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Airbnb uses Al to reduce
host complaints,
personalize travel
planning

Article

The news: Airbnb is using Al to vet guest bookings and has stopped more than 1.4 million
people from having parties in host homes and reduced party complaints from hosts by over
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50%, Airbnb chief business officer Dave Stephenson said at this week’s HumanX conference.

Airbnb’s screening system goes beyond reservation details, using factors like a guest’s age,
location, and prior instances of policy violations to prevent unauthorized activities.
Stephenson explained that Airbnb’s Al considers context, like someone booking a placein
their own city just before their 18th birthday—likely signaling a party.

Al across the board: Airbnb is also developing Al tools to personalize rental
recommendations based on user behavior. Once more user data is gathered, this will become
a virtual travel agent, helping users plan their entire trips.

Stephenson said the future “digital concierge” could offer suggestions for transportation,
dining, and vacation activities. Recommendations will be based on user data and context like
whether guests are traveling with a partner or children or on a business trip.

* “The more (guests) interact with us, the better we can actually do predicting and matching.
The happier they’re going to be, the more likely they are to come back,’” Stephenson said.

" He added that Airbnb’s massive customer base is an asset to model training, since the
company can build an Al tool on data from Airbnb’s own users.

An opening in the market? A digital concierge could be a lucrative endeavor for Airbnb
considering 38% of vacation bookers think Al-powered recommendations are helpful, per
YouGov. Those suggestions could be even more valuable if coupled with agentic Al services
that actively book transportation or activities.

Our take: Airbnb could set up new revenue streams if it lets local businesses and airlines
partner with the incoming digital concierge for sponsored content within user
recommendations.

However, Airbnb’s extensive data gathering to prevent unauthorized bookings could result in
users feeling like their personal information is being overly scrutinized.
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US Vacation Bookers Who Find Al-Powered
Vacation Recommendations Helpful When It
Comes to Booking a Vacation, Dec 2024

% of respondents

Helpful 38%
\| helpful nor unhelpful 26%
Unhelpful 20%

Note: n=>330 ages 18+; excludes "don't know" responses; US vacation bookers refers to
those who answered, "l am the primary person responsible for booking my trips" to the
question "which of the following statements best describes your role in booking vacations?"
Source: YouGov, "Booking burnout: What stresses American travelers in 2025?" Jan 16,
2025
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