
CRM OF THE ETSY ONLINE HANDMADE MARKETPLACE






















Table of Content


1.	Introduction	2
2.	Etsy online marketplace	2
3.	Presentation of the management models and tools used	3
3.1	SWOT Analysis	3
3.2	Customer Experience (CX)	4
3.3	Customer Engagement (CE)	4
3.4	CRM	4
3.5	Business strategy	5
3.6	SERVQUAL Model	5
4.	Etsy SWOT analysis	6
5.	Customer Experience at Etsy	10
6.	Customer Engaged at Etsy	11
7.	CRM at Etsy	12
8.	Business strategy at Etsy	13
9.	SERVQUAL at Etsy	13
10.	Conclusion	14
Reference	15































1. [bookmark: _Toc61388185]Introduction


This report will analyze the internal and external factors of Etsy.com’s global online marketplace, taking into account the impact of the current COVID-19 epidemic on the quality of the customer experience. How these changes affect the life of the organization and the quality of service. How you can develop and maintain good customer service and achieve customer engagement with the company.
First, the Etsy marketplace, mission and goals are presented. This will be followed by a brief outline of the theories and models that will help analyze the above issues. These include: SWOT analysis, customer experience and customer commitment, CMR and 5 dimensions of service quality. After that analyze Etsy’s business strategies, customer management, strengths and weaknesses using the marketing tools above.

2. [bookmark: _Toc61388186]Etsy online marketplace


Etsy is an online marketplace founded in New York in 2005 that provides space worldwide for artisans offer their unique and customizable products for more demanding customers. The company, which started as a hobby business, has now grown into a worldwide marketplace with 2.7 million salespeople from all over the world. The structure of the marketplace itself is similar to Amazon or Ebay, with the difference that only self-made and / or self-designed products can be sold here. The range of product categories is very diverse, from jewelry to paintings to furniture.

Etsy’s mission is: “Our mission to “Keep Commerce Human” is rooted in our belief that, although automation and commoditization are parts of modern life, human creativity cannot be automated, and human connection cannot be commoditized. This is what makes us distinct from mass retailers. Our mission guides our daily decisions, sets the path to our long-term success and reinforces our commitment to make a positive social, economic, and environmental impact.” (Etsy, 2020, p. 14)
Etsy’s services branch out in two ways, with both sellers and buyers receiving separate service to make the online platform work well for both groups. Sellers receive all the help on the interface to reach their customers in the most targeted way with their products (Seller Handbook, tutorial videos and materials, forums, online interface for free use of the store, online customer service), while customers use with a professionally developed internal search system help they can find the product they want. Of course, Etsy also provides them with their own account for free, customer service, Buyer Handbook. Sellers and buyers can contact each other using the internal email system to discuss individual requests.


3. [bookmark: _Toc61388187]Presentation of the management models and tools used

3.1 [bookmark: _Toc61388188] SWOT Analysis
„A SWOT analysis is used to highlight both internal and external factors affecting the business. The Strengths and Weaknesses are Internal, whilst Opportunities and Threats are External.” (Park , 2016)
When examining strengths, it is important to consider what are the advantages of the organization over other competitors. How to turn this into an advantage. In the case of weaknesses, the opposite should be examined, what are the factors that are missing from the body, what is worth strengthening. In terms of opportunities, we need to assess what are the external events beyond our control that give the company a chance to open up to another opportunity. Threats warn of the difficulty that external events can cause, which, though cannot avoided, can be alleviated by preparedness on it. (Johnson, et al., 2005, p. 119)

3.2 [bookmark: _Toc61388189] Customer Experience (CX)
„Customer experience is the impression your customers have of your brand as a whole throughout all aspects of the buyer's journey. It results in their view of your brand and impacts factors related to your bottom line including revenue.” (Bordeaux, 2020) 
The two most important touchpoints in the customer experience are people (sellers, customer service) and product (quality). A positive customer experience helps to retain the customer and make them loyal for the brand. Today, online shopping gives shoppers power because they can choose from a number of offers, so it is very important what experience they leave. Another important element is the analysis of customer service, how efficient and smooth it is. Continuous monitoring and analysis of these points will help you gain and maintain customer satisfaction and commitment. (Bordeaux, 2020)

3.3 [bookmark: _Toc61388190]Customer Engagement (CE)
A customer commitment to a brand, product, or service is an emotional relationship. A committed customer will buy more, recommend to others and show loyalty. Therefore, it is important for a company to have its own customer engagement strategy. There is no single strategy or method, as every company has a different target group to which a different path leads. It can be a strategy built along humor, emotions, personalized offers. It is important to always approach with empathy and be easy to interpret for the client. (Clarabridge.com, n.d.)

3.4 [bookmark: _Toc61388191]CRM
„A CRM gathers customer interactions across all channels in one place. Managing centralized data helps businesses improve customer experience, satisfaction, retention and service. CRM allows businesses of all sizes to drive growth and profits.” (Shirk, n.d.) 
Because CRM manages all contacts and aggregates customer and lead data, this makes it easy to see customer behavior from the process of shopping to social media activity. This improves the work of customer service because they see the processes from this data and there is no need for customers to tell the same problem again. It helps increase sales by automating and simplifying proven sales processes using, for example, emails, social media, and analyzing these data. By monitoring and analyzing the customer’s life cycle, points for improvement are identified that can be changed and improved to retain more customers. All financial, sales, and marketing data flows into CRM, so all data can be interpreted in one place to help with customer acquisition, retention, and better analysis. It is characterized by higher efficiency because everything is in one place and automating tasks frees up more time for cognitive tasks. It provides better knowledge sharing, which builds an accessible knowledge base for everyone in the group, saving time as well. CRM provides more transparency within the organization, allowing each member to see the different business processes, resulting in a mutual understanding and collaboration. 
(Shirk, n.d.)

3.5 [bookmark: _Toc61388192] Business strategy
A business strategy includes the decisions and actions that are taken to achieve business goals. It is the soul of the business that leads you to the goal as planned. Without a well-designed strategy, a business will remain just a dream and will be unviable in a sharp market. The more competition, the more important a good business strategy becomes.
The business strategy is part of the business plan, which is the action scenario for the objectives of the plan. Recognizing weaknesses and strengths will help you adopt a strategy that strengthens, weakens, or eliminates them. It focuses on using the company’s strengths as a competitive advantage that can become a company’s brand in the marketplace. A good allocation of resources (material and human) makes the business more efficient and effective. Continuous monitoring helps you see the goal as it progresses, and can explore new goals and plans. 
(Pahwa, 2020)

3.6 [bookmark: _Toc61388193] SERVQUAL Model
„...the SERVQUAL model has been devised to identify the gap in perception between what the company believes it is delivering to customers and the perception in the mind of the customer.” (Commbox.io, n.d.) It was originally used in the service and retail sectors to help achieve greater customer satisfaction. However, every type of company has customer service, so it is inevitable that you understand what drives your customers ’thinking and actions. They are examined along five dimensions:
Reliability: the organization always delivers the service it provides accurately and on time. Reponsiveness: whether the organization is able to respond to the customer's needs immediately or in the shortest possible time. Assurance: here the expertise and knowledge of the employees the key, which, if appropriate, provides confidence. Empathy: the ability of an employee to understand the client’s problems and handle them carefully. Tangibles: how customers find attractive the company's visual appearance (website, logo) or tangible assets (baby change, employee uniform).

There are also 5 detection gaps in SERVQUAL that can be detected:
Knowledge gap: when there is not enough knowledge about customer needs, but still provides more. This may be the result of an incomplete needs assessment or an non in-depth analysis. Standard gap: the organization does not perceive the expected needs well,and take unnecessary measures, which does not benefit in time and money. Delivery gap: the service is different from what the customer expects. This can be caused by poor marketing communication or by poorly trained employees. Communication gap: when a company promises more than it provides, there is also a communication problem or the employee does not understand the policy well. Satisfaction gap: this is the worst case scenario because the service provided is completely different from what was promised. This can also lead to the bad reputation of the company. (Commbox.io, n.d.)

4. [bookmark: _Toc61388194]Etsy SWOT analysis

This section examines Etsy’s internal and external factors, showing the organization’s strengths, weaknesses, opportunities for the future, and external threats that, while not influenced, it can prepare for if it knows about them.

Strengths
· B- Corporation: social and environmental consciousness gives positive impression and publically trade globally
· E- commerce: a global market that connects sellers and buyers worldwide
· Technology: it is easy to use the online platform for both buyers and sellers, which is free (sellers have to pay a commission after selling and listing the product).
· Community: buyers and sellers can connect directly with each other (internal email), buyers can evaluate stores in 1-5 systems. Vendors can help and support each other in forums. Instructor interface built on the site.
· Positive growth rate: 2,7 million active seller and net income approximately $96 million in December 31, 2019 (Etsy, 2020) COVID-19 positive impact was  increase the online shopping number. 
· Branding and marketing: Acknowledged as the first online craft marketplace globally. It is characterized by a strong internal SEO and search engine, which keeps the external search stable in the first place (Google). Sellers also advertise their products, which also contributes to this. Celebrities like to use and promote it on thier social media platform (Drew Barrymore).
· Cost and transaction: free account for buyers, low cost for sellers (listing fee $0.20 and 3,5% fee if sell an item). Secure payment with Paypal. There is an option for US customers to ship over $ 35 for free. (Etsy, 2020)
· Unique items: the Etsy famous unique products that the buyer doesn’t get anywhere else. This is its main attraction. Many returning customers.

As can see, Etsy is a successful global craft market that can still maintain this initial uniqueness. Its revenue is constantly growing (because the COVID-19 lockdowns forced people to buy online), which is due to the fact that more and more sellers think it is worth selling here, thus serving even more buyers. It also makes credible to pay attention to leaving as few footprints in the environment as possible and to create a diversified job for the employees. Low fees for sellers and unique and customizable products make it attractive to buyers. The importance of interaction between the parties is also a plus point. The large number of organic achievements makes it one of the first in the search engine (Google) that can keep stable since the beginning. Celebrities are also love to use Etsy what they share on their social media site.
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Weaknesses

· Supply: artists and small entrepreneurs can usually only produce a limited number of products.
· Marketing: They are only available to those who are online and active because the Etsy not available offline.
· Quality: disadvantage is that the goods cannot be physically inspected, cannot be tried. Thus, quality may not be guaranteed, although this can be indicated by the buyer with a negative rating on the store side. Too many product lists, which can be to the detriment of quality. There are a lot of similar products.
· Customer service: negative reviews

Etsy only works with online sales, which excludes those who do not use the internet for any reason. Artists and small entrepreneurs cannot make many products at once. Buyers will not be able to physically inspect the product, the quality of which will only be revealed once the goods have been received. It can indicate or negatively evaluate this to the maker. This is not good for Etsy either.

Opportunities
· IT: the number of online sales and customers has also increased because of COVID-19, so the development of the online platform for an even better user experience
· Marketing: more advertising offline (TV, magazines) and online. Continuous development of SEO
· Sustainability: Encourage sellers to make their goods as environmentally conscious as possible. Stores that meet this could be marked as meeting this criterion. This can also be indicated in a separate category. Those customers who care about it will find them more easily. This would be beneficial to both sides.

The outbreak of COVID-19 had no negative business impact on Etsy, with the exception of long delivery times. Sales have jumped, as have new sellers and buyers numbers. This encourages the company to further develop, which has manifested itself in advertising on offline platforms such as TV. There are more and more environmentally conscious sellers and buyers, so it could be made easier, to find each other in the marketplace. Proven ethical sellers could be highlighted with a label and placed in a separate category.




Threats
· Competition: current and future competitors offer similar services (Amazon Handmade, Ebay Hommade section)
· End of sellers loyalty: many sellers only use Etsy as a springboard, they usually run their own website if they are successful.
· Market trends change: no popular anymore or reduce the handmade item demand for
· Delivery: the length of delivery times caused by COVID-19 is not reduced
· Brexit: the secession of the UK from the EU makes the transition for local sellers problematic due to new customs and tax laws. This could put back sales there.
· Cyber attack: disappear the internet connection to the marketplace

The COVID-19 pandemic caused delivery time problems not only for Etsy sellers. Many buyers ask for a refund because they do not receive their packages. This may be a problem in the future. BREXIT may cause transition problems mainly due to new tax and vat legislation, which could reduce sales. Many sellers only use Etsy until they are successful, many then operate their own website and redirect their customers. This is a constant risk. Larger competitors seeing the success of Etsy has also created a craft category, which may also happen in the future (Amazon, Ebay).

5. [bookmark: _Toc61388195]Customer Experience at Etsy

A customer who comes to Etsy is usually looking for a unique product that they won’t find anywhere else. To do this, you will already find an internal search engine with several product categories where you can easily browse the results. Can specify an advanced search to narrow down the results for faster results. The seller of the product can be contacted via the internal email system and if the seller can make it also on individual request, they can discuss it. After the agreement, the customer can pay by card through the secure Paypal system. Available payment methods also on mobile Apple and Google Pay. 
In all cases, sellers must indicate how long it will take to prepare and deliver the product. Larger and more valuable packages are usually tracked, which does not rule out possible problems. Unfortunately, there are now many delays or arrivals in connection with the COVID-19 epidemic, for which the buyer can request a refund. This must be settled with the seller in the first instance, if for some reason they cannot agree, they have the right to take a case to Etsy, which it will investigate. This is true even if you are not satisfied with the product. 
Buyers can rate the seller’s store on a scale of 1-5 (1 is the worst, 5 is the best) a few days after delivery. Sellers can save their favorite store and products in their account, also sending positive feedback to the seller. Satisfied customers come back and buy more than once. Customers can connect to Etsy on all types of devices from PCs to smartphones via the Etsy App. This way, the shopping experience is available anywhere. There is a separate Buyer handbook on the Etsy page that will help if you have any questions about using the website. If they do not receive a response, customer service is also available by phone, chat and email. (Etsy, 2020)

6. [bookmark: _Toc61388196]Customer Engaged at Etsy

Etsy’s greatest strength is in its range of custom products, which it realizes through a user-friendly platform. To make this as easy as possible for customers to use, it is constantly evolving. The site is available in multiple languages with the help of a special translator, which makes it easy for many customers to search the site from anywhere in the world. Several currencies are available (euro, dollar, pound sterling).
Sellers can also offer coupons and discounts to both new and loyal customers. Building direct relationships also allows for the most personal and positive relationship possible, making the Etsy experience exceptional. It also contributes greatly to many of the committed and loyal returning customers. (Etsy, 2020)
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7. [bookmark: _Toc61388197]CRM at Etsy

Etsy is a reliable marketplace that you want to keep. Trust and human relationships within the community are the soul of Etsy, so transparency is important for sellers and buyers. Etsy asks all sellers to provide all necessary information to customers accurately and in detail. Etsy considers it important to be aware of and also makes available on the site the rights and responsibilities of both parties.
He pays great attention to the development of customer service, which was further developed in 2019 the Zendesk with customer service software. This software helps in sales and customer engagement support. It helps you focus on what matters. It puts all emails, calls, chats in one place, and by managing the data, you can also send personalized offers automatically.
Your Etsy system is constantly monitored to detect fraudsters and bugs as effectively as possible. To help increase sales, Etsy is constantly helping sellers with tutorials in the Seller Handbook that describe how they can sell their products as well as possible. Tutorial videos can also be found here. They can also support each other in the Etsy inner forum.

8. [bookmark: _Toc61388198]Business strategy at Etsy

Etsy intends to focus on the 6 busiest areas of the market in the future, which are USA, UK, Canada, Australia, Germany and France. In addition, it is also trying to explore new areas such as India. The main areas of the strategy, however, are the former 6 geographical areas. He considers it important to build local Etsy communities around the world.
The goal is to create a sustainable competitive advantage by focusing on 4 main elements.
1. Sellers ’unique products: Etsy’s competitive advantage stems from this, so this needs to be further strengthened. There are 65 million items on the Etsy market, which is unique in this category. It is also important to maintain the quality of the brand. to do this, the following three elements need to be developed.
2. Best-in-class search and discovery: use artificial intelligence to develop an even more efficient and relevant product search, providing a more personalized experience.
3. The power of human connections: The Etsy marketplace makes human connections special, which it intends to strengthen in the future. It provides tools such as live chat, interaction between sellers and buyers. Marketing campaigns and advertisements help bring even more customers to the platform.
4. The brand you can trust: the goal remains for the Etsy brand to be a trademark of trust and quality. One of the highlights of this is the shipping, which has been made free for US shoppers over $35.


9. [bookmark: _Toc61388199]SERVQUAL at Etsy


Realiability
The product is not always received by the buyer on time, which is not necessarily the seller's fault. Unfortunately,  can't supervise this. The quality of the product is the responsibility of the seller, which, if not good, must be compensated by an exchange or a refund. If it occurs too frequently on the platform, it spoils Etsy’s credit. Therefore, a seller who receives a lot of negative feedback is usually removed from the marketplace.

Responsiveness
Officially, Etsy usually waits 2-5 days for email inquiries, while sellers usually respond fairly quickly. There is still room for improvement.

Assurance
The expertise of the Etsy IT team provides the quality of the platform, which is not a common complaint. The response response from email customer service tends to take longer, which needs to be improved.

Empathy
The interaction between sellers and buyers is usually positive, which does not preclude negative experiences either. However, they are being investigated. Overall, the experience is positive.

Tangible
Etsy.com is a user-friendly site that sellers and buyers alike love to use.

Overall, Etsy’s quality is tilting in a positive direction, as delivery is beyond the seller’s control. The development of customer service is continuous, the user experience of the website is satisfactory.


10. [bookmark: _Toc61388200]Conclusion


Etsy’s global marketplace offers a unique platform for artisans and target markets. The report analyzed the company’s customer experience and engaged, external and internal factors with SWOT analysis. The business strategy, which improves the continuous user experience through CRM and quality control, has been examined.
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