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AlIrBnB
Horror Stories

* Over 127000 complaints from Twitter, AirBnB (2015-2020).
Including:
- Scams (Fake listing, Accounts Hacked)
- Unsafe Conditions - 7719 complaints
- 1274 Issues were police were involved
(drugs, weapons, bodily assault, or rape) :
* AIrBnB Spends on average $50 Million annually on payouts. 2

1. https://www.asherfergusson.com/airbnb/
2. Olivia Carville, June 15, 2021 https://www.bloomberg.com/news/features/2021-06-15/airbnb-spends-millions-making-
nightmares-at-live-anywhere-rentals-go-away

after analyzing complaints published from | 2020.

Five common causes of Airbnb guest complaints on Twitter

Here's what's most likely to go wrong according to Airbnb guests who shared their experience via Twitter:

0% 25% 50% 75% 100% @ Customer Service Problems (72.2%)
* Limited support in emergencies « Deactivates guest account
= ___, * Unreachable or very rude + Disorganized, chaotic team
(TECLEECIEER SRR (91,826 instances) . penies refunds unfairly - Provides wrong answers
Only offers partial refunds + Promises but never delivers
Policies unfairly favor hosts + Hangs up on customer
Scams (28,325 instances) a
® Scams (22.3%) Unsafe Conditions (6.1%)
Multiple listings scam » Pest infestations or unsanitary
Host Cancels Stay (13,195 instances) * Not as described * Hostile host/ experience
« Account hacked « Unsafe, broken amenities
| « Fake listings/ reviews « Hidden cameras
Unsafe Conditions (7,719 instances) Host Cancels Stay (10.4%) Discrimination (3.8%)
| = Host cancels for “legit” reason + Disability discrimination
Family emergency * Racial discrimination
Discrimination (4,851 instances) * Plumbing problem, etc + LGBTQ+ discrimination

Partial refund or coupon offered + Other types of discrimination

Breaking down the top SCAMS affecting Airbnb guests

Of the 28,325 instances of Airbnb scams (see above) we reviewed, here are the most common:

® Multiple Listings Scam (41.1%) Fake Fake Other Scams (9.2%)
1. Multiple listings of the same property R‘(’;’é‘-:,"')”s L'(s;;’;?s 1. Host demands extra “taxes

at different price points

2. Host cancels last minute for higher
paying guest or offers an inferior property
3. Airbnb may collect fees regardless

and fees" in cash upon arrival
2. Host falsifies damages

3. Listed amenities withheld for
“cash surcharge”

4. Fake Airbnb emails/ website

® Not as described (25.7%) . ‘
1. Photos don't match reality Multiple Fake Listings (2.5%)

2. Location is wrong 1. Duplicate or fake listings

3. Amenities are missing (11,652) 2. Fake listing photos

4. Accommodation is unkept 3. Fake listing address

4. Hos! circumvents Airbnb ban

Account Hacked (20.7%) using a different identity

1. Hacker makes booking with

guest's account & payment method
2. Hacker locks guest out of their account
3. Airbnb may not resolve the hack making
the guest believe that Airbnb itself is the scam

Fake Reviews (0.8%)

1. Reviews are clearly fake
2. Airbnb censors reviews
3. Blackmailed for good review

4. Can be a method of money laundering The number of instances of 4. Host engages in review
5. Airbnb may collect fees regardless Sachiype ol:A an manipulation techniques
Breaking down the top at Airbnbs

Of the 7,719 instances of “unsafe conditions” (see above) we reviewed, here are the most common:

Infestations / Unsanitary (55.8%) Theft  Hidden Unsafe Amenities (7.5%)

(149) Cameras ynsafe

1. Extreme bug infestations (251)  Amenities - Carbon monoxide issues

2. Unsanitary living conditions (bodily (581) 2. Electrical/ fire hazard or
fluids, rotting trash, cigarette smoke, etc.) problem with smoke alarm

3. Problems with rodents 3. No keys or entrance code

4. Dangerous mold present 4. Other broken amenities
Serious Safety Issues (16.5%) Hidden Cameras (3.2%)

1. Police had to be called due to 1. Undisclosed hidden cameras
a serious safety issue at the property and/ or microphones

2. Drug use, deals, or paraphenalia 2. Bedroom/ bathroom cameras
3. Weapon found (gun, rifle, knife) 3. Many hidden cameras go

4. Bodily assault, harm or rape undetected since they are so



https://www.asherfergusson.com/airbnb/

APRIL: Etobicoke mansion, one man was shot during a large party;
MAY: A man shot to death at prom after-party at an Airbnb property
In Stouffville.

AUGUST: A man was seriously injured by gunfire outside a Bridle
Path Airbnb rental.

SEPTEMBER Airbnb host in Maple, had her house, car and garage
sprayed with bullets after she stopped a party and evicted guests.
OCTOBER: A person was shot and killed at an Airbnb rental in
Newmarket.

DECEMBER: A shooting took place during a party at an Airbnb

rental near Pape and Danforth Aves. Gun violence all too
common at Airbnb
Liz Braun, Feb 01, 2020https://torontosun.com/news/local-news/gun-violence-all-too-common-at-airbnb-rental-properties re ntal prO perties
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https://torontosun.com/author/lbraunscribe/

