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OVERVIEW

The Problem:	Zwende	is	an	India-based	platform	that	allows	
users	to	customize	and	personalize	handcrafted	lifestyle	
products.	Zwende	is	currently	in	the	process	of	entering	the	
US	market,	and	would	like	to	identify	user	personas	for	the	
websites	Etsy.com	and	Minted.com,	two	key	players	in	the	
US	market	they	seek	to	join.	The	second	part	of	this	project	
is	to	do	a	competitive	benchmark	study	to	see	how	their	
current	site	compares	with	similar	players	in	the	industry.

The Solution:	To	use	my	exprience	through	Springboard’s	
course to conduct reasearch and analysis to create 
competitor	personas,	as	well	and	collect	competitor	
information	and	please	in	an	informative	presentation	for	
the client.

My Role:	I	conducted	all	research	for	this	project	with	some	
guidance	from	my	mentor.
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IDENTIFYING COMPETITOR 
PERSONAS
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RESEARCH
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RESEARCH

Primary  Research
I	was	able	to	work	on	these	two	project	parts	in	tandem	does	to	
the	timing	of	finding	participants	to	interview	to	begin	research	
to	find	personas	for	Etsy.com	and	Minted.com.	Instead	of	
finding	subjects	through	a	screener	survey,	I	reached	out	to	
friends	on	social	media	and	members	of	special-interest	social	
groups	to	find	qualified	participants	to	interview.

Click	here	to	view	my	interview	script

I conducted and recorded 5 interviews. Two were with 
acquaintances	that	I	conducted	in	person	at	coffee	shops,	and	
the	other	three	using	either	zoom	or	skype	with	participants	
I	found	online.	I	found	it	worthwhile	to	incentivise	these	
participants	with	giftcards	to	starbucks	to	make	sure	they	were	
timely	and	high	quality.

I	recorded	each	of	the	interviews	and	idenfitied	insights	which	I	
then	used	to	create	an	affinity	map.

https://docs.google.com/document/d/1HkGGzoa-teqAbMJuXyY2T13j9TzQRch-a2-nAH_a8t0/edit?usp=sharing
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ANALYSIS
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ANALYSIS

Affinty Map: 
Using	notes	and	recordings	from	my	interviews,	I	pulled	
numerous	insights	and	grouped	them	into	the	following	
categories:

• Online	Shopping	Habits	Choosing	Where	to	Shop	
• Narrowing Down Products
• Gifting
• Checkout
• Budgeting
• Crafting
• Navigation
• Motivations
• Positive	Aspects
• Negative	Aspects		

Click to view larger

https://drive.google.com/file/d/18TqqYHvdADXmjnJ8L5vD412INIkJckQF/view?usp=sharing
https://drive.google.com/file/d/18TqqYHvdADXmjnJ8L5vD412INIkJckQF/view?usp=sharing
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ANALYSIS

Empathy Maps: 
WIth	the	insights	I	found	I	was	able	to	identify	three	
of	the	main	user	groups	that	stood	out	based	on	their	
motivations	for	shoping	on	the	sites	Etsy	and	Minted.

1. The	Gift	Giver
2. The	Hobbyist
3. The	Supporter  

Click to view larger

Click to view larger Click to view larger

GAIN

THINK & FEEL

SEE

SAY & DO

THE
GIVERHEAR

PAIN

its worth it to go out of my way to
finda gift that is more personal

rabbit holes are great
for idea collecting

IF AN ITEM IS TOO AFFORDABLE,
IT MUST BE LOW QUALITY

I LIKE TO ADD A PERSONAL TOUCH
TO EVERY GIFT I GIVE

friend says they need a new
light or cookware, etc.

holidays and birthdays
are alwys coming up

my peers really appreciate
thoughful gestures

i keep a list on my phone of
gift ideas and update it often

i like to give experiences to
people as gifts when i cant be there

takes time shopping if
she has the time to spend

i like to be able to add a PERSONAL note
to the gift for the selleR to Include
that says happy birthday

lOVES TO BE ABLE TO GIVE UNQIUE, MEMORABLE ITEMS TO LOVED ONES

APPRECIATES the ability to save addresses while shopping

lOVES TO BE ABLE TO GIVE UNQIUE, MEMORABLE ITEMS TO LOVED ONES

Wants to find gifts that are meaningful to the recipient

i often need a gift really quickly

i have a reputation to uphold as a good gift giver

has friends near and far she likes to buy for

HER FRIENDS REALLY ENJOY
THE EFFORT SHE PUTS INTO 
HER RELATIONSHIPS WITH THEM

WHEN A GIFT IS REALLY UNIQUE,
IT USUALLY COSTS MORE

dESCriptions and reviews 
guide me while shopping
online for gifts

GAIN

THINK & FEEL

SEE

SAY & DO

THE
HOBBYISTHEAR

PAIN

tries to put a lot of thought into
decorating her own space to 
make it unique

will spend more time to
find exactly what i am looking for

every purchasE i make should have a story

enjoys collecting things

valuable feedback from
peers about items she
is interested in

RECOMMENDATIONS FROM
PEERS ARE EXTREMELY VALUABLE

keeps up with trends in certain
fields of interest 

when hosting an event, she
will go out of her way to make 
it feel special an customized

buys art prints and puts them in her own frames

if she finds something she likes,
she will follow the artist or 
seek out similar items

i like to have unique items that speak to my personal taste

wants to have control of the final outcome of her purchase

wants to put their personal touch on their home decor

i have to sort through a lot of items to find something that
fits my expectation and vision

WHEN I HAVE A VISION, SOMETIMES THE SCALE/ SIZE OF THE PRODUCT
IS NOT WHAT I EXPECT WHEN SHOPPING ONLINE 

compares her own style to that of
her friends, family, and peers

SEES PINTEREST BOARDS AND SOCIAL FEEDS
full of curated art/decor

product photos that tell 
her everything she needs 
to know about a 
potential purchase 

GAIN

THINK & FEEL

SEE

SAY & DO

THE
SUPPORTERHEAR

PAIN

CUSTOM ITEM SELLERS STAND BEHIND
THEIR PRODUCT MORE THAN OTHER RETAILERS

I LIKE TO SUPPORT
SMALL BUSINESSES

IT FEELS GOOD TO HELP SUPPORT
SOMETHING I BELEIVE IN

THE STORY BEHIND THE RPODUCT I BUY
REALLY MATTERS A LOT TO ME

EMPOWERING WOMEN IS A VERY
HOT TOPIC RIGHT NOW.

THERE ARE A LOT OF NEWS STORIES
ABOUT NEGATIVE THINGS HAPPENING
IN THE WORLD 

GOOD NEWS THAT EVEN ONE PERSON
CAN MADE A DIFFERENCE

RESEARCHES A COMPANY
BEFORE BUYING FROM THEM

IT FEELS GOOD TO SUPPORT SOMETHING
I BELEIVE IN

WILL SPEND MORE MONEY
TO SUPPORT A GOOD CAUSE“EVERY LITTLE BIT HELPS”

FEELS WARM AND FUZZY WHEN SHE CAN SUPPORT A GOOD CAUSE

WANTS TO LEARN MORE ABOUT THE STORY BEHIND HER PURCHASES

lOVES TO BE ABLE TO GIVE UNQIUE, MEMORABLE ITEMS TO LOVED ONES

FEELS A DISCONNECT WHEN SHOPPING ONLINE FOR ART RATHER
THAN IN PERSON

WANTS TO SUPPORT SELLETS IN OTHER COUNTRIES, BUT LONG SHIPPING
TIMES CAN MAKE GIFT GIVING A LOT MORE DIFFICULT 

FRIENDS WHO ARE SUCCESSFUL AND 
FRIENDS WHO STRUGGLE

OTHERS AROUND ME OFTEN
PAY IT FORWARD

LOCAL SHOPS THAT CARRY REALLY
HIGH QULALITY IMPORTED GOODS

dESCriptions and reviews 
guide me while shopping
online for gifts

https://drive.google.com/drive/folders/1me75v7ISnYgm8LaxPYrGJzLjOHRozW4k?usp=sharing
https://drive.google.com/drive/folders/1me75v7ISnYgm8LaxPYrGJzLjOHRozW4k?usp=sharing
https://drive.google.com/drive/folders/1me75v7ISnYgm8LaxPYrGJzLjOHRozW4k?usp=sharing
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ANALYSIS

Personas: 
The	pimary	persona	is	the	gift	giver.

.
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ANALYSIS

Personas
The	second	most	common	persona	for	Etsy.com	
and Minted.com is the hobbyist.
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ANALYSIS

Personas
The	final	persona	I	discovered	is	the	supporter.
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COMPETITIVE BENCHMARK 
STUDY
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RESEARCH
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RESEARCH

Secondary  Research
The	purpose	of	this	part	of	the	project	is	to	identify	
strengths	and	weaknesses	of	several	competitors	in	
the US market that Zwende is looking to enter, and to 
use	these	findings	to	create	suggestions	nad	action	
steps	for	Zwenede	to	consider	that	would	help	
create success during this transition. 

Since I was working alone and limited on time, I 
conducted	all	of	the	research	for	the	competitive	
benchmark analysis alone. I decided to create 
a	Competitive	Analysis	Matrix	table	to	compare	
7	competitors	and	then	create	an	in-depth	
presentation	deliverable	to	give	to	Zwende	that	
focuses	on	user	experience.

DIRECT

INDIRECT
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ANALYSIS
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Competitive Analysis Matrix
I	used	google	sheets	to	create	a	spreadsheet	that	
compares	7	other	e-commerce	sites	that	I	chose.	I	
selected	5	direct	competitors	and	2	indirect	competors	to	
make	sure	I	have	a	large	variety	to	compare.	take	when	
interacting	with	my	product.	

.

ANALYSIS

Click to view in google sheets

https://docs.google.com/spreadsheets/d/1iQJdwIBNQGexTXkwjxCIrX9P9_3_eQ6kA9H7FzBmokU/edit?usp=sharing
https://docs.google.com/spreadsheets/d/1iQJdwIBNQGexTXkwjxCIrX9P9_3_eQ6kA9H7FzBmokU/edit?usp=sharing
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Competitive Benchmark Analysis

I	created	a	detailed	slideshow	to	compare	all	7	
websites across 7 UX metrics which chose:
• Visual	Appearance/Design
• Trust/Credibility
• Seller	Information
• Ease	of	Tasks:	Create	an	Account
• Ease	of	Tasks:	Search/Browse
• Ease	of	Tasks:	Customize	a	Product
• Ease	of	Tasks:	Check	Out
 

.

ANALYSIS

Click to view presentation in Google Slides

https://docs.google.com/presentation/d/15m7EdAWDkjDMEjJHyFoI-H9F0OP7R9YDPsZOzxuEkP4/edit?usp=sharing
https://docs.google.com/presentation/d/15m7EdAWDkjDMEjJHyFoI-H9F0OP7R9YDPsZOzxuEkP4/edit?usp=sharing
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Competitive Benchmark Analysis

After	every	metric,	I	included	takeaways	and	
recommendations	to	help	Zwende	improve	their	UX.
Here	are	a	few	of	those	screens.	These	can	be	found	
in the slideshow.
 

.

ANALYSIS
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Competitive Benchmark Analysis

I	praised	the	site	for	it’s	unique	features,	but	also	
pointed	out	some	issues	with	loading	times	that	
could be contributing to higher bounce rates on these 
pages,	found	in	the	client’s	analytics	information.	
 

.

ANALYSIS
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Competitive Benchmark Analysis

I	recommend	a	suggestion	to	take	the	opportunity	
in	checkout	to	upsell	products	to	the	user,	much	like	
several	of	the	other	competitors	in	the	analysis..
 

.

ANALYSIS
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CONCLUSION
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Lessons Learned: 

This	Industry	Design	Project	match	was	definitely	not	
what	I	expected	since	this	was	a	research	project	and	my	
experience	is	in	graphic	design,	but	I	was	delighted	for	the	
opportunity	to	get	more	experience	working	in	research	
and	to	add	more	diversity	to	my	portfolio.

• This	was	my	second	time	to	conduct	interviews	for	
a	project.	I	found	that	I	was	better	at	thinking	ahead	
and	coming	up	with	the	right	questions	to	ask	to	find	
the	most	valuable	information	to	create	excellent	
personas.

• The	research	I	did	for	the	Competitie	Benchmark	
Analysis	was	very	challenging	at	first,	but	ended	up	
being	fun.	I	was	very	intimidated	by	creating	such	a	
detailed	slideshow	that	needed	to	speak	for	itself,	but	
once I got going, it became a lot easier and I learned 
a	lot	along	the	way	about	the	best	things	to	focus	on	
during	this	type	of	research.

• After	completing	this	research	project,	I	feel	like	I	have	
a	much	better	grasp	on	the	part	of	UX	that	was	the	
most	unfamiliar	to	me.	Coming	up	with	this	valuable	
information	for	the	client	feels	very	helpful	and	is	
something	I	am	proud	to	say	I	can	do!	

CONCLUSION


