too dark outside, during your stay, we would like to share a
meal with you. My contact details are on the fridge, if you are out and you
are not sure on how to get back home, give me a call. My daughter knows
a lot of people in the area, so you will surely make a lot of friends, but my
yard is fully fenced and you are welcome to relax and chill outside.
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“She provided us with everything we
needed and was already very helpful

before booking her place.”

105

Maria: Here are a few safety tips that | would like you to know when you
are here: Through my involvement in community work, most people in my
area understand the work | do, and every time there is a guest visiting in
my house, everyone is aware of the new member of the family. But | advise
you to be friendly to people in the community, e.g. greet, smile and share
about yourself if you have a chance to.

| am a genuinely active person and | love to talk, and whenever you are
with me, always feel free to let me know what you want to do, so | can
give you my inside feedback. My previous guests enjoy going out to house
parties in the area, if there is one my daughter Mamosa will be there to
teach you some dance moves with her friends.
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You get rated on the overall experience
Your guests will have the opportunity to rate their overall experience staying at

Top tips for being a Superhost your listing. The average of your overall experience ratings will appear on your
listing page. These ratings show up on the listing when a traveller searches for a

place to stay. Having a high overall rating is a great way to stand out.

TIP: Remember that many of your guests will be far from home, so try to
understand their needs, what they’ll find confusing (e.g. do they need to take
out cash before leaving the airport? If so, where can they get it?), and how you
can offer help and guidance. Make your guests feel extra special by adding
personalised touches to the space. They will always remember the effort you
went to make them feel comfortable.

Ask your guests for feedback, so you can find areas where you can improve.
They can tell you face-to-face or leave private feedback for you when they
submit their ratings. Some hosts keep a guest book that guests can write in
when they leave. This helps you keep a personalised record of all the visitors
you’ve had from around the world, which guests can flip through and then

feel part of the community.
106
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What is an experience?

Experiences are one of a kind activities or tours hosted by passionate local hosts.
They can be offered in many different categories, from food or history to music
and entertainment.

108
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What is a qualifying experience?

Everyone who hosts an experience on Airbnb must demonstrate high levels of
expertise and hospitality. The experience itself must give guests insider access to
places or things they couldn’t find on their own. Every experience submitted to
Airbnb must meet these three quality standards: expertise, hospitality, and insider
access. The quality standards are in place to help ensure that guests’ expectations
are met when they go on an experience.

The quality standards are defined as:

« Hospitality. Hosts are friendly and welcoming to strangers or guests, and
are able to facilitate connections between them.

« Expertise. Hosts have in-depth knowledge on the topic or theme of the
experience.

« Insider access. Hosts demonstrate their exclusive ability to do things the
average tourist wouldn’t likely discover on their own such as: going to a
lesser-known place, meeting a private community, ordering off-menu,
going after hours, seeing backstage, etc.

Other requirements for experiences: In addition, all experiences and experience
hosts should meet guests’ expectations and comply with the terms and
conditions set forth in our Terms of Service and Additional Terms for Experience
Hosts.
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What is an experience?

What is a qualifying experience?

Here’s a summary of some of these additional requirements:

Examples e Accuracy. Hosts must provide complete and accurate information about

How do | create an experience? their experience, including the itinerary, time and date, meeting location,
what they’ll provide to guests, etc.
[l NIVRlE I CR « Exclusive dates. Once a host lists an experience for a particular time and
Other things you need to know date on Airbnb, only guests can attend that instance of the experience.
« Commitment to reservations. Hosts must honour all booked reservations,
even if that reservation is for one person, unless they are forced to
cancel due to a valid extenuating circumstance. Guest minimums are not

supported at this time.

Once the experience is published, it must maintain an average quality score of
4.8 or greater.
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Here are some examples of experiences
hosted by locals:

Examples

Townships into town

A social impact experience in Langa, Cape Town
Join Bonganiin an interactive tour of Langa. Program coordinator of the NGO
Project Maboneng, he walks his guests through Langa, introducing local art
and local home gallery owners.
Hospitality: Bongani makes sure his guests are comfortable, he always
messages them before the experience to make sure they know how to get to
the meeting point. During the experience, he always checks on the group and
makes sure to offer guests a drink and snack during a break.
Expertise: Project Maboneng is an NGO that gets people to change their
perspectives on townships through art. Bongani knows all the home gallery
owners personally and is deeply knowledgeable about local art.
Insider access: \With Bongani, you are not only learning about art, you actually
meet with local home gallery owners, visit their homes and get to spend some
time with them.

1

Townships into town: www.airbnb.com/experiences/9954
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Cook local dishes with a TV chef

Examples A food experience, Johannesburg

During this experience, you join Thabisile in her kitchen for an inclusive South
African dishes class. After cooking together, you will enjoy a meal and learn
about the local culture.

Hospitality: Thabisile always starts the experience by teaching you basic Zulu
greetings and offering you a local snack with a drink. That way, every guest will
feel welcome. During the experience, she makes sure to answer any questions
guests may have and to engage with everyone. If a guest is a bit shy, she will
spend some extra time with them to make sure they feel comfortable.
Expertise: Thabisile is a chef, with her own cooking show.

Insider access: Thabisile not only gives you access to her unique knowledge
and personal recipes, she also opens her home to guests.

112



SECTION 3

Experiences

What is an experience?

What is a qualifying experience?
Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know

13

An example of a listed experience

& Q Ssearch

| COOKLOCAL DISHES WITHA TV CHEF
HOSTED BY THABISILE

Local dishes with a TV chef:

Addlisting  Host® Saved

COOKING CLASS

Cook local dishes witha TV
chef

@
About your host, Thabisile

Hi I'm Thabisile | have a cooking segment on television cable network. |
took to south African local dishes,simple ingredients and robust flavor. Ill
teach you various indigenous cousins that are fast and easy to make.
experience Johannesburg, experience our local dishes It is a really fun
experience, to make and eat. | am eager to share this Hundreds year-old
culture with other foodies.

About woman with a mission (stayqueens) NGO

Trips

Stayqueens WWM NGO established to Empower & Inspire women to take

the lead. To also create an avenue for networking, workshops and
empowerment programs, showcasing businesses and business ideas.
Women who has such strong aspirations and dreams but lack the tool or
the know-how to implement on it. That way, we have more empowered
women who will also help empower the next and the circle continues.

This is a social impact experience 8 where 100% of what you pay for this
experience goes to woman with a mission (stayqueens) NGO.
Learn how your maney helps.

RA450 per person
Fedrdedk 7 review

www.airbnb.com/experiences/248281

Messages ®  Credit*

Ed

Q Roodepoart

@ 3hours total

[ 1meal

2 Offered inEnglish

Help
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Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How do | create an experience?

Designing your experience

Follow your passion. Start with what you love and let that guide you,
imagine what would be the best way to share your passion and
knowledge with your guests. Make it as unique as you are.

Provide unique access. See if your experience can offer behind-the-
scenes access to people, places, or activities that guests couldn’t typically
find on their own. Guests enjoy feeling like they are experiencing
something they couldn’t find in a guidebook.

Make it eye-catching. A top goal is to attract interest. Put yourself
in your guests’ shoes - if you were visiting a new city and looking for
ways to spend your time, what activities would catch your attention?
And which of those activities would you be willing to pay for?
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Experiences

What is an experience?

What is a qualifying experience? « Plan for participation. Make sure that your experience has elements

Examples or moments that let guests actively participate. Experiences that

offer engaging activities tend to be more successful than ones where

How do | create an experience? . . )
guests are passively watching and learning.

Tips for looking after your guests

O TP s « Celebrate your location. If possible, try to include something special
about your location in your experience. If your guests are locals,

perhaps highlight activities and locations that they might not know about.

15



2. Five stage guide to designing an experience
Whether it is a local food tasting or a farming experience, the overall impression guests take away begins before and continues after the
activity of your experience. This worksheet can help you brainstorm how to optimise your guests’ experience across all stages.

O,

BEFORE

GOAL
Decrease anxiety and
increase excitement

Confirmation.
What will you send right
after a booking?

Gathering intel
to prepare.

What would be helpful
to know in advance?
(i.e. allergies, celebrating a
special occasion)

Reminder.
What will you send
24 hours before so guests
arrive prepared?
(e.g. directions,
transportation tips,
what to bring)

GOAL
Feeling comfortable

First impressions.
Where and how does your
experience begin?

Introduction.

How will you intro guests
to your world while
establishing credibility
through your story?

Icebreaker.
How will guests connect
with each other and to you
from the start?

Overview & safety.
What will you share so
guests feel relaxed and
know what to expect?

ACTIVITY

GOAL
Beyond expectations

Making it personal.
What anecdotes can you
share about how you
connect to the activity/
location?

Wow moment.
What is the climax? What
is photo-friendly and
shareable on Instagram?

Surprise and delight.
How can you go that extra
mile that will exceed your

guests’ expectations?

GOAL
Exit strategy

Thoughtful closing.
Endings are by far the
most important factor on
how the entire experience
is remembered. How will
you bring things to a close?

Take-away.
What new perspective
or skill are guests leaving
with?

GOAL
Instant nostalgia

Follow-up.
What will you send after
the experience
to say thanks and
authentically remind
guests to leave areview?

Photos.

You can share photos in
the Airbnb message
thread. When will you

take the photo(s) on the

experience?
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Experiences

Packaging your experience for the listing
These are the details to consider:
How do | create an experience?
« The experience title
« Photos
- Cover photo: cover photo for experience
- Action photo: photos of hosts and guests in action
- Location photos: full scene and close ups of interesting details
- Miscellaneous: any other shots
« Time: generally 1to 5 hours. You can also offer a full day experience.
« Tagline: describe the experience in a catchy sentence that starts with a verb.
« What we’ll do: the description of the experience - should be story driven.
« Where we’ll be: describe the locations and why they’re special.
« Where we’ll meet: meeting location (choose an easy to find spot).
« What Pll provide: equipment/snacks/water/etc...
« Notes: additional info for guests.
« Host bio: a four sentence story about the host.
e Group size: the minimum and maximum number of people you can
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How do | create an experience?

18

take at a time (smaller groups are better and more intimate).

Price: this is entirely up to you, but you should choose a starting price that
is accessible to guests as you can increase it later. Make sure your costs

are covered, unless you can afford to run at a loss initially until your have
enough positive reviews. For more information on how to determine pricing
refer to page 50.

Booking cut-off: set the booking cut-off time as close to the experience
date as possible.

Packing list: what do guests need to bring?
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know

19

Listing your experience

&« X | @ Airbnb, Ine. [US] https://www.aitbnb.com/s/homes?checkin=8checkout=8adults=18children=0&refinement_paths%5B%SD=%2Fhomes&iallow_override%5B%SD=5s tag=ThkuyuWJ1 ¥ O |

@ Q Anywhere - Homes Add listifig Host®  Saled Trips Messages® Company travel Credit ®

Dates Guests Home type Price Instant Book Trip type More Wers

Travel the world with Airbnb | |

Paris New York Sydney Cape Town >
France United States. Australia South Africa

Introducing Airbnb Plus

A new selection of homes verified for quality & comfort

|G VERIFIED - CAPE TOWN VERIFIED - MALIBU VERIFIED - LOS ANGELES EXD VERFI @ Terms, Privacy, Currency & More
sunny Central Apartment with Style  Rustic, Romantic Beachfront Live the LA Lifestyle in Loft near Exquisito apar con -

It is not possible to list an experience on the app currently. You have to login to
the website www.airbnb.com. You should see your profile pic in the top right
hand corner. Click on host.

Once your listing is set up, you can manage your calendar from the app.
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Experiences How to list an experience

< C | @ httpsy/www.airbnb.com/Tlogo=1 T
@ Q Try“Montreal” Add list ed  Trips  Messages® Companytravel  Credit® Help

Finish Your Listing

What is an experience? Introducing Airbnb Plus TN
A new selection of homes verified for quality & comfort
. . . . e T Add anew listing
What is a qualifying experience? : ~ . —
Host an Expelienne
Examples

How do | create an experience? ‘

" &

Homes around the world

- @ Terms, Privacy, Currency &
| — F

Tips for looking after your guests

Other things you need to know

Step 1

Select host an experience from the drop-down menu.
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Experiences How to list an experience

€« X | @ Airbnb, Inc. [US] | hitps//www.aitbnb.com/host/experiencesTfrom_nav= =

tan experienceen Airbnb &%
How do | create an experience? Eam moneyleacing pedple on actitics youlove.

' Get started Le wn more

Step 2
Click on get started.

121



SECTION 3

Experiences How to list an experience

&« C | @ Airbnb, Inc. [US] | https://www.airbnb.com/host/experiences?step=0

&

What is an experience?

. L . i there, Vanessal!

What is a qualifying experience? i it

We're excited to learn about the experience you'd like to host on
Airbnib.

E Xa m p | e S In Just a few minutes, you'll start to create your experience page, then
you'll submit it to be reviewed by Airbnb.

How do | create an experience? ( “ )

Tips for looking after your guests

Other things you need to know

Step 3
You will see a personalised message.
Click on next to go to the experiences page.
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Experiences How to list an experience

& 2 C | & Airbnb, Inc. [US] | https://www.airbnb.com/host/experiences?step=1

&

) ) Here’s an overview of the
What is an experience? process:

® Learn about our expectations

What is a gqua | |fy in g exper ience? Find out what makes experiences different and what Airbnb is

looking for.

@ Create your experience

Add photos, videos, descriptions, and other details to be reviewed
Examples by Airbnb.

@ Submit for review

o & & A >
? Someone from Airbnb will review your experience page. If it
H ow d o I c reate a n experl en ce © meets our quality standards, you'll get to add availability and start
hosting!

Tips for looking after your guests ( m )

Other things you need to know

< Back

Step 4
Once you’ve read through the overview of the process, click on
gotit.
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Experiences How to list an experience

&« I | @ Airbnb, Inc. [US] | httpsy//www.airbnb.com/host/axperiancesstep=2 |0

&
What is an experience?
Have you hosted an experience
What is a qualifying experience? on Airbnb or somewhere else
9 ying €xp before?
Examples onemsbefme
No, not ypt!
How do | create an experience?
Tips for looking after your guests
Other things you need to know
< Back
Step 5

Answer the question on this page for more information.
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Experiences How to list an experience

€ & C | @ Aibnb, Inc. [US] | https://www.sirbnb.com/host/experiencesTstep=2 wlo i

&

What is an experience? Have you hosted an experience
on Airbnb or somewhere else
fore?

What is a qualifying experience?

¢ Yes,I}e done this before

Thankyou for your interest in hosting on Airbnb! We're happy you're here.
Hostifig on Airbnb is different than hosting activities on other platforms or
o QU own,

No, not yet!

Examples

How do | create an experience?

Tips for looking after your guests ( - )
Other things you need to know
< Back
Step 5

Whether you have answered yes or no, you will have to click next
to proceed.
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Experiences How to list an experience

<« C | & Airbnb, Inc. [US] | https//www.airbnb.com/host/experiences?step=4 w0 ¢

&

What is an experience? o ) .
What is Airbnb looking for in an

i ?
What is a qualifying experience? FADEUISIESR

« It'sled by a knowledgeable and passionate host

» Guests participate hands-on, or are immersed in an activity

Examples
» It gives guests access to a special place or community
« It tells the story of a host’s unique perspective
How do | create an experience? ~
( “ Learn more] Fbcut our standards
J

Tips for looking after your guests

Other things you need to know

< Back

Step 6
The next three pages explain what Airbnb is looking for in an
experience.
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Experiences How to list an experience

& € | @ Airbnb, Inc. [US] | https//www.airbnb.com/host/experiences?step=7 &l o i
&
What is an experience? Imagine your guests have all
arrived. How would you kick off
What is a qualifying experience? the first 10 minutes of your

experience?

E Xa m p | e S Let everyone Introduce themselves to one another

How do | create an experience?

Tips for looking after your guests ( m )

Other things you need to know

< Back

Step 7
You will have to answer two questions in this section about

your hospitality style. Click next when you have completed each
question.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know

128

How to list an experience

€ C | @ Airbnb, Inc. [US] | https;//www.airbnb.com/host/experiencesTstep=9

&

Thanks! Now it’s time to start
creating.

© Lealyabout our expectations
Find o what makes experiences different and what Airbnb is

244 photos, videos, descriptions, and other detalls to be reviewed
by Airbnb.

@ Submit for review
someone from Airbnb will review your experience page. If it
meets our quality standards, you'll get to add availability and start

hosting!
( )
< Back

Step 8

HORSEBACK RIDE
Montserrat on
horseback

This is where you begin the process of creating your

experience. Start by clicking on create an experience.
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Experiences How to list an experience

&« C | & Airbnb, Inc. [US] | hitpsy//www.airbnb.com/create-your-experience/3413807step_num=0 w|Q

@ Experiences Resources Up to date @

What is an experience? Submit
experience
. o . Create your experience
What IS a q Ua | |fy| ng eXpeI’IeI’]CG'? BASICS You are one of the very first members of a new Airbnb community. We're excited to

see what you create, and we're even more excited to partner with you to create
incredible travel experiences for guests from around the world.

Location v
Examples
Language > & Expen‘ences Resources
| )
How do | create an experience? o o ;
T Submit Location
Tips for looking after your guests exvenence experience
Title v Cape Town, Western Cape, South Africa

BASICS

Other things you need to know s ( s il )

T
Save & Continue

Category

About you

5 ABOUT THE
(4 ExperiENGE

Step 9

You will need to make some decisions and answer a series of
questions which will help to create your experience.

This starts with deciding on your location, language and
category.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know

130

How to list an experience

<« C | @ Airbnb, Inc. [US] | https://www.airbnb.com/create-your-experience/3413807step_num=2

#|

@ Experiences

Submit
experience

BASICS

haGak

Language

CGEEQOW

@ ABOUT THE
EXPERIENCE

SETTINGS

(5) REVIEW & SuBMIT

Step 10

Resources

Which language will you write your descriptions in?
Keep in mind that most travelers on Airbnb speak English, Chinese, French, or
Spanish. If you're comfortable writing and speaking in one of those languages, we
suggest starting there.

Choose language

Choose your location, language and category.

Saved 2 minutes ago

Languages spoken by Airbnb

travelers to Cape Town

English 73%
EEEsse—
Deutsch 12%
=

Frangais 4%
-

Nederlands 4%
L]

Portugués 2%

Q

»
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<> C | @ Airbnb, Inc. [US] | https://www.airbnb.com/create-your-experience/3413807step_num=3 w0 &

& Experiences  Resources Upto date ‘?
. . Submit What type of experience will you host?
W h at IS an ex p erienc e’-) Y Choose the category that best describes your experience. Add a second, if you
experience think it fits into another category.
What is a qualifying experience? ssics ' History ' v
Location v
E xXam p | es 2 Are you hesting on behalf of a nonprofit organization?
L
If you're hosting on behalf of a nenprofit or charitable erganization, you may qualify
. to host a Social Impact experience. Airbnb will waive service fees, and 100% of the
How do I create an experlence? Category . R proceeds will go to the organization.
Register now.
. 0 ABOUT THE
Tl p S fO r | O O kl ﬂ g afte r yO ur g ue StS EXPEREaE Yes, I'm hosting on behalf of a nonprofit organization and | have submitted my
organization for TechSoup validation
Title
Other th | ngs yOU need to knOW Photos Where does the majority of your experience take place?
Most of my experience is indoors.
About you

= « Most of my experience is outdoors.

Step 10

Choose your category. When you have completed this section
you can move on to creating what guests will see.

131



SECTION 3

Experiences

What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How to list an experience

< C | @ Airbnb, Inc. [US] | httpsy//www.aitbnb.com/create-your-experience/3413807step_num=4 %@ :

@ Experiences Resources Saved a few seconds ago T

Submit

experience
Create the page guests will see

BASICS Use the preview on the the right to see how your experience will iook publicly. As
you create the description for your experience, it will appear in the preview, Write in

Location o a clear, straightforward, and friendly way. we'll give you tips on when to show off
your personslity and be more descriptive.

Language v

Category s

ABOUT THE

EXPERIENCE

Title

Photos

About you Experience

Step 11

This is where you can start getting creative and thinking

about what guests will find exciting and appealing.

Click next to get going.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How to list an experience

&« C | & Airbnb, Inc. [US] | https://www.airbnb.com/create-your-exparience/3413807step_num=5

@ Experiences

Resources

Examples

Snorkeltoa
shipwreck in
Havana

FollowaFado
singer through
Alfama

What is the title of your experience?
Cape Town History

Submit
experience
BASICS
Location v
Language v
Category v
ABOUT THE

( Title v
PROtOS
About you

Step 12

) Save & Continve

Canyon witha
rescue dog

%O i

Saved 3 minutes ago ?

Cape Town History

Q Cape Town

& ohourstotal

Choose your title carefully. This is the first thing that guests will

read. Try to be simple but impactful. When you have saved your

title, move on to loading your photos.
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&« C | @ Airbnb, Inc. [US] | https://www.airbnb.com/create experience/3413807step_nurr 0 3

How to choose great photos for your experience

How do | create an experience?

Step 13
When you select photos you will be offered information on how

to choose great photos. You can close this prompt and come
back to it later.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know

135

How to list an experience

< C | @ Airbnb, Inc. [US] | hitps//www.airbnb.com/create-your-experience/341380%step_num=6

& Experiences

Submit

experience

BASICS

Location v

Language L g

Category v

ABOUT THE

EXPERIENCE

Title [

Bhotos )
Seo= !

Step 13

Resources

Add photos

If you don't have the perfect photo right now, don't worry. Use the best one you
have on hand.

More help

What makes a great photo:

+ Shows you and your guests

+~ Good composition (e.g. shows where your experience is located, actions guests take,
or objects involved)

v Candid scenes

+ High resolution and natural lighting

What we can’t accept in photos:

x People are posed, staged, looking directly at the camera, or taking selfies
x Photoisin black and white

x Filters added

x Textoverlaid onimage

% Includes drugs, nudity, alcohol, or children

.&

Examples

s

w| 0 i

Up to date ?

Cape Town History

If you don’t have good photos, upload at least one photo and

move on. You can upload more later, but please make sure that

you have high-quality photos for your listing before your listing is

active.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How to list an experience

&« C [ @ Airbnb, Inc. [US] | https://www.airbnb.com/create-your-experience/3413807step_num=7 O
& Experiences Resources Up to date ,
What we'll do

Submit Tell guests what makes you qualified to host this
experience experience

Mentioning all the things that make you a great person to host this experience will What I'll provide

give you bonus points while we review your submission. This could include personal
BAsICS qualities, qualifications, accomplishments, awards, or even the length of time

you've been practicing or studying your craft.
Location v

Q Tipsand examples Where we'll be
Language s

This is your time to shinel Don’t be afraid to brag. |
Category v
Notes
P
ABOUT THE
EXPERIENGE 150 characters needed
; Do you have a social media following because of this interest or hobby? Add in links [

Title e to your Instagram, Twitter, Facebook, personal blog, or articles written by you or t

about you. Only Airbnb will see this information. Where we'll meet "
Photo: 5 L

Add alink
About you PE TOWN m
S—— - Y CENTRF [¥ Sady

Step 14

This is where you get to tell your guests about yourself. It is a
very important section as guests will choose an experience
based on what they learn about the host. Be bold but honest in
your answers.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How to list an experience

& C | @ Airbnb, Inc. [US] | httpsy//www.airbnb.com/create-your-experience/3413807step_num=8

@ Experiences

ABOUT THE
EXPERIENCE

Title %

Photos

About you

What we'll do

L

Where we'll be

What I'll provide

What guests
should bring

MNotes

Step 15

Resources

Describe what you’ll do
Get guests excited with a fun, detailed description of the itinerary.

Q Tipsand examples

Write about each activity in the order you'll do them.

200 characters needed

Does your experience comply with local tourism laws and regulations?

Many places have laws regulating tours, tour guides, and other services provided to
tourists. Your experience might require a license or permit.

What's covered by these laws varies. In some places the law could apply only to

visits to monuments and points of interest, elsewhere it could apply to any guided

antivity It's vaur recnoneihility ta laarn ahant and eomnly with anv lneal laws that
—

|0 i

Up to date ?

‘What we'll do

Give an overview description of what your
guests will be doing on this experience.

What I'll provide

Where we'll be

Notes

Where we'll meet

PE TOWN /\
Y CENTRE 3 Mo =2

The next few sections will become your listing. Think about what

you say carefully. Start with describing what you will do on the

day of the experience. Click on any local laws to find out about

the regulations in your country.
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&« C | @ Airbnb, Inc. [US] | https://www.airbnb.com/help/topic/931/south-africa |0 i
What is an experience?  Backtohefphome

. o . Gettlng saried South Africa
What is a qualifying experience? Booking your tip ( ]

Payment

Your tr Cape Town ~
our trips
Examples ,

Trpissves Guiding tours in Cape Town

How do | create an experience? Becomm aost

Business travel

Guiding Tours in Cape Town
What kind of taxes do | need to pay as an Experience Host in South Africa?

Business Licensing in Cape Town

Tips for looking after your guests
Experiences Involving Alcohol in Cape Town
Other thlngS yOU need to kn OW Guiding tours in Cape Town

Step 15

Once you’ve clicked on any local laws. You need to select Africa
and click on it, then select South Africa.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How to list an experience

& C | @ Airbnb. Inc. [US] | https://www.airbnb.com/create-your-experience/3413807step_num=9
| ¥

|0 :

& Experiences

Photos

About you

What we'll do

Where we'll meet
Where we'll be
What I'll provide

What guests
should bring

Notes

(8) SETTINGS

(5) REVIEW & SUBMIT

Resources

(

Where should guests meet you?

N\

Tell guests exactly where to meet you at the start of the exglerience. Make sure the

til the guest’s

reservation is confirmed.
Step 1: Provide an address
Country / Region
South Africa
Street address
e.g. 1234 Church Street
Apt, Suite, Bidg. (optional)
e.g. Apt #7
City

Cape Town

Step 16 -19

Think about all the details as you answer each section.

Step 16: Where we’ll meet

Step 17: Where we will be
Step 18: What I'll provide
Step 19: What guests should bring

State

Western Cape

Up to date ,

Where we’ll be

Notes
, ]
mm 4
Where we'll meet
Cape Town B
& |
PE TOWN h
Y CENTRE Gy
i & o 5
Department of Home'
Affairs Cape Town
L] :
e @ @ District Six Museum |
n 50,
s o %
Aot #p

Vel

o
MapData TermsofUse Repon amap errar! (|
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& C | & Airbnb, Inc. [US] | https://www.airbnb.com/create-your-experience/3413807step_num=13 (0 @
@ Experiences Resources Up to date T
Photos *® .
About you What else do guests need to know before they book?

Put yourself in a guest’s shoes. Some information may seem obvious, but be
detailed so guests are over-prepared

What we'lldo
Where we'll meet Try addressing any concerns guests might have about booking your experience,

Where we'll be

What I'll provide

How do | create an experience? What guests

should bring I have no additional notes for my guests

Notes
(&) SETTINGS ( J
(&) REVIEW & SUBMIT

Rowing on the Bay

Is there nothing else guests should know?

Step 20

This is the last opportunity to tell guests anything they need to know
in advance. Once you have completed this section, you are almost
done. Click on save and continue to finish your listing. The last two
steps will be to view the settings and review and submit.
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What is an experience?

What is a qualifying experience?

Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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How to list an experience

<« X ‘ @ Airbnb. Inc. [US] | https://www.airbnb.com/experience-hosting/listings?from_nav=1 -Q-| Q i

@ Experiences Resources ?

Welcome back

Keep track of and edit all your experiences. Happy hosting!

Experience 5 -
You still have to complete a few more steps before you can submit your
experience.

Note

If you do not complete the listing in one go do not worry. Your information
will be saved and you can come back and continue with the listing at a later
time. Once your experience has been submitted to Airbnb, they will notify
you whether your experience is accepted onto the platform or not.
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Experiences

Tips for looking after your guests
onh experiences

Tips for looking after your guests « Keep your guests informed before, during and after the experience.
Keep in mind that they might not always have access to their phone since
they are travelling.

« Manage their expectations:

- Negative reviews are often based on unmet expectations, so make
sure guests have as much information as they need. Make sure that the
experience you are offering matches the description of your experience.

- Use pre-written messages to provide as much information as
possible.

- Communicate physical requirements or safety precautions in
advance.

- Send areminder at least 12 hours before you meet.

142



SECTION 3

Experiences

Tips for looking after your guests
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Take photos during the experience and surprise your guests by sending
these photos to them using the Airbnb messaging app. This will improve
the likelihood of receiving great reviews.

Make guests feel special. Simple things like knowing guests names,
smiling, making eye contact, and holding good conversations makes guests
treasure the experience.

Be smart about safety

- Provide safety equipment and guidance.

- Consider the order of events (e.g. no fire dancing after drinking).

- Beready for anything.

- Have basics on hand (e.g. first aid, extra water).

- Know how to reach authorities and the fastest route to the nearest
hospital.
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Experiences Other things you need to know

Service fees
Airbnb charges a host service fee of 20% for experiences. This is calculated
What is an experience? based on the price of the experience and is automatically deducted from the
host’s payout. For example, if your set price is R500, the host payout will be
R400. If Airbnb is required to collect VAT on the service fee, the VAT amount
Examples will be reflected clearly. Airbnb currently does not charge a guest service fee

What is a qualifying experience?

How do | create an experience? for experiences.

Tips for looking after your guests Social impact experiences

Other things you need to know Social impact experiences allow for hosts to partner with nonprofits to create
transformational interactions for local and global causes. Whether you're a
volunteer, employee, or community member of a registered non-profit, you
can create an experience that supports your cause. Most importantly, you'll
connect people, foster empathy, and scale impact.

Social impact experiences are a special category where Airbnb waives its
service fees so that 100% of the earnings go directly to the non-profit!
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Experiences Cancellation policy

Canceling or changing reservations violates our quality standard for
commitment to reservations, and is extremely disruptive to guests who have
planned their itineraries around attending your experience.

What is an experience?
If you cancel or change a confirmed experience reservation, Airbnb may

UL LS S LR e G pIETE Es temporarily suspend your ability to host an experience, or permanently
Examples remove your experience from Airbnb.
How do | create an experience?
You can cancel areservation penalty-free if:
Tips for looking after your guests « You had an emergency that’s covered by our extenuating
Other things you need to know circumstance policy, such as illness or an injury.
« You feel uncomfortable hosting a guest because of their behaviour.
« If your experience is weather dependant, make sure to plan an alternative
in case of bad weather. If inadequate weather presents a high risk for

guests’ security, then you can cancel your experience.
If you have to cancel for one of these reasons, let the guests know and contact

Airbnb to make sure the refund is processed.
How to contact Airbnb: www.airbnb.com/help/contact_us
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What is an experience?

What is a qualifying experience?
Examples

How do | create an experience?
Tips for looking after your guests

Other things you need to know
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Receiving payment

You can add or edit your payout methods in the profile section of your

account:

1. Go to account on airbnb.com

2. Select payout preferences

3. Click add payout method and enter your address to see the payout
options available to you.

Available payout methods and currencies differ by country.

Once a guest books an experience, Airbnb charges the guest.

Once the experience is hosted, Airbnb proceeds with your payment.

Reviews

How do reviews work for experiences?

After the experience ends, guests receive a reminder notification to leave a
review. Guests have 30 days to write a review and have the option to leave
both private feedback for their hosts, and public feedback for future guests.
At the end of the experience, collect feedback from guests and encourage
them to leave a review. Guests are also asked to upload photos of the
experience with their review.

Review history
To see reviews from past guests, visit the public page for your experience.
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Getting started

As you now know, Airbnb is an online accommmodation and experiences
platform.

o It has a website (www.airbnb.com) that can be accessed through a
computer or by downloading the app to your tablet or phone.

« Airbnb realises that as hosts and co-hosts you will be busy and you are
more likely to engage with the platform through the app.

» Use the app often, in order to familiarise yourself and find all the
information you need.

« The more you use the app, the easier it will become and you will discover
new things all the time.

« This section of the guide will provide a few additional tips on making the
most of the app.

« We won’t be able to answer all your questions in this toolkit but if you are
familiar with navigating the app, it is easy to use and by using the help
section you should be able to answer any questions you may have.
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app

Getting started
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Questions from hosts
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Remember what the app looks like on your home screen?
Open the app in hosting mode.

149



SECTION 4

The Airbnb Hosting mode
app

il MTN-SA & 17:28

A%l IMTN-SA = 18:21 42%E 4

Getting started . o> .

Valerie & Valerie %

. View and edit profile e View and edit profile o

Hosting mode

Notifications 2 Notifications
App basics

Invite friends (5] Refer o host &

Earn R2,918 for each new host you refer

Questions from hosts

Refer a host

Earn R2,918 for each new host you refer Credits & coupons Q
Experiences
Credits & coupons 1] (Switch to traveling a9
" 5 I d
( Switch to hosting % ) Community Center 8@
Settings 5§3 Settings @
Q @ @ O. &. ° L]
EXPLORE SAVED TRIPS INBOX PROFILE D ﬁ Eﬂ I l ‘ l &

INBOX CALENDAR  LISTINGS ~ PROGRESS  PROFILE

Top Tip

There are two modes on the app — hosting and travelling.

To switch between the two modes you need to use the switch
to hosting or switch to travelling commands. If you want to do
anything to your listing, you will need to be in hosting mode.
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app
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Switch to hosting
When you are in the app click on profile then select switch to
hosting.
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App basics
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If you want to make any changes to your listing settings, make

sure you are in hosting mode and then go to listings.



SECTION 4

The Airbnb
app

Getting started
Hosting mode

App basics
Questions from hosts

Experiences

153

App basics
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In hosting mode, look for the calendar at the bottom of the

screen.



SECTION 4

The Airbnb
app

Getting started
Hosting mode

App basics
Questions from hosts

Experiences

154

App basics
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How do | travel on Airbnb and book a
home or an experience?

Switch to travel mode, go to explore and then select your
destination, dates and number of guests. See page 15 for more

detail on how travellers book homes and experiences on Airbnb.

Select dates

w
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How do | schedule an experience?
In the in-app calendar, select a date and schedule an
experience.
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Where do | change my price?

You need to be in hosting mode, go to calendar, go across to

details and then you can change your price.
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Get started
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Completed Details

Hi Valerie, thanks a lot for all the
instructions, we are currently
having a great time at Madikwe
Park, flying off to Cape
tomorrow! Wish you and your
family a merry Christmas!

BR

S

Just checking everything was

okay and that you are in the
house? val

@‘] Pl Send

Where do | find my inbox so | can message

with guests?

Make sure you are in hosting mode. Click on the inbox icon at

the bottom of the page to see your messages.



SECTION 4

The Airbnb Questions from hosts
app

w!MTN-SA = 19:38 91% (W) 4
N “w wlTN'-s_;:« _‘e_‘__ 19:38 . 90% () 4
Gett|ng started T — : <  Q searchhelparticles
H OSt | n g mo d e Notifications Hosting Traveling
Browse help topics
Refer a host T%E’

App baS|CS Popular questions

Earn R2,918 for each new host you refer

A : Top host questions
Questions from hosts Creckts & coupons Q phost g
; : Guest cancellations
H Switch to traveling a9
Experiences
Community Center £, Pricing & availability
Settings o Canceling a reservation

( Get help ? ) Your payout status

== T LU=
INBOX ~ CALENDAR  LISTINGS  PROGRESS  PROFILE still need help? Contact us

Where do | find help?
In hosting mode, go to profile and then go to get help.
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Where do | change my payout methods?
Click on settings, then choose payout methods.
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App basics

Invite friends

Questions from hosts

Refer a host

Earn €13 for each new host you refer

Experiences

Credits & coupons Q

( Manage experiences

Your travel stories

11111

How do | access my experience?
In hosting mode, click on profile on the bottom right, followed
by manage experiences.
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How do | schedule an experience?
In the in-app calendar, select a date and schedule an
experience.
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Experiences

Rory Your calendar Detals
* Tap a date to check out your schedule and
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Edit

Edit

Pricing s locked for experiences with at
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Adjusting price per instance

In the app go to manage experiences then go to calendar,
select a date, select price per guest; edit. Change price and
update.
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Experiences

-

September 2018 Change group size

This will only appdy to guests who book on
We ™ Fr s Sat, Sep 22 - £30pm - 10:00pm

xh

Ve o

130 P

130 M on

Octy

Change group size

On the website/in the app go to calendar, select a date,
select change group size. Add the number of guests and
then select update.
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Thank yous o much for
. booking my
Details experience :)
You booked two spots
Time Edit ’
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Meeting location Edit @J Send

Individual messages
Select contact next to a guest’s name to reach them directly.

Group chat

Reach all confirmed guests on an experience at once.
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Getting started ¢

Hosting mode Your own photo
shoot in Bo-Kaap!

App basics Mon, Dec 31,10:30 AM -

11:30 AM
R490 ZAR per guest

Questions from hosts
3/3 guests booked

Guests can book until Sun, Dec 30, 2018
10:30 PM.

ﬁ Tiffany Contact

Experiences

Messaging
In the calendar, select the date of your upcoming experience to
see the confirmed guests for that date.
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FAQ Frequently asked questions

| can’t verify my ID, what do | do?
When you set up your account you need to verify your ID, here are some steps to
| can’t verify my ID, what do | do? help you should you have any issues:

s e e e e e When you’re asked for your ID, you’ll need to:

haven't received my payout yet? « Add a profile picture (if you haven’t added one already).

e Addaphoto of your ID document (driver’s license, passport, ID).

What to do if you have signed the - This could be an existing photo of your ID or you could take a new photo

mandate and you still have not of your ID using your phone or your computer.

i ?
FREENEE RV You may also be asked to take a brand-new photo of yourself.

What if | need to cancel because « Thisis not the same as your profile photo, and will be taken after you take
of an emergency or unavoidable a photo of your ID.
circumstance?  If this happens the new photo needs to match your ID photo and your ID

How do | contact Airbnb? must be valid.
If your photos don’t match, or if you’re under 18, or if your ID doesn’t
appear to be valid, you won’t be able to book the listing.

« If you’re under 18, all current reservations will also be cancelled.

« If you are struggling to complete the verification try with a different phone

with better image quality or a scanned copy of the ID could also help.
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F AQ My guests have checked out but | haven’t received
my payout yet?

| can’t verify my ID, what do | do?

My guests have checked out but |
haven’t received my payout yet?

What to do if you have signed the
mandate and you still have not
received payment?

What if | need to cancel because
of an emergency or unavoidable
circumstance?

How do | contact Airbnb?

168

Why am | not getting paid?

« Airbnb typically releases your payout/payment about 24 hours after your
guest’s scheduled check-in time, so wait at least 24 hours before querying.

How long does it take for the money to be in my bank account?

« After Airbnb releases the payout, it may take a few days for the money to
arrive in your account depending on your payout method e.g. Bank Transfer
or international wire can take 3-7 business days.

Other reasons you haven’t received your payment.

e Many banking systems don’t process transactions on weekends or holidays.
If your payout from Airbnb is completed between Friday and Sunday;, it
might not be processed until the next week.

It’s been more than three days and | haven’t received my payment?

(South Africa only)

« If you have not received your payout it may be because you have not filled
out the reporting mandate from the South African Reserve Bank.

« When receiving funds from overseas the South African Reserve Bank
requires the RECIPIENT of funds in South Africa to sign a reporting
mandate confirming the details and nature of the funds received from
overseas.

e Airbnb will send an email to the host with instructions on what to do,
which will be followed up with an email from exchange for free.
(reporting@exchange4free)
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FAQ o The host must then fill out the reporting mandate. Due to new Reserve Bank
changes, payment will not be completed until the host electronically signs the
mandate online.
» The payout will be released within 1-3 working days after the mandate has

. been signed.
| can’t verify my ID, what do | do?
My guests have checked out but | What to do if you have signed the mandate and you
haven’t received my payout yet? still have not received payment?
What to do if you have signed the e Callthis number: +2710 500 7818 or +27 10 500 7819 and ask for assistance
mandate and you still have not regarding your Airbnb payout that has not been received and request the
received payment? reporting mandate of 2018.

What if | need to cancel because
of an emergency or unavoidable
circumstance?

What if | need to cancel because of an emergency or

unavoidable circumstance?
» Call the helpline before cancelling or if you have to cancel urgently call the

How do | contact Airbnb? helpline to assist after the cancellation. Helpline number: +27 87 550 3924

» Go to the help pages online: www.airbnb.com/help?audience=host

« Airbnb may be able to give you a refund or waive the penalties if you have
to cancel because of an unexpected circumstance that’s out of your control
and which is covered by our Extenuating Circumstances Policy.

« Below s alist of circumstances covered by our Extenuating Circumstances
Policy.

» Before you cancel, check that your circumstance is included in the list below
and that you can provide the required documentation.
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My guests have checked out but |
haven’t received my payout yet?

What to do if you have signed the
mandate and you still have not
received payment?

What if | need to cancel because
of an emergency or unavoidable
circumstance?

How do | contact Airbnb?
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Extenuating Circumstances that require documentation

Death of a host, guest, or their immediate family member.

Serious iliness of a host, guest, or their immediate family member.
Official/Government - mandated events.

Severe damage to the home that makes it unsafe to host guests, or that
prevents guests from accessing basic amenities like running water (proof
will be required).

Circumstances that require special review.

Severe security, political or civil unrest.

Natural disasters such as severe storms, earthquakes, flooding etc.
Endemic disease or illness that suddenly affects a region such as Ebola,
Zika, Chagas disease.

What to do next
If you’ve confirmed that your circumstance meets the requirements above,

cancel your reservation. Airbnb will walk you through the next steps, which will

include submitting any required documentation and waiting for our team to

review your case.

How do | contact Airbnb?

www.airbnb.com/help/article/1542/i-want-to-contact-airbnb
South Africa customer service (+27 87 550 3924)
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