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WE'RE HAPPY THAT THE MARKETPLACE
SEEMS TO BE HERE TO STAY

“Retailers that compete with Amazon have come 1o
discover that offering marketplaces on their own sites is
crifical to driving margins and remaining competitive...”

-Forrester
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MARKETPLACES ARE PROCESSING
HUNDREDS OF BILLIONS IN SALES
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GONE ARE THE DAYS OF IT BEING A
RETAILER ONLY STRATEGY

Property:
Zoopla,
Airbnb

General:
Amazon,
eBay,
Rakuten

Craft: Etsy,
Not on the

High St

Hidden:

Nalgll

Alibaba

Digital:

App Store,

Google
Play

Classifieds:
Gumiree,

Craigslist
~ Food: Just ’
Eat, The

Food
Market

Travel:
Uber, Lyft

Wholesale:

It's all about supply and demand.

Marketplaces have been adapted for so many
different industries.

Age of enlightenment for marketplaces.
It's actually replacing retail.

People’s appetite for purchase is higher after
they’ve just read editorial content.

It's all about uniting supply and demand, and
monetising your traffic.

These days, marketplaces are no longer a cutting
edge strategy.
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IT'S EASIER THAN EVER TO LAUNCH ONE

Seller Service
Capability Providers

...The hardest part is now operational readiness

Infrastructure  Technology

:f:gi Marketplacelab

»
*




HOW CAN | HOPE TO COMPETE®

Don’t pick a fight to begin with!

* [dentify a (profitable) niche
* Somewhere where there is no large incumbent

Bring your mates!

» Give buyers and sellers a community that they can relate to
* Expand the market, address the marginalised and disgruntled.

Come ready-armed!

* Use out of the box technology to give you instant capability
» Growth hacks to enable explosive growth

Pick a fight on your own terms!

* Find something they do that you can do better
* Find a problem and solve it




THE TECHNOLOGY

|
Shoppers I ill\wc;l).per eCommerce Layer Marketplace Layer : : Ilv:erch?ni :
: edim : : niegration : Merchants
: I
| |
ST Seller and Product 1! |
%:6 : ‘ On-boarding I I
: —— < HTTPS >
I l I
eminim | ~ Seller Order Routing : :
| ]
. 4 Web GUI ;> g

Listings Management

s
(e

Seller Feedback I

N
< TSV/CSV ;> "ﬁ »
Seller Finance & :

Management
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CHECKOUT CAN BE SIMPLE TOO
(REALLY SIMPLE)

Payment Processor Payment Gateway

P PayPal

+ Sellers link their accounts » Potentially onerous

« Reduces need for PCI compliance » Greater PCl compliance exposure
» Super simple + Greatif you already have a

« Potentially restrictive checkout

« No economy of scale + Own the payment infrastructure
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WHY | REALLY WANT TO OWN THE
PAYMENT INFRASTRUCTURE

Create Barriers to
Exit

&3 PlayFunds

Increase Spend

But do take professional advice if you go down this route

Cash Flow
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THERE IS A MIDDLE GROUND

o stripe

\L Braintree

2.9% + $.30
MARKETPLACE |
+ Centralised account
‘ « Economies of scale
@  Traditional checkout
\[ ¢ ¢ * Full handoff

Your Providers You

Deposits to bank or mobile Deposits to bank or mobile
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YOU CREATE SELLER ACCOUNTS IN

stripe

We need to confirm the identity of your account's owners before we can send transfers to your bank account. Complete identity verification »

THE BACKGROUND

" Dashboard = Documentation Help & Support

. Marketplacelab ~

GENERAL

Dashboard
AL Customers
TRANSACTIONS
=l Payments

[®] Transfers

@ Balance
SUBSCRIPTIONS

@ Plans

Coupons
RELAY

tl-] Products

‘éf Orders
REQUESTS

[El Events & Webhooks

= 1ons

Recently connected accounts

paul.blyth+TestSeller153219@marketplacelab.com — acct_16v5AxEQdIJkCs2G
paul.blyth+TestSeller174477@marketplacelab.com — acct_16v58BInlZjP1bNd
paul.blyth+TestSeller156285@marketplacelab.com — acct_16w57VHytTona3Fc
paul.blyth+TestSeller1728@marketplacelab.com — acct_16v35CJfkD2npFzF
paul.blyth+TestSeller1184@marketplacelab.com — acct_16v3SALngEslhgkM
paul.blyth+TestSeller661@marketplacelab.com — acct_16ulleKdnhclVEOs
paul.blyth+TestSeller585@marketplacelab.com — acct_16u0VII7TjBPmCOW
paul.blyth+TestSeller183832@marketplacelab.com — acct_16u0SDFpCEvASHQy
paul.blyth+TestSeller16084%@marketplacelab.com — acct_16u0QNHDsQXQoQ1B
paul.blyth+TestSeller163360@marketplacelab.com — acct_16tvSLCBCJBdBq5F

View all connected accounts

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

UNVERIFIED

R
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A MORE TRADITIONAL CHECKOUT
PROCESS

B My Basket (1it=m)

m Cupboard Meat & Fish | Cheese & Dairy | Oils & Dressings | Spreads & Syrups Health Foods m

Home Checkout

Checkout

1. ADDRESS 2 DELIVERY 3. PAYMENT

Payment Order Summary
Card Number Itern Total £9.50
B8 Delivery total: £0.00
e Order Total: £9.50
e
Enter the last 3 digits from the number on the back ca
Expiration (MM/YYYY)

/

ard exp

[# Securely save my details for next time

Submit Payment

Learn more about secure payment

You can still review your order on the next page before completing your purchase.
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BUT WHAT'S YOUR POINT®

Just because you CAN build a marketplace doesn’t mean you
SHOULD

Find a need for buyers, sellers or both

General guidelines for identifying these needs & opportunities
Case studies that have worked in the past

The toolkit for identifying your opportunity

Framework to create your Business Requirements Document

The traditional Discovery process
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START WITH THE CUSTOMER AND
WORK...

abwoWood

R
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USE PERSONA-DRIVEN DEVELOPMENT
IF YOU CAN'T TALK TO CUSTOMERS

Quick Stats (and Picturel)
Luke, Age 38

Occupation, Location

Marital Status

Goals & Needs

Wants to get some furniture he can finally
be proud of

Wants a deal but will pay more for quality

Needs reassurance on imitation goods

Biography
Luke has never had much of an interest in interior design,
and has typically bought lower quality lkea or high street

furniture during his 20s and 30s... (and so on)

Pain Points & Frustrations
Doesn’t know where to start looking.
Doesn't know a lot about furniture

Short on time for disposing of old stuff
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FROM THE PERSONAS WE CAN IDENTIFY
COMMON CHALLENGES

eb y shopby o | Search
category

€ | Back to search results | Listed in category: Home, Furniture & DIY > Furniture > Sofas, Armchairs & Suites > Armchairs

Logistics

Shipping furniture is
Laura Ashley sofa and armchair

a headache. Condition  Used

Time left: 1 day 4 hours (16 Oct, 2015 15:00:48 BST)

« Bookings / enquiries

. £52.00 3pigs
are a frustration

*
wdad nt The ”ems © Add toWatch list % Add to collection
|OOked ofTer. Located in United Kingdom

L OnUS OfTen ends Up Collect 52 Nectar points
CalStadedlConditiGls mm e - - —— - I
on the buyer. I
Postage: Free collection in person | see detsils
I Item location: Dunstable, United Kingdom I
I Posts to: Collection in person only I
| Delivery: Varies I
Mouse over image to zoom 'payFent? Fay?a’m ws‘w::;?s:;?[ See pay

Returns:  No returns accepted

= Wl \ iy
-:L QJ ‘ - i ﬁ: > Protection: b, Y MONEY BACK GUARANTEE | see details



ANY NEW MARKETPLACE WAS GOING TO
HAVE TO TACKLE THESE ISSUES

A - | .
& Furnitureele LATEST ARRIVALS ~ SEATING ~ BEDROOMS  STORAGE  TABLES  ACCESSORIES — STYLES Search Q

Deluxe Delivery Child's Vintage White Chair With Blackboard
Flip-up Seat

Deluxe Delivery: Specizlist transport available for £29.00
Pickup for free: B93, Sclihull (Ls-:

 White Glove

« Convenient

» Specialist

1
Deluxe Delivery I

 Added Value

+ Flexible

Ever seen beautiful furniture for sale onling, only to wonder how it will be |
| possible to get that perfect piece delivered to your home — and without |

any damage? I

Qur deluxe delivery offers a hassle-free and professional service.

* Expert delivery team - relax in the knowledge that the polished

antique or beautiful mid-century piece you purchase will arrive

without any marks to the furniture or your flooring.

Flexible — safe delivery to your home within 14 working days, with a

specific three-hour delivery slot.

[ * Room of your choice — furniture will be placed in the reom of your
& chaoice.

* Tidy — our delivery team will offer to cover their shoes and zll

Ry |
<y

packaging will be taken away, leaving your home clean and tidy.

Also from this Seller Easy returns — if you want to return your purchase you can do so0
within 14 days of delivery. Simply email us =

support@furnitureetc.co.uk. The buyer meets the cost of return,

save unless the item arrives damaged or was misrepresented.

50%

See our full delivery policy and returns policy for further details.




OTHER COMMON THEMES

Aesthetics

 Sellers took pride in their
products

« Often lack means to
replicate online

» Workflow masks every
item

« Copy reviewed to fit with
house style

* Premium environment

+ Community of like minde

individuals

¥ Furnitured

LATEST ARRIVALS SEATING BEDROOMS

STORAGE TABLES ACCESSORIES STYLES Search Q

Home » Editors' Picks » Suzanne Imre » Large French Enamelled Clock Face

Other Suzanne Imre More »

Large French Enamelled Clock Face

Deluxe Delivery: Specizlist transport availzble for £59.00 (Le

n more)

Pickup for free: NW8, London (Leamn mare)

Product details

An impressive large French enamelled clock face with Roman numera

lettering and zinc border. Some previous repair to face, backed with

boards, has no movement but could be converted. Circa 1900s.

Dimensions: W: 149cm x D: 5em x H: 149em
Condition: Fair - Looking distressed, showing its age, but still with charm.
o

Style: Traditiona

Seller: Christopher Hall Antiques

Based in: Londen, South East

_—

Suzanne Imre
Editor of Livingetc

Super-scale pieces are a great way of adding drama to a space, and
large clocks work in much the same way as an art work, giving a focus to
a room. There has been a big trend in over-sized metal clocks recently
but many of them are reproductions. Hang over a fireplace or at the end

of a hallway for instant impact.

from Suzanne »



OTHER COMMON THEMES

Y Box of 4 Organic Gluten f x \\

- o

PrOdUCt IndUCtlon - > C A 8 https;//www.thefoodmarket.com/products/box-of-4-organic-gluten-free-linseed-bread-loaves

gL S

+ Food industry has really

Product information | Ingredients & Nutrition | Values  Reviews = Press & Awards

complex attributes Ingredients Nutrition

Freshly milled wholegrain rice flour”, Filtered revitalised water, freshly milled linseed (7%)", Typical value

° C om p re ) en Si\/e |n d U C‘|'| on Rice leaven”, Sea salt, Aquamin F (marine multi mineral complex derived from seaweed —

(Lithothamnium C))*, Seaweed (fucus vesiculosus), “= organic
Niacin mg
process‘ Thiamin mg
Saltg
Proteing
+ Account managers tfo .
iber g
Sugars g

h el p se | | er Total Carbohydrate g

Saturated Fatg
* Use MVP approach to Totl Fatg
Energy Content kcal

Energy Contentkj

solve two problems

Serving Size Unit of Measure

More from this category

Perserving (-)

Per 100 gr
83
29

032
094
59
45
06
39
06
56
246
1030
GR

? More




SUMMARY OF THE BIG ISSUES WE SEE
FACING NEW MARKETPLACES

Product Data Structure

*Talk to sellers
*Don’'t over-complicate or over-simplify

*Don't reinvent the wheel
¢ Ask your shortlist of tfechnology partners what their APl strategy is

* Add value, don't automatically drop fees
» Offer items of perceived value, such as grandfathered rates, fee freezes

Personalise Your Service

*You can probably hand-hold your entire launch group
*You will benefit just as much as they do

Focus on Authenticity

*The bigger you get the harder it is fo stay in touch
eEventually the pressure may get to you but not in the early days




BACK TO THE DISCOVERY PROCESS

PERSONAS
« Needs & Wants

 Pain Points & Frustrations

USER STORIES
« X =Persona
Y =Need or Want (or a Solution)

« 7/ =The benefit

“YAs [X] I want [Y]
so that [Z]"

ACCEPTANCE TESTS

CAPABILITY MAP

KR
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MAP YOUR USER STORIES TO A
CAPABILITY MAP

CA PA BI I_ITY MAP Customer Digital Experience Seller Digital Experience

. Account Seller Account Manage Delivery
P ‘ Product Discovery ' ‘ Management ' Management ' ‘ Options ' ‘ Manage Orders ‘ Seller Help & FAQ '
[ ]
ro C ess es yo U Product Evaluation Order History sellersioretiont Listing Creation Manage Dispatch ieIEEe
need to trade . —
Product Purchase Seller Rating and Seller Analytics & Listing NI REGE Manage
yo U r m O rke‘l-p | O C e & Checkout Review Reporting Management 9 Communications
Seller 5 Funds Feed
‘ Communications ' ‘ IRBHUTS [FTEEHME ' Management ' ‘ Management ' ‘ Manage|Reflnds
O FOCUSGS YOU On Social Sharing and Customer Care,
| .1- Collaboration Help & FAQ
Marketing Catalogue Seller Management Order Customer Care

e Gefs you Management Management

. L . Catalogue . Seller Status Fraud Inquiry
O p e rO TI O n G | |y ‘ IDiglifsl Meiiiing ' ‘ Management ' ‘ Seller Reeruiimmenii ' ‘ Management ' ‘ Management ' ‘ Management
Campaign Merchandising . Seller Fee Payment Dispute
reo dy ‘ Management ' ‘ Management SellErClEREEig Management Processing Management
Content o Seller Type Order Monitoring & Chargeback
‘ M ' ‘ Management ' ‘ Selter MSITIng ' ‘ Management ' ‘ Management Management

« Fine to keep high

. Promotion Inventory Seller Seller Beie Fieiesisn Prompt Customers
|eve| G'I' 'I'hls S‘I‘Oge Management Management Reimbursement Communications for Feedback
Manage Returns Collect and
Replenishment Management Analyse Feedback

Technology Support
‘ Applications ' ‘ Infrastructure ' ‘ Systems Integration ' ‘ Production Support ' ‘ P(ejg%?cﬁ?tﬁliefy& ' l??l%é?ﬁ;; '
Corporate Support

Finance & .
Financial Reporting Legal ‘ Corporate IT ‘ Operations / PMO '




FINAL SUMMARY

It's really crowded
out there

User Personas to
represent your
customers

A well planned

discovery process

Find problems,
solve them, launch

‘¢
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