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Reviews 



REVIEWS 

It’s obvious that reviews are crucial for your business, did you know that, in general, 
72% of customers are more likely ti buy after viewing a positive review of the prod-
uct? 

        TripAdvisor: Study Reveals 77% of Travelers More Likely to Book When Business 
Owners Respond to Reviews

         Airbnb: Guests are 56% more likely to book a future trip through Airbnb when 
they rate the trip at least 4* and report no issues.

       Booking.com: Maintaining and improving your Guest Review Score can help 
attract more guests to your property via our platform. Travelers often search and 
choose stays using the Guest Review Score filter, so a high score is key to increasing 
bookings.

      Expedia: Recent Expedia Group research found that travelers are more influenced 
by guest ratings than by the hotel brand when it comes to choosing where to stay .

      Google: The more Google reviews you have, the better you rank among your com-
petitors on Google. Getting reviews and being active by answering them will boost 
your local search rankings. The more reviews you have, the more Google will reward 
you. Reviews are a good source for optimizing your customer experience.
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Airbnb Plus

Hosting Quality
Overview 



Account Settings Listing Content Booking Experience Delighting Guests

Hosting Quality

Airbnb believes quality begins during trip discovery and continues through 
the booking process to the on-property experience

Guests are 56% more likely to book a future trip through Airbnb when they rate the trip at least 4* and report no issues
Based on Airbnb internal data for 2019



Account Settings

Airbnb is built on trust. One of the first steps to building 
trust with Airbnb guests is through a few key 
verifications and hosting commitments.  

Verification: 

- Identity 
- Listing address

Commitments: 

- COVID-19 safety practices
- Community Commitment and Nondiscrimination 

Policy 

https://www.airbnb.com/help/article/1237/verifying-your-identity
https://www.airbnb.com/help/article/2848/confirming-your-listing-address
https://www.airbnb.com/help/article/2839/health-and-safety-requirements-for-airbnb-stays
https://www.airbnb.com/help/article/1523/general-questions-about-the-airbnb-community-commitment
https://www.airbnb.com/help/article/2867/nondiscrimination-policy
https://www.airbnb.com/help/article/2867/nondiscrimination-policy


Account Settings
Verification - ID and Listing Address

At Airbnb, we’re always working to build greater trust in our community. That’s why, before becoming a Host, we may ask 
for a government ID and/or have you confirm the legal name of your business point of contact and add property 
addresses. If you’re an existing host on Airbnb, you’ve likely already completed these requests. 

Verification type Process 

ID Verification 

When you’re asked to confirm your identity, you’ll need to add either 
your legal name and address, or submit a photo of your government 
ID. This could be a driver’s license, passport, identity card, or visa.

In some cases, you may not need to add a government ID. We’ll 
confirm you’re really you when you add your legal name and address 
(this should match where you get banking documents or utility bills).

Listing Address 
Two methods available – we’ll let you know which one applies to you 
when we ask you to confirm 

Method 1: Documentation
Take a photo of a qualifying document or upload one you have on file.

Method 2: Security code
We’ll mail you a letter containing a unique security code that you’ll 
need to enter online at the provided URL within 60 days. After that, 
you’ll find out if you’re confirmed within minutes.

https://www.airbnb.com/help/article/1237/verifying-your-identity
https://www.airbnb.com/help/article/2848/confirming-your-listing-address


Account Settings
Commitments - Health and Safety 

During the COVID-19 pandemic, it’s important to keep health and safety in mind. We’ve created a set of mandatory 
COVID-19 safety practices for both Hosts and guests of Airbnb listings, based on guidance from experts like the World 
Health Organization and the US Centers for Disease Control. 

In addition, you should be familiar with general health and safety guidelines for COVID-19 safety, continue to monitor 
applicable government travel restrictions and advisories, and follow all national and local laws and guidelines.

Health and safety requirements Commitment 

Required COVID-19 Safety Practices 

1) Follow Airbnb’s 5-step enhanced cleaning 
process between each stay

2) Wear a mask and practice social distancing when 
required by local laws and guidelines

When required by local laws or guidelines, all Hosts and 
guests must agree to:

- Wear a mask or face covering when interacting in 
person, and

- Maintain 6 feet/2 meters of distance from each 
other at all times



Account Settings
Commitments - Enhanced Cleaning Process  

The 5-step enhanced cleaning process is a set of cleaning practices that all Hosts are required to follow between guest 
stays, in addition to following their local laws and guidelines.

Steps Commitment 

Step 1: Prepare 
- Ventilate the space before and during cleaning, when possible
- Use disinfectants approved by your local regulatory agencies for use against COVID-19
- Always read the directions and warnings on your cleaning products carefully
- Wash or disinfect your hands

Step 2: Clean 
- Sweep, vacuum, dust, and/or mop areas before sanitizing
- Wash dishes and laundry at the highest heat setting possible
- Wipe down hard surfaces with soap and water

Step 3: Sanitize
- Spray high-touch surfaces in each room with an approved disinfectant spray
- Let the disinfectant stand for the length of time specified on the product label
- Allow the surface to air-dry

Step 4: Check 
- Refer to the best practices in each room-by-room checklist to make sure that all areas are cleaned 

and sanitized between each stay
- Share these best practices with your hosting team and cleaning professionals

Step 5: Reset 
- Wash your hands before replacing guest supplies, linens, and cleaning kits
- Safely dispose of or wash cleaning supplies and protective gear
- Don’t re-enter a room once it’s been sanitized
- Clean your equipment between each turnover

https://www.airbnb.com/progress/cleaning


Account Settings
Commitments - Nondiscrimination Policy 

Everyone who uses Airbnb must agree to our Community Commitment  and Nondiscrimination Policy.

“I agree to treat everyone in the Airbnb community—regardless of their 
race, religion, national origin, ethnicity, disability, sex, gender 
identity, sexual orientation, or age—with respect, and without 

judgment or bias.”

https://www.airbnb.com/help/article/1523/general-questions-about-the-airbnb-community-commitment
https://www.airbnb.com/help/article/2867/nondiscrimination-policy


Listing Content  
Attract guests and set the right expectations.

The quality and accuracy of all listings is a top priority for 
Airbnb in 2021 and beyond. To help ensure prospective 
guests can find what they are looking for, and that their 
stays meet expectations. 

Photography

- Photo quality 
- Number of photos 
- Photos of the right attributes 

Accurate Listing Details

- Amenities 
- Accessibility features
- Listing type 
- Property type  

Discover photography tips, Host ideas, and more to help your 
space stand out.

Learn more about how Airbnb protects hosts.

https://www.airbnb.com/resources/hosting-homes/t/listing-details-photos-7
https://www.airbnb.com/resources/hosting-homes/t/listing-details-photos-7
https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Listing Content 
Photography 

Your photos can have a big impact on how well your listing performs. 
Listings with higher quality photos generally stand out in search results and get booked more often.

Area of focus Best Practices  

Cover + Grid
Room diversity in photo grid

Photo grid and cover photo can highlight what is unique 
about property and give a brief overview of the layout

Technical
Sharpness

Clear imagery, not blurry 

Home Tour
Layout of photos

All rooms in the home featured 
Images ordered by room 

Accuracy 
Amenities + key listing features 

Add additional images to highlights of listing key amenities 
and uniqueness

Number
Minimum of 5 photos and fewer than 50 photos in total
We’ve found that listings with > 16 photos perform better

Are your photos in need of a refresh? We can help! 

https://www.airbnb.com/resources/hosting-homes/a/upgrade-your-listing-photos-46


Listing Content 
Photography 

We’ve found that professional photography can help your listing stand out and perform better than it otherwise might.

Are your photos in need of a refresh? We can help! 

Upgrading your listing photos

Select and Edit Photos

Take great photos on your smartphone 

Photographing accessibility features

Pro Photo Guide

https://www.airbnb.com/resources/hosting-homes/a/upgrade-your-listing-photos-46
https://www.airbnb.com/resources/hosting-homes/a/select-and-edit-photos-for-your-listing-222
https://www.airbnb.com/resources/hosting-homes/a/take-great-listing-photos-on-your-smartphone-221
https://www.airbnb.com/resources/hosting-homes/a/a-guide-to-photographing-accessibility-features-30
https://www.airbnb.com/d/pro-photo-guide


Listing Content 
Accurate Listing Details - Amenities

Guests often apply search filters to find properties with the amenities or features they want. 
Consider adding amenities to your listing if you haven’t already done so. 

Top 10 Searched for Amenities Best Practices  

Air conditioning and Heating Guests want to be comfortable on trip, help them know what to prepare for 

Free parking Don’t overlook this amenity, guests do not like unexpected fees

Kitchen A well stocked kitchen goes a long way with guests

Pet-friendly space Check that your settings are up to date in your listings’ House Rules section 

Pool or hot tub If offered, check that your listing highlights these amenities 

TV (and cable) Highlight this features through photos as well

Wifi Make sure guest know how to log on. You can also add Wifi speeds to help guests know what to 
expect 

Washer If a washer is offered,  ensure its in working order and guests know how to operate it

Discover more amenity recommendations.

https://www.airbnb.com/help/article/3003/verify-your-internet-speed
https://www.airbnb.com/resources/hosting-homes/a/the-amenities-guests-want-25


Listing Content 
Accurate Listing Details - Amenities

Update your amenities to ensure guests find you when they search. If you have 6 or more listings, you can make 
bulk edits to multiple listings at the same time. 

To make the edits:

1. Log in to your Airbnb account on your desktop 
computer

2. Go to Your listings
3. For each of the listings you’d like to edit, click 

the check box next to the listing name
4. Click the Edit button that appears after you've 

selected the listings
5. Choose the information you’d like to edit from 

the options shown
6. Make the changes and click Save

If you’re managing your Airbnb listings through an API 
connection:

Limited Sync API

- You can bulk-edit all of the above information (except 
fees and charges). 

Everything Synced 

- You’ll need to update using property management 
software.

https://www.airbnb.com/rooms


Listing Content 
Accurate Listing Details - Accessibility 
features

We want to make travel more inclusive and accessible 
for everyone. 

- Guests with mobility needs often rely on 
photos to make sure a listing will work for them. 

- We require hosts provide photos of every 
accessibility feature they have.

Need for inclusive accommodations is growing

- $58.7 billion was spent on accessible travel from 
2018-19 (up 70% from 2015)

According to the Open Doors Organization’s (ODO), 2020 
Market Study on Adult Travelers with Disabilities



Listing Content 
Accurate Listing Details - Accessibility features

What makes a listing accessible varies depending on the guest, so the most important thing is to provide clear and 
accurate information about your listing and make sure to communicate with your guests.

Add photos of your accessibility features with these tips to showcase your space to the 300,000 guests who have 
used accessibility filters to narrow their search for Homes listings in recent months*. ( *July through September 2021)

Accessibility features Action for Hosts

- No stairs, or steps, to get inside
- No stairs, or steps, to bedroom
- No stairs, or steps, to bathroom
- Step-free path to entrance
- Step-free shower
- Fixed grab bars for shower or bath
- Fixed grab bars for toilet
- Shower or bath chair

- Ensure relevant features are added to your listings

- Submit clear photos of each feature (see following 
slide for instructions)

https://www.airbnb.com/resources/hosting-homes/a/a-guide-to-photographing-accessibility-features-30


If you load directly on Airbnb or use a 
Limited Sync API connection 

1. Select listings tab
2. Select the listings you want to add 

accessibility features to
3. Scroll down to the accessibility section and 

select edit (see example)
4. Select which room you want to add 

accessibility features to (see video example)
5. Select the accessibility feature(s) you want 

to add and upload the photos that show the 
feature(s) so guests know what to expect

Listing Content 
Accurate Listing Details - Accessibility features

The instructions to help you add accessibility features on Airbnb depending on how your photo and listing 
descriptions are uploaded on Airbnb.

If you use a Full or Everything sync API connection: 
We developed an Accessibility API feature that would allow 
you to add accessibility features in bulk. 

How to proceed if your API software provider currently 
does not support uploading accessibility amenities: 
We invite you to share with your API software POC your 
interest in highlighting your accessibility features..

https://www.airbnb.com/hosting/listings
https://share.getcloudapp.com/lluoNAPz
https://share.getcloudapp.com/lluoNAPz
https://developer.airbnb.com/changelog/new-simplified-accessibility-amenities


To update Property and Listing Types:

1. Go to Menu, select Listings, and click the 
listing you want to change

2. Under Listing details, go to Property and 
rooms and click Edit

Note: if using an API connection on Everything Sync 
manage this setting from your software

Listing Content 
Accurate Listing Details - Property and listing type 

Airbnb offers a wide variety of spaces, ranging from shared rooms to private islands. There are multiple types of 
properties and four specific types of listings: entire place, private rooms, hotel rooms, and shared rooms. 

https://www.airbnb.com/hosting/listings


Booking Experience 
To help create comfortable, reliable stays for guests, we ask 
all Hosts to meet these basic requirements for each of their 
listings. 

*Failure to meet these basic requirements may result in your 
listing or host account being suspended or removed, and/or 
may affect your eligibility for Superhost status* 

Responsiveness: Keep your response rate high by replying to 
booking requests and inquiries within 24 hours

Acceptance Rate: Make guests feel welcome by accepting 
requests whenever you’re available

Cancellations: Take cancellations seriously and try to avoid 
them—they’re a huge inconvenience

Review Rating: Maintain a high overall rating. Guests expect a 
consistent level of quality throughout the booking process and 
factor this into their overall experience. 

Learn more about how Airbnb protects hosts.

https://www.airbnb.com/help/article/576/host-requirements
https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Enforcement Detail

Acceptance Rate 
5 Day Suspension
(host-level = all listings)

Listings may be suspended for 5 days if a host declines multiple consecutive 
reservation requests.

Responsiveness 
Temporary Deactivation
(host-level = all listings)

Listings may be temporarily deactivated if a host responds to fewer than than 50% 
of recent booking requests and inquiries within 24 hours.

Cancellation (Commitment)
Account Removal
(host-level = all listings)

Hosts may be suspended and removed from Airbnb if they cancel a high volume of 
reservations.

Understanding how your listings are performing - Booking process
Your listings may be suspended if you fail to meet the basic requirements for response rate and accepted 
reservations. If your listing is suspended, it won’t show up in search results and you won’t receive any new 
bookings.

You’ll have the opportunity to reactivate your listing once the suspension period is over, subject to a review by 
Airbnb. 

https://www.airbnb.com/help/article/1303/why-was-my-listing-paused-or-suspended


Learn more about how Airbnb protects hosts.

Behavior Recommendation 

Taking people off of the Airbnb platform for new, partial, 
or future bookings or transactions

Review Airbnb’s full Off-Platform Policy and your current 
communication operations to ensure compliance 

Asking guests for, or using, contact or identity 
information in ways unrelated to their stay, or that 
compromise the quality of their stay

Taking people off of the Airbnb platform for feedback 
and reviews

Requiring guests to use other websites or apps to 
physically access their listing

Booking Experience 
Off-platform Policy 

We require that you process all communication and transactions with guests through the Airbnb platform. 
In order to protect our community and business, the following behaviors are prohibited. 

https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5
https://www.airbnb.com/help/article/2799/airbnbs-offplatform-policy


Meeting Guests Expectations On-trip

Learn how to delight guests, create memorable stays, 
and attract 5-star reviews.

Key components 

- Host Reliability Standards
- Subcategory Review Ratings
- Understanding how your listings are performing

https://www.airbnb.com/help/article/2895/host-reliability-standards


Meeting Guests Expectations On-trip
Host Reliability Standards 

In addition to behaving in accordance with our Community Standards, which apply to all community members, 
Hosts must meet our Host Reliability Standards

These standards include:

● Host commitment (not cancelling) and communication
● Listing cleanliness and accuracy 

 
Airbnb reviews all reported violations of these standards. Depending on the severity and frequency of 
violations, we may take appropriate enforcement action such as removal of payouts, suspension of listings, or 
removal of listings or accounts

Please familiarize yourself with these standards 

Learn more about how Airbnb protects hosts.

https://www.airbnb.com/trust/standards
https://www.airbnb.com/help/article/2895/host-reliability-standards
https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Meeting Guests Expectations On-trip
Subcategory Review Ratings 

In addition to written and overall star rating review reviews, guests will rate the following subcategories, some of which 
overlap with our Host Reliability Standards. 

Read your past written reviews and analyze your subcategory scores to determine how to better prepare for your next 
guest.

● Communication Did the you respond to guest messages promptly?
● Check-in Was it easy for the guest to check-in?
● Cleanliness Did the place meet our cleanliness standards?
● Accuracy Was the property accurately represented on your listing page with up-to-date photos and info? Was everything 

promised in the listing available and in good, working condition?
● Location Was your location was accurately depicted on your listing page?
● Value Was it worth the price?

Learn more about how Airbnb protects hosts.

https://www.airbnb.com/help/article/2895/host-reliability-standards
https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Learn more about how Airbnb protects hosts.

Communication Leverage technology 
- Scheduled messaging 
- Quick replies 
- Messaging API - where available  

Check-in Make hassle free
- Add check-in instructions to your listing
- Provide a lockbox, smart lock, or keypad for effortless self check-in
- Have physical copies of Wifi details and House Rules in unit 

Cleanliness Invest in perfecting turnover 
- Pay special attention to bathrooms, floors, linens, and towels
- Cleaning also means clearing clutter and checking for left-behind personal items

Accuracy Set expectations 
- Review what you’ve listed on your page before your guests arrive
- Make sure your listing photos fairly represent the condition and layout of the space

Location Be open and honest 
- Consider disclosing useful information like street noise, transportation options, neighborhood safety 
- Help guests live like locals by creating or providing a Guidebook 

Value Adjust as needed
- Compare your listing to similarly priced and reviewed properties
- Help guests understand what they are paying for in your listing description 

Meeting Guests Expectations on-trip

Course correcting when things don’t go smoothly. Suggestions and tips to improve the guest experience 
for the six sub-category ratings. 

https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Enforcement Detail

Review Rating 
5 Day Suspension
(listing-level)

A listing may be suspended for 5 days because its review rating dropped after a 
recent guest review. 

Review Rating 
30 Day Suspension
(host-level = all listings)

All listings may be suspended for 30 days because your account’s average review 
rating over the last 365 days dropped below 3.7.

Review Rating - Removal 
(host-level = all listings)

Hosting privileges may be permanently revoked if your average review rating over 
the last 365 days was below 3.7 and doesn’t improve during the 30-day suspension 
period. All of your future reservations will be cancelled. 

Understanding how your listings are performing - On-trip
Listings may be suspended if you fail to meet the basic requirements for overall rating. If your listing is 
suspended, it won’t show up in search results and you won’t receive any new bookings.

You’ll have the opportunity to reactivate your listing once the suspension period is over, subject to a review by 
Airbnb. A low average review rating score could lead to permanent removal from Airbnb.

https://www.airbnb.com/help/article/1303/why-was-my-listing-paused-or-suspended


Understanding how your listings are 
performing  

How to know if you are meeting expectations or 
have room for improvement

Superhost Status (doing great!)

Celebrates and rewards Airbnb’s top-rated and most 
experienced hosts, evaluated quarterly 

- 4.8 Overall review score 
- <1% host cancellation rate 
- 90% response rate 
- 10+ trips hosted 

Failing to meet basic requirements (need work)

Hosts are notified  when quality does not meet Airbnb’s 
standards

- Warning notifications 
- Suspensions 
- Host removal



What’s to come in Q4 and 2022

Insights and Engagement 

1. We’ll be exploring ways to provide hosts 
more insight into their quality 
performance  

2. We want to hear your thoughts on what’s 
most important and what you can do to 
improve 

3. We’ll be kicking off a number of initiatives. 
If it makes sense to partner we’ll be 
reaching out! 

Focus and Enforcement on 

1. On-trip Quality Standards 

2. Safety and Commitments

3. Off Platform Policy 



On-Trip Quality Standards  

Our current on-trip quality standards primarily relies on 
guest review rating to measure quality and penalize poor 
performing hosts.

In the future, we’re looking at ways to potentially 
incorporate additional signals that we’ve found to be 
correlated with high-quality stays, listings, outstanding 
Hosts, and guests rebooking.  

Including more signals - like quality issues reported to 
Airbnb Customer Service by guests - can give Hosts 
better insight into their own holistic quality. 

Common issues guests experience on-trip and
 reported to Airbnb are:

1. Check-in and Check-out
2. Cleanliness
3. Conflict and Communication Issue with Host
4. Listing Accuracy

We believe with the right investment, focus, and 
hospitality, all Hosts can aim for 5* stays every trip and 
avoid  major guest issues.

 

Learn more about how Airbnb protects hosts.

https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Safety and Commitments

COVID-19: We continue to monitor the evolving 
landscape and listen to experts to refine our 
approach to issues related to the pandemic

Starting in October we’re making some 
enhancements to our internal workflows for 
processing COVID-19 cancellations. For example, 
we’ll only allow guests to cancel reservations that 
begin within 14 days of COVID-19 infection.

To further protect our community, we will also 
prevent guests who cancel due to COVID-19 
infection from rebooking or traveling on our platform 
for at least 14 days following their cancellation. We 
also ask guests canceling under the policy to provide 
supporting documentation (such as proof of a 
positive COVID-19 test result), where legally allowed.

Learn more about how Airbnb protects hosts.

https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Off Platform Policy 

In order to protect our community and business, the 
following behaviors are prohibited: 

● Taking people off of the Airbnb platform for new, partial, or 
future bookings

● Asking guests for, or using, contact or identity information in 
ways unrelated to their stay, or that compromise the quality of 
their stay

● Taking people off of the Airbnb platform for feedback and 
reviews

● Requiring guests to use other websites or apps to physically 
access their listing

Please review the policy carefully, and make any necessary 
changes to your operations to ensure they comply.

Learn more about how Airbnb protects hosts.

https://www.airbnb.ie/resources/hosting-homes/a/how-airbnb-protects-hosts-5


Quality Focus Area Topic Next Steps Owner 

Listing Content 

Photography

Accuracy amenity and listing 
attestation 

Accessibility 

Booking Experience 
Responsiveness & Acceptance

Off-Platform Behavior 

Delighting Guests 

Meeting Guests Expectations  

Understanding your 
performance 

Taking action to improve listing quality 

Use this chart to document key takeaways and next steps to put today’s learnings in motion to improve listing quality!



If you have questions on how to set up your properties via Kigo to rank better and get the most out of the OTA’s, reach out to your 
Account Manager or email us at AM@kigo.net  with “ Check&Connect ”on the subject, with any questions! 

SUMMER CAMPAIGN 2022
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