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1. Introduction

In this report, we gain insight into the operation of Etsy’s global craft and vintage online marketplace. Within this, the impact of organizational beliefs, attitudes, and value systems on workplace behavior will be examined. The report then focuses on the challenges posed to the business by the COVID-19 epidemic in 2020 and possible solutions to it.
First, the activities and participants of the Etsy marketplace, as well as its beliefs, attitudes and value systems, are presented. This will be followed by two management theories for analysis, namely scientific management theory or Taylorism and human relations theory. The SWOT analysis helps to clearly see the company's internal factors (strengths, weaknesses) and external factors (opportunities, threats). Edward de Bono’s 6 thinking hats model is a great problem solving tool that can be used to discuss the above issues perfectly. A comparison of scientific and human relations theory reveals differences and similarities. Following critical analyzes, the report attempts to make some potential problem-solving recommendations that can help make the company more prepared not only for an epidemic but also for other potential problems.


2. The global Etsy online market

History
Etsy is a two-way online marketplace where sellers with their unique craft products expect millions of shoppers each year. The company was founded in 2005 by Rob Kalin with friends in New York, who were also looking for a suitable online interface to sell their products. That’s when Etsy came up with the idea, which seems to have been a huge help to many craftsmen. Although many sold on Amazon and Ebay, there was still a demand for a platform where only artisans could sell their unique products together from anywhere in the world. The product range is wide (jewelry, toys, paintings, digital products, etc.) and gifts for all ages. It was true that the company also had more difficult years, but 15 years later, the Etsy name is intertwined worldwide with uniqueness, creativity, and a global craft market of small entrepreneurs.
Etsy provides a free opportunity for anyone in the world where the interface is available to try out. In addition, every effort is made to ensure that novice salespeople receive the proper training to operate a successful store. Blog posts, tutorial videos, forums, Seller Handbook and customer service are available. Revenue consists of sellers 'product listing fee (1 product / 0.20 cents), a 3.5% commission on products sold, and sellers' product advertising fees for the most part. By December 31, 2019, Etsy had reached 2.7 million active sellers worldwide and had 1,200 employees. Net sales were nearly $96 million. (Etsy, 2020)

Mission
﻿ „Our mission is to “Keep Commerce Human,” and we’re committed to using the power of business and technology to strengthen communities and empower people around the world. We believe that the nature of commerce is continuing to evolve: more people are choosing to purchase goods online and many consumers are looking for unique items as an alternative to mass produced goods.” (Etsy, 2020 p.1-2) 

Values and attitudes
﻿„Our primary marketplace, Etsy.com, is where thoughtful buyers come to discover a broad selection of unique goods that are hard to find elsewhere. In a world of increasing automation and commoditization, Etsy celebrates creativity and human interaction. We believe this marketplace is characterized by several unique qualities, including:” (Etsy, 2020 p.3)
· Unique products: handmade, personalized products from around the world what are not find anywhere else.
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(Etsy, 2018)

· Global reach: Etsy divides the market into 6 main geographic points where most transactions take place (USA, UK, Canada, Germany, France and Australia), but is also there in most parts of the world. The innovative machine translator and the to pay on the site in different currencies further breaks down the physical boundaries between sellers and buyers. In 2019, 40% of sellers came from outside the US.
· Organic Traffic Base: This loyal, global base was built in 8 years from its founding until 2013. This means that the majority of visits to the site came from unpaid, organic channels (email, social media, search engines).
· Relationship between sellers and buyers: Etsy believe human connection is central to buyer engagement. Interactions and direct communications between sellers and buyers allow for the creation of personalized products, resulting in satisfied and loyal customers. This is a bond that sets Etsy apart from other online marketplaces.
· Customer experience anywhere: the Etsy marketplace is also available in a mobile app, desktop, mobile web. The most popular is the mobil application, which is constantly being developed for the best possible user experience.
· Buyer's intention: many buyers do not come to look for a certain product on the site, but to get inspired, or just looks around. Therefore, Etsy is constantly improving its search engine algorithm to get customers more personalized results. (Etsy, 2020)


3. Introduce the management theories and scanning analysis

3.1 Human Relations Management Theory

The human relations management theory it began to develop in the 1920s with the initiative of Australian psychologist and organizational theory researcher Elton Mayo. Until then, Taylorism, or the theory of scientific management, was prevalent, which saw people as machines when it came to increasing productivity. Mayo, on the other hand, treated people as individuals with individual needs. Employees need to be motivated and interested in working more productively, which is good for them too. In addition to group goals, individual goals are also important because it is a driving force that guarantees success for everyone. In addition to running a profitable company, it is important to support and develop the careers of employees. This requires special skills on the part of managers, which requires 5 abilities to implement effectively:

· Communication: open communication is very important in any workplace, but it is even more emphasized in human relations leaders. It is important for employees to feel valued and motivated. This should be reflected in written communication (e-mail, social media) and in personal conversations. A common interest and goal ensures a sense of belonging.
· Conflict resolution: It is not easy to work with people with different personalities within a group. This can sometimes lead to conflicts that a good leader needs to be able to handle properly. When a disagreement arises, it is important that you take individual perspectives into account and that everyone within the group feels that their views have been listened to and taken into account. Even if it is not possible to make everyone 100% satisfied, you should still be able to create an atmosphere where the work can continue to work harmoniously.
· Multitasking: Leaders face many tasks and challenges every day where they are responsible not only for themselves but also for the success of the group. Therefore, it is important to be able to handle multiple tasks at once and successfully. Flexibility is another feature that also plays an important role in adapting to changes in the workplace.
· Negotiation: There are regular negotiations in a workplace that can be about an agreement or just dealing with a conflict. Strong negotiation skills are key to both sides being satisfied.
· Organization: Good organizational skills are one of the most important qualities that affect all areas of a workplace. Time management is one of the key elements that oversees its completion at all times.

Skills in communication, conflict resolution, multitasking, negotiation, and organization are essential not only in human relationships, but also in good leadership.
 (Peek, 2020)

3.2 Scientific Management Theory
„Frederick Taylor’s theory is a theory of management. It synthesizes and analyzes workflows. Its major purpose is improving, especially labor productivity, economic efficiency. It was an old effort to apply science to the engineering of the procedure and management.” (Higherstudy.org, 2020; MindTools Content Team, n.d.)
Frederick Taylor worked along 4 principles:

· Divide tasks into sub-tasks: a worker does not work on an entire project, but is subdivided into sub-tasks. So more people are working on one assignment and everyone is responsible for their own little subtask.
· Training employees for a subtask: For each subtask, managers select and train the most appropriate person.
· Continuous monitoring of work: Supervisors continuously monitor the effectiveness of work and, if better performance practices are discovered, retrain employees. This is also financially better for workers, as the more efficiently they work, the more they will be paid.
· Appropriate distribution of work between managers and employees: a company has several levels of employees and there is an opportunity to move up based on experience and performance.

Taylor believed in a hierarchy of levels where each level had its own exact task, which was recorded in detail. They respect and accept those above them and everyone performs effectively the task that is theirs. (Caramela, 2018)

3.3 Six Thinking Hat model
Six thinking hats model was created by psychologist Edward de Bono, which is a "... a powerful decision-checking technique in group situations, as everyone explores the situation from each perspective at the same time." (MindTools Content Team, n.d.) Can be used in groups or individually. "In meetings, it has the benefit of preventing any confrontation that may happen when people with different thinking styles discuss a problem, because every perspective is valid." (MindTools Content Team, n.d.)
The six hats denote six colors that cover 6 different thinking styles. Every hat question needs to be answered by everyone. In this way, different opinions and data are added together, on the basis of which a common decision can be made from everyone's perspective. But what are these 6 colors and what do they mean?

· White hat: for this color, only the available data need to be considered and analyzed, and learn from them.
· Red hat: wearing this hat should pay attention to the feelings caused by the particular problem. Here, need to think about how others feel about the problem.
· Black hat: take a look at the negative consequences of possible decisions and understand why it’s not good. This will help eliminate the weaknesses of the plan.
· Yellow hat: it helps to stay positive and learn about the value and outcome of decisions. 
· Green hat: A hat for creativity where everyone free to develop many ideas.
· Blue hat: this color analyzes and controls the processes and, if necessary, redirects them back to the green cap for a few more ideas.
 (MindTools Content Team, n.d.)



4. Management theories in Etsy

 It has been shown above what the values and goals for Etsy have been, along which it has built its online marketplace such as creativity, human connection, loyalty, effective communication, satisfied sellers and customers. In the following, the operating principles of Etsy will be compared with the human relations and scientic management discussed above, and how these affect the behavior of Etsy employees.

4.1 Human relations management in Etsy
This leadership style is closest to Etsy, but what is it like? Along the main elements of the theory, these matches will be visible and how it manifests itself in Etsy’s policy towards employees and sellers.

It respects individual needs and goals
The Etsy marketplace consists mainly of private entrepreneurs who have their own individual goals, but within that there is also a common goal, which is to build a successful global online marketplace. For this to work, both parties need to add their share. Etsy gives sellers a free hand within a certain limit as to what they can trade (crohet items, painting, art, clothes, digital items, children toys etc.), but there are prohibited things (tobacco, alcohol, pornography, violent content, etc.). (Etsy, 2020) 

Motivate employees
Etsy motivates and helps sellers in many ways to run their business successfully. At Etsy Marketplace, you can register for free not only one, but multiple stores. The Seller Help and Handbook are always open to them if they have any questions. Tutorial videos as well as telephone and online customer service are also available. They try to rank new stores and listings higher in the search engine so that shoppers can find new stores sooner. Anyone who registers through the affiliate link of an already active seller will receive 40 free product uploads. In exchange for advertising, the seller will also charge free after the new store. This is a pretty popular option among sellers, which they also share with new visitors on social media sites.
There are also advertising opportunities for sellers to get to the top of the search engine results.

Communication
Communication between sellers and Etsy can best be done through online platforms (email, social media online customer service) as they are from all over the world. So this is the easiest and fastest way. This is evidenced by the rapid response to COVID -19 from management. so that they can help as much as they can. At the end of March 2020, the director of Etsy made a statement about this and made the information available to sellers on the website. True, however, there is also criticism from Etsy that sellers do not always feel that their negative comments are heard. One such criticism is the change in shipping fee that makes it free for buyers in the U.S. over $35, exposing the seller to not being able to calculate the higher shipping fee, especially if they were shipping from outside the US. After all, the fee is not the same from Africa or Europe, especially if we take tax into account. But there are also big differences in shipping costs within the US. Just one example Etsy does not handle these complaints well. A U.S.-based seller said in connection with free mail: 
“I have a large stoneware bowl that now costs $26 to ship to a nearby zone and $80 to ship to California. Who do I screw over?” another seller wrote in another thread posted the same day. “Do I add $80 to the price and screw over a buyer who lives close to me? Or do I add $26 to the price and take a $50-plus hit on shipping if someone in [California] buys the bowl?” Frustration mounted as Etsy moderators answered to questions like these with canned answers and links to a shipping strategies guide that concludes, “As always, how you determine and set prices for your shop is up to you.”Another complain about how feel some sellers who worked with Etsy from the beginning. “My customer interaction at the beginning was so different than it is now,” Kennedy says. “People were much kinder, more flexible, more understanding, and now people are expecting things in two days and asking for coupon codes and free shipping. By cosmetically making it look more like Amazon, there’s a huge disconnect between the customer’s expectations and what the sellers can realistically provide.” (Tiffany, 2019)
Many feel there is a lot of pressure on Etsy from competitors like Amazon Prime’s free shipping, and it is slowly losing its unique character as it was in the beginning. 



4.2 Scientific Theory in Etsy

It is not the individual who only matters just the profit
In terms of human relations theory, we have seen that it is important for Etsy to have individual success and creativity in order to be successful together, to which they try to give every means to achieve this. The Taylor model only counts as long as the individual serves the company’s profits and cannot choose what to do. You have to deal with monotonous work every day, which in the long run may not be good for a person’s creative soul. Although, as can be seen from the complaints from Etsy sellers, many of them are also starting to feel like they are just gears for profit.

Motivate employees
The Taylor model also motivates workers with money to produce as much and faster as possible, but those who are unable to keep up the pace get rid of them. At Etsy, that’s not the case, if someone feels like they’re not going to take it, they can take a break and start again at any time. If someone closes their store and cancels their registration, they can start over the same way later. In the scientific model, there is an opportunity for high performers to move up, at Etsy it works so that sellers can successfully operate multiple stores for different target groups, thus generating more revenue. The difference between the two, however, is that while in a Mc'Donalds still have to follow rigid rules that may not like to do, Etsy still has the ability to live up to its creativity and has a say in what and when it does most of the time.

Monitoring of work
In the Taylor model, workflows are continuously monitored and, where necessary, developed. At Etsy, this works by constantly monitoring and analyzing changes in online marketing and SEO by Etsy’s own IT and marketing professionals, to promote the operation of the marketplace and to make its interface as user-friendly as possible. On the other hand, it also follows an open communication with Etsy employees where they are free to express their ideas and opinions.

Communication
In the scientific model, communication is built strictly around work and performance, while Etsy strives for open communication with all its employees and salespeople. In today’s modern world, most major companies already communicate with their employees within their own website and there inform employees (roster, request for leave, etc.) as well as manage payslips and important documents online. Etsy has also built a sales community where sellers can create their own groups and forums and connect with each other.
In human relations theory, it was mentioned that Etsy sellers are not completely satisfied with communication. This was stated by an older seller who sold here from the beginning and senses the difference: The divide between the company and its sellers feels new to her too. “Oh, my god, Etsy was so good to us at the beginning,” she tells me. She remembers monthly workshops, random phone calls asking for feedback on any given idea, invitations to casual catch-up lunches. Etsy continues to fund the collective’s holiday markets — while the collective is now an independent nonprofit, it originated as the Etsy NY Street Team — and lets them use Etsy branding to advertise, but that’s kind of it. “They’re still good to us, but the relationship is like night and day.” (Tiffany, 2019)

4.3 Six hats analysis
The six hat models are used to help you deal with the following problem. The challenges of COVID-19 2020 epidemic and possible solutions for business.

White hat
· COVID-19 is a global epidemic
· the number of online purchases has jumped significantly
· search for masks and hand sanitizers
· many new sellers and buyers
· what needs to be developed, new policy
· server can handle this increased traffic?
· delivery times have increased

Red hat
· fear of the disease
· excitation due to increased traffic
· guilt because although what happened is sad, it is good for online business

Black hat
· too many new sellers, more opportunities to cheat on the site
· more frequent monitoring of the site so that everything is fine
· an increase in delivery time can cause many complaints
· closing stores due to lack of materials because they can’t get it

Yellow hat
· more sellers, buyers and revenue 
· buyers understand the delayed delivery situation 
· collecting and providing information to sellers to facilitate their situation


Green hat

· advertise off site the sellers products
· to gather subsidies from different countries in one place where sellers can be informed
· an online form for sellers to EU leaders to help them
· who is unable to pay their monthly fee will receive a one-month deferral
· create a new category for masks
· advertise on TV



Blue hat
· we want to help sellers get through this situation
· increased traffic needs to be addressed
· inform sellers of the new situation
· more effective and targeted marketing campaigns

4.4. COVID-19 
Since March 2020, the coronavirus epidemic (COVID-19) has swept globally, which unfortunately even extends into 2021. In order to curb the epidemic, precautions had to be taken that caused the most problems for offline stores and workplaces in particular. As the epidemic spreads through droplet infection, it was necessary to achieve as few interactions between people as possible. Wearing a mask and keeping a distance of 2 meters between people is an important preventative step in both shops and workplaces. In the initial stages of the epidemic, non-vital shops were closed and, where they could, worked from home. Travel has also been restricted, leading to hotel and restaurant closures and a significant drop in traffic for tourism. People lost their jobs which became harder to find in this situation. But how did this affect Etsy and its characters?
With the closure of most stores, people began to shopin greater numbers online, which was also reflected in the Etsy platform. As worldwide, the most searched words in Etsy’s search engine were masks and face covers. More and more vendors have started making handmade masks in unique styles and colors. Many new stores have opened to serve this increased niche market. Seeing this, Etsy has created a new category in the search engine specifically for masks to make it easier to find them, helping buyers and sellers alike. Because these masks are not for medical use, the company has created a guide along which these products can be sold. This protects the company, sellers and informs buyers to avoid possible misunderstandings and legal proceedings. The guide will also help sellers market masks as successfully as possible. (Etsy Staff, 2020)
Etsy responded fairly quickly to emergencies caused by the virus, which was explained on March 20, 2020 by CEO Josh Silverman in the Sellers ’Handbook on Etsy.com. Here, several types of help and advice have been developed to help sellers continue their business, in this situation, and new tools have been introduced that can potentially generate more traffic to any store. (Silverman, 2020) These were:

· Etsy advises sellers to look at what quantity and time limit they can still conveniently serve, especially given what options they have for purchasing supplies. Since Etsyn also has sellers who offer different accessories, if possible, they buy from them to support each other.
· Ask a friend or family for help if they run the store alone.
· Communicate with customers, in particular, about delivery delays caused by COVID-19, which is a global concern due to increased online orders and necessary epidemiological requirements.
· Those living in the US, UK, Australia and Canada use postage labels that can also be printed from home, reducing time spent in the mail and outside.
· If necessary, the seller can put his store in vacation mode and notify customers about this and when he will return.
· Etsy tries to introduce the other countries helper programs to customers, which it is constantly updating. It encourages European sellers to make a statement in an email to the European Union and governments asking them to support people like the Etsy sales community who are self-employed or micro-enterprises and receive some help like other businesses (financial help, internet access).
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· From the end of April 2020, Etsy has invested $ 5 million in sellers ’off-site advertising, by which it is advertised on Google and Bin’s search engine as well as popular social media (Facebook, Instagram, Pinterest). An advertising commission is payable only if the buyer has received a sale from that advertisement.
· Etsy understands if there is a payment difficulty in these difficult times, so it gives a month of grace to anyone who wants to live with it.
· 24/7 customer service is available to help you deal with any problems.
· To protect the marketplace and successful sellers, Etsy constantly monitors the platform for legal operation and takes appropriate action against those who do not comply with the law. (Etsy, 2020)



5. Recommendation

In the light of the analyzes performed, the following result was obtained. The Etsy online marketplace in the early years filled a void among artisans that had been unique until then. Creating a global online marketplace that has brought together custom product makers worldwide with its potential customer base. The communication between Etsy and the sellers was direct, which unfortunately is a bit worn out by now. This is also due in part to a significant increase in the number of sellers worldwide (2.7 million), which may also mean that the crowd may become more impersonal. This, of course, does not have to be the case, as evidenced by the response to the epidemic from the company.
As for the complaints about the ad, there is truth in that, from the sellers' point of view, this is understandable, because it is not possible to carry out higher delivery costs in the prices in all cases. The idea itself is not bad, following the policy of competitors in this, but it should be made optional. Unfortunately, Etsy also has to face growing competition like Amazon, Ebay, Shoppify, but it can always go back to the value that makes Etsy unique to this day. You may want to focus on this if you don’t want to become another average marketplace.

The closures associated with the outbreak of the COVID-19 epidemic are affecting the decline in purchasing power worldwide. In turn, the number of online purchases has jumped, especially masks and hand wash gels. This is good in terms of revenue, but suddenly coming mass purchases can cause problems. This mainly affects the increase in delivery time, which cannot really be controlled at the moment. It’s worth preparing for the fact that online shopping is gaining ground and is becoming an attractive interface for many people to start a new home-based business. It is worth further development in this direction.


6. Conclusion

In this report, we analyzed the Etsy online marketplace in light of the COVID-19 epidemic. The impact of Etsy's values on the behavior of those who work there has been examined. What initially made the market so unique and attractive is now a bit worn out. Sellers want more attention to their problems. The company has responded to the epidemic fairly quickly and well, and so far looks to have more business positives for them than negatives.
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Tell the EU to include Etsy
sellers in COVID-19 relief

EU governments are working on a set of economic
recovery measures to help struggling workers and
businesses manage the global COVID-19 pandemic. The
problem? They’re largely considering solutions for
employees and traditional small businesses, but not
the self-employed microbusinesses who make up the
majority of Etsy sellers.

We are encouraging the European Commission and
national governments to include our community, but
lawmakers need to hear from you too.

As sole traders, Etsy sellers rarely qualify for
unemployment insurance, paid leave, or the small
business loans and other direct assistance measures
offered by EU countries. There is a real risk that despite
significant stimulus on the table, Etsy sellers will fall
through the cracks.

That’s why we’re urging the European Commission and
EU governments to make sure that any COVID-19
stimulus package includes comprehensive supports for
the self-employed and microbusinesses, including
direct cash assistance, expanded unemployment
protection, protection of business-critical services like
shipping, payments, and internet connectivity, debt
deferral, among others.

Together, these reforms would ensure that Etsy sellers
can weather the immediate threat of the coronavirus
pandemic, along with the longer-term threat of
economic downturn.

But lawmakers won’t act on these ideas unless they
hear from you—their constituents—directly.

Will you contact your representatives today?

Learn more about the comprehensive supports
requested for the seller community on the Seller
Handbook.

Advocacy

Etsy will only use your contact information to
communicate about important advocacy issues like this
one. Subject to Etsy's Privacy Policy.

Title v

| am a creative entrepreneur in your constituency,
who sells goods on Etsy. In the face of the rapid
spread of COVID-19, | am very concerned that my
business may not survive this pandemic or the
resulting economic downturn. Lawmakers are
rightly focused on sending immediate aid and
support to our most vulnerable businesses and
workers. Yet one vulnerable group—
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