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Case Study MT1.2_6 

Success Story: "Airbnb's Survival and Growth During the Pandemic"  

 

Introduction: 

Airbnb, a global online marketplace for lodging and travel experiences, faced an unprecedented 

challenge during the COVID-19 pandemic. With travel restrictions, lockdowns, and a sharp decline in 

tourism, the company experienced a significant drop in bookings. The leadership team had to navigate 

this crisis creatively to not only survive but also find new avenues for growth. 

 

Discussion Points: 

Context Setting: 

Facilitator: Introduce the case by outlining the challenges Airbnb faced during the pandemic, including 

the sudden halt in travel, cancellations, and the uncertainty of the future. 

Initial Response: 

Facilitator: Discuss Airbnb's immediate response to the crisis, which involved acknowledging the 

situation, offering refunds to guests, and supporting hosts financially during the initial wave of 

cancellations. 

Brainstorming and Adaptation: 

Facilitator: Highlight Airbnb's shift from being primarily a travel accommodation platform to adapting to 

the changing needs of its users. Discuss the brainstorming process that led to innovative solutions. 

Virtual Experiences: 

Facilitator: Explore how Airbnb introduced "Online Experiences," allowing hosts to offer virtual activities, 

classes, and tours. Discuss the creativity behind this pivot and its impact on both hosts and users. 

Community Engagement: 

Facilitator: Discuss Airbnb's focus on community engagement, encouraging hosts to share their local 

expertise and create unique experiences that travelers could enjoy once restrictions eased. 

New Offerings: 

Facilitator: Explore how Airbnb introduced new offerings such as long-term stays and work-from-home 

options. Discuss the creative thinking behind these additions and their alignment with evolving 

consumer preferences. 
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Marketing and Branding: 

 

Facilitator: Examine Airbnb's marketing strategies during the pandemic. Discuss how the company 

creatively repositioned itself as a platform not just for travel but for connecting with unique experiences 

and people. 

Global Impact: 

Facilitator: Explore how these creative problem-solving initiatives had a global impact, allowing Airbnb 

not only to weather the storm but also to position itself for growth in a changed travel landscape. 

Lessons Learned: 

Facilitator: Engage participants in discussing the lessons that can be learned from Airbnb's success story. 

Emphasize the importance of adaptability, creativity, and staying connected with the community. 

Interactive Discussion: 

Facilitator: Encourage participants to share their thoughts on how the Airbnb case study inspires their 

own approaches to problem-solving and creativity in their respective fields. 

Conclusion: 

The Airbnb success story serves as a compelling example of how creative problem-solving and 

adaptability can turn a crisis into an opportunity for growth. It provides valuable insights into the 

importance of staying connected with the community, understanding evolving customer needs, and 

thinking creatively about new ways to deliver value. 


