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So what is Etsy?

A website that offers an international 
marketplace for people to buy and sell 

handcrafted and vintage goods. 



How craftspeople are selling 
their creations through Etsy’s 

online platform and other 
alternatives, and what are their 

unmet needs?

What we wanted to investigate



Although Etsy is the most 
established business in the 
market, it fails to create 

emotional connections between 
buyers and sellers.

What we thought



SECONDARY RESEARCH



Leader Established Emerging



What we learned from the internet

Data Comparison Forum PostOnline Poll My Forum Post



PRIMARY RESEARCH: INTERVIEWEES



Julian NarissaRose
Self made textiles 
and fashion 
designer 

Worries her designs 
will be copied by 
other designers. 

Manger of Storenvy 
and director of Black 
Market: SF  

Strong supporter of 
the handmade crafts 
community. 

Fashion Designer & 
UX designer 

Values the story 
behind the passion, 
process and effort of 
her purchases.



Courtney ChrisLeah
Fashion designer & 
Dress maker. 

Values the 
connections she has 
made with her 
customers. 

Avid Etsy user. 

Once bought a doll 
couch when looking 
for a full sized couch 
on Etsy. 

Opened his own 
shop called T-WE. 

Needed to convey 
his handcrafted 
nature.



PRIMARY RESEARCH: 
PARTICIPATORY DESIGN



DorothyAlexisNick







PRIMARY RESEARCH: 
IMMERSIONS



To really understand crafters 
we immersed ourselves into 
the physical marketplace to 

distinguish the barriers Etsy’s 
online platform creates.



Black Market SF



Black Market SF



We learned how much of an 
impact being able to 

communicate and share made 
on the decision to buy. Etsy 
could benefit from better 

communication.



B e f o r e D u r i n gE n t e r i n g

Nice looking website 
made me take the 
event more seriously.
Curiosity increased. 

Curious why store 
owner was so excited 
about it.

Didn’t have any plans 
for Saturday. Happy to 
get invited.

Really happily sur-
prised. Cool purple 
and pink lighting. Cool 
decorations,  music, 
visuals. Got a party 
vibe. 

Crowds outside sur-
prised me. Felt like 
entering a club.

Had no idea what to 
expect.

Really nice group of 
guys. As a skater 
hearing this was really 
interesting to me. I 
wouldn't have known 
any of these things if I 
hadn’t talked to them.

Impressed by the time 
spent crafting, arrang-
ing, and decorating 
their booth.

Bar was attractive, had 
an interesting sculp-
tural lighting above. 
Music fit the mood, 
kept the party vibe 
going.  

Had a great time, 
would definetly come 
back with a friend. 

Wasn’t really interest-
ed. Just wanted to try 
the juice.

Liked the fact it made 
me think about myself.

Excited and curious 
about what the game.

Looked at ticket 
prices, decided to pay 
at door. Drove there 
next day.

Showed my ID to a 
bouncer with giant 
biceps. Paid $10 and 
received a ticket. 

I got approached by 
juice sellers trying to 
sell me juice: tried free 
sample. 

Man asked me to 
describe myself as 
one of six words. 
Stamped my answer 
to my wrist. 

Received a stamp, 
black coin, and black 
bead necklace. “For 
the game.” 

Anticipation of what 
lies ahead, hear loud 
music beyond the red 
velvet curtains. Walk 
through curtains into a 
totally unexpected 
experience. 

Walked around look-
ing at shops. Each 
booth was personal-
ized. Went to an inter-
esting looking shop.

Sellers told me the 
story behind their 
bracelets. Told me 
they made them from 
old skateboards. Each 
purchase a tree is 
planted. 

Kept browsing. Dis-
covered the main bar. 
Discovered multiple 
food options. Ordered 
a burrito. Listening to 
the DJ while eating.
Hard to move around 
the crowd.

Got too crowded and 
loud. Made my way to 
the exit. Thanked 
Juliam (guy who invit-
ed me). Gave me a 
business card for the 
next event.

Drove home to meet 
friends and tell them 
about my experience. 
Shared pictures and 
positive experiences.

Felt like my Saturday 
night was spent well. 
Thinking about who to 
invite next time I go.

Gained access to 
website revealing time 
and location.

Went to website when 
I got home. Prompted 
to enter access code.

Store owner informed 
me of a secret event. 
Received invitation 
from store owner.

DOING

THINKING 
& FEELING

A f t e r

Immersion
Journey Map:

Black Market SF

Blackmarket SF is a 21+ “underground” crafts fair. It’s all about supporting local 
craftspeople of SF. There are local crafters, food, DJ’s, musicians, nail and body 
painters. The idea behind Black Market is to foster the community between 
local crafters and their customers by providing an enjoyable experience.
Alchohol is happily served and every one is having a good time. 



T-WE Tea Shop



We learned how hard it was to 
sell without a salesperson. Etsy 

relies on photography and 
description as key motivators 

to influence a purchase.



Storenvy Pop up Shop



We learned how a unique environment 
plays a huge role in attracting attention 
and making objects feel authentic. Etsy 

users could benefit from an online 
environment that captures the authenticity 

of crafts being sold. 



PRIMARY RESEARCH: 
ARCHETYPES



The Dabbler

Curious to see what Etsy is and if  
their products will sell.  

Seeks immediate satisfaction but  
doesn't care about making a serious  
profit. 

Doesn’t put much effort in the store. 
Passion for 

crafting Effort Importance 
of connection



The Sole Proprietor

Top priority is finding a balance 
between doing what they love and  
making a living off it.  

Committed to their craft. 

Venturous, they quit their job. 

Passion for 
crafting Effort Importance 

of connection



Values making profit over having 
hands on with craft. 

Pressured to invest more equipment. 

Motivation draws from fame and 
brand. 

Makes choices based on money.

The Entrepreneur

Passion for 
crafting Effort Importance 

of connection



The  
Soul Proprietors

The 
Dabblers The  

Entre- 
preneur

Wants to be able to make  
a living from doing what 
they love

Wants to make a living  
and not have to be in the  
shop



INSIGHTS + OPPORTUNITIES



“Once you have made the connection 
 with the story you create an emotion  
around the product.”

“I like to find out how they made it. 
The idea, the materials, all of it.”

“If you have little to nothing written,  
it gives me the impression that you  
didn't really take the same time and 
effort I do when I make things.”

“Every time I tell them about how 
we make tea, they see what sets 
us apart.” 

“When I eventually talked to them 
about the candles, I realized they 
how special they were.”

Resonance with the story of the 
effort, process, and passion 

behind craft, engages 
customers emotionally.
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“Once you have made the connection 
 with the story you create an emotion  
around the product.”

“I like to find out how they made it. 
The idea, the materials, all of it.”

“If you have little to nothing written,  
it gives me the impression that you  
didn't really take the same time and 
effort I do when I make things.”

“Every time I tell them about how 
we make tea, they see what sets 
us apart.” 

“When I eventually talked to them 
about the candles, I realized they 
how special they were.”

Engage customers emotionally 
by providing effective medium 

to convey the story behind 
their creations?

How Might We…
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“We suffer at craft fairs because  
we just have a basic booth setup.”

“If they get uncomfortable they aren’t 
 really our customer.”

“You have to have a crazy booth to  
attract the crazy people you want.”

“StoreEnvy gives you the option 
of customizing your online store.” 

“It’s all about grabbing that pre- 
cious attention.”

Customers attention is 
immediately captured when the 
sellers brand reflects their style.
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“We suffer at craft fairs because  
we just have a basic booth setup.”

“If they get uncomfortable they aren’t 
 really our customer.”

“You have to have a crazy booth to  
attract the crazy people you want.”

“StoreEnvy gives you the option 
of customizing your online store.” 

“It’s all about grabbing that pre- 
cious attention.”

Enable crafters to build a 
brand around their product 

that attracts and engages their 
ideal customer?

How Might We…
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“I expect to see beautiful pictures.”

“You can tell when people on Etsy  
are more successful just from  
their pictures.”

“Sometimes the price is not 
justified by the quality of photos.”

“If someone has crappy photos, 
I will overlook their shop.”

The thoughtfulness behind 
photography not only conveys 
value and quality, but also 

status. 
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“I expect to see beautiful pictures.”

“You can tell when people on Etsy  
are more successful just from  
their pictures.”

“Sometimes the price is not 
justified by the quality of photos.”

“If someone has crappy photos, 
I will overlook their shop.”

Improve the sellers status by 
giving them the resources to 

create beautiful images of their 
creations?

How Might We…
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“When Nick sent me a photograph 
of him wearing my flower on his 
wedding day, it touched me.”

“These are my creations, I want to  
see where they go.”

Crafters are emotionally 
attached to their creations 
even after they are sold.

“I have only gotten 7 photo’s from 
the customers for the 80 items 
that I have sold so far.”

“I wish I could be a part of that 
moment when they receive it.”
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“When Nick sent me a photograph 
of him wearing my flower on his 
wedding day, it touched me.”

“These are my creations, I want to  
see where they go.”

“I have only gotten 7 photo’s from 
the customers for the 80 items 
that I have sold so far.”

“I wish I could be a part of that 
moment when they receive it.”

Motivate buyers to share the 
positive moments they 

experience with a product 
purchased off Etsy?

How Might We…
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“Lots of stuff on Etsy isn’t made 
by the sellers, it’s just being 
imported.”

Trust is the foundation of  
all social and monetary  

interactions on Etsy.

“Undercutting is the biggest issue.” 

“My sales suffer if someone else 
is able to sell it at a cheaper price.”

“Big companies steal our designs 
all the time. I know some one who 
does it for a living.”

https://blog.etsy.com/en/2012/featured-seller-ecologica-malibu/#comments

“I never know if the earrings I buy  
are handmade or not.”

“One thing you don’t get from a 
big company versus an indepen- 
dent designer is trust and trans- 
parency.”
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“Lots of stuff on Etsy isn’t made 
by the sellers, it’s just being 
imported.”

“Undercutting is the biggest issue.” 

“My sales suffer if someone else 
is able to sell it at a cheaper price.”

“Big companies steal our designs 
all the time. I know some one who 
does it for a living.”

“I never know if the earrings I buy  
are handmade or not.”

“One thing you don’t get from a 
big company versus an indepen- 
dent designer is trust and trans- 
parency.”

Protect the integrity of Etsy by 
validating the trust within the 

community?

How Might We…
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CONCEPT VIDEO SCENARIO





Value to the Business

Introduces a new medium to browse that 
competitors don't offer.  

A compelling video has potential to be shared 
and direct traffic to Etsy. 

Enhances online shopping experience by 
making it more intimate and engaging.  



Value to the Users

Gives sellers a chance to express their story 
behind the process, passion and effort. 

Videos capture and maintain attention from 
customers. 

Validating trust helps increase sales and 
customer loyalty.  



Re-imagines how people sell and browse 
through Etsy. 

Ensures the integrity and transparency 
within Etsy’s trust dependent community. 

Visualizes the handcrafted nature, building 
more intimate connections between buyer 
and seller. 

On Brand



The Etsy community is distinctly full of 
passionate and ambitious crafters.  

The stories behind their work can now 
be told and shared among craft lovers 
creating more meaningful interactions 

and transactions.



Next Steps

We would like to validate our prototype 
through user testing and calibrate the 

interface and features accordingly.



“Stories are the creative conversion of 
life itself into a more powerful, clearer, 
more meaningful experience. They are 

the currency of human contact.”  
-Robert McKee

Thank You


