


INTRODUCTION 

Etsy is a great platform to start your own business, especially if you sell digital items. Etsy has all 
the tools built in to allow customers to find your items, buy them, and then download them right 

from Etsy. And you don’t have to worry about hosting your images, or sending them to your 
customers. It is all streamlined and ready for you to use.  

Etsy Digital covers practical techniques and marketing ideas to help improve your Digital 
Download Etsy Shop. These topics are unique to Digital Download sellers exclusively.   

The book does not cover areas that every Etsy Shop needs to know, such as Keyword 
Optimization, Shop Optimization, Statistics, general Customer Service principles, or Product 
Development. It will, however, cover all the specific details that you should address for your Digital 
Download shop that are unique to Etsy.   

This guide is not a broad and not meant for all Etsy Shops. Because of this, I highly recommend 
that you first read through ‘Etsy Essentials,’ which is a great resource for all Etsy Sellers that either 
sell Digital Downloads or Physical Products.  You can find that guide at:  

www.justinpagewood.com/etsy-essentials 
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WHY CREATE DIGITAL DESIGNS 

One of the things I personally love about creating things digitally, is that if you mess up, you can 
always fix it. If you were creating a painting, or furniture, or a leather purse, you have to be 

careful on how you build it. And if you mess up, you may have to start all over again. That’s 
something I never enjoyed as I used to create paintings on Etsy as well as for my interior design 
clients. There is a lot of risk and liability in creating physical things. In my opinion, there are too 
many risks to make it any fun for me: 

• You have to find your materials and tools 

• You have to create the item and do it well 

• If you don’t make it right the first time, you have to make it over and over until you get it right 

• Once someone buys it, you have to make another one all over again 

• If you run out of materials, you have to find them and buy them all over again 

• In order for your items to gain any momentum on Etsy, you have to keep that same design on 
Etsy so that more people share and find the design, or that it keeps it’s place in a keyword 
search 

• If you sell that item several times, you have to keep making the same physical product over and 
over again until you are totally sick of making it 

• By then, you are totally fed up with creating physical items and you give up 

I think it takes a certain kind of person to really love building physical things. And most businesses 
in the world that are successful do not create physical products unless they are mass produced. Or, 
you have to be a very successful artist who sells their handmade paintings for $2000 each or 

more. But on Etsy, everyone is looking for a price point somewhere between $5 and $50 USD. It is 
very difficult for an Etsy Shop to be successful with their price points are in the hundreds of dollars.  

If you’re like me, you just don’t enjoy making physical products that often. And that’s where Digital 
designs come in. It’s something I have been doing forever, and something I think I will always do.  

To me, there are many great things about creating digital products: 

• I can knock out a design within 15 minutes 

• If a customer doesn’t like the way it turns out, I can send them a fixed version very quickly 

• Once I’ve made something, it’s up on the Etsy Shop forever. Some designs I never touch ever 

again, and it just keeps on selling 
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• It’s something that I love doing, and I don’t ever get bored of it 

For many of these reasons, I believe that creating a business which sells digital items has some of 

the easiest ways to generate income. But technology changes constantly, and if you plan to 
continue to build a Digital Download shop on Etsy, you’ll need to stay educated on what’s going 
on in the world of technology and digital downloads. 

For instance, the music industry and the way it sells music is constantly changing. Music used to be 

sold on Vinyls, then Tape Cassettes, then CDs, then people started to illegally download music 
from the internet, and now places like Pandora and Spotify are where the majority of people go to 
find their music and stream it from their computers and phones. The music businesses which 
recognized and adapted to these changes did far better than the businesses that stayed in the 
same way of thinking and never changed. 

In the same way, the Digital Download industry will definitely change as the years go on. But for 
now, Etsy is a great place to sell Digital Downloads, and there is a ton of opportunity. One day 
this may change, but it seems like it may stay that way at least for another couple years, or until 
maybe a larger company like Amazon or Apple or Google may do it better than Etsy currently 

does. 

Overall, as long as you love Graphic Design, and you love running a business, and you know the 
kinds of things you want to create, and you want to keep at it and get better and better, then there 
is a lot of opportunity for you on Etsy right now.  
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GETTING IN THE RIGHT MINDSET FOR DIGITAL DOWNLOADS 

If you are just getting started with a Digital Download Etsy Shop, or haven’t started yet but are 
considering it, ask yourself the following questions: 

• Do I enjoy creating digital items more than physical items? 
• Do I have the skills necessary to create high-quality digital items? 

• Is this Etsy Shop something I am ready to put time into for the next 1 or 2 years? 

• Am I okay with the possibility of seeing little to no sales in the first couple months? 

• Do I have a certain style or concept in mind that I like that will inspire me to create my first few 
items on Etsy? 

There are hundreds and hundreds of Etsy Shops that sell Digital Download items. But only a few of 
them have been totally successful. Most Digital Download shops only have 100 or 200 sales in the 

last year. Many of these Digital Download shops sell almost the same type of thing as each other, 
and I see a lot of copying going on between Digital Download shops all the time. 

Our Etsy Shop, Melinda Wood Designs, currently has over 28,000 Sales, with over 1,900 
Reviews, and over 13,000 Customers. And we have seen at least one hundred Etsy Shops that 

have literally copied our work. Some of them even seem to buy our Artwork, and then re-sell it on 
their own Etsy Shop, and then copy-and-paste our text and marketing strategies right off of our Etsy 
pages. That’s a violation of Etsy’s policies. But Etsy unfortunately has not been very proactive about 
stopping this kind of behavior, even when we have reported it directly to them. But what we have 
found from all of those Etsy Shops that copy us, is that even though it’s been over a year, they still 

only have a couple hundred sales. And I believe it’s because people who copy, and cannot think 
critically for themselves, and cannot inspire, or create, will always be stuck in copy-mode, and will 
never be truly successful.  

If you are copying other people’s work, or don’t have it in you to be both artistic and a business 

person, then you simply will not see growth in your Etsy Shop. And this is proven by the Etsy Shops 
who try to copy everything our Etsy Shop does, and still have very little sales. You have to be your 
own individual, your own creator, and take charge of your business and your Etsy Shop in a way 
that no one else will be able to do.  

!5



So before you think that you can be another successful Digital Download Etsy Shop, consider why 
you are doing this. Do you love Graphic Design? Do you love creating things? Do you love 
learning, and getting better at what you do? Do you love business, and the idea that you can 

make money online. Are you willing to learn, and put aside what you think might work, and move 
toward things and do things that actually do work.  

I have been doing graphic design since I was 12 years old, and I now professionally create 
websites for businesses as my full-time job from home. I get to spend each day with my wife, 

Melinda, and my son, Jayden, at home while doing website design. And my wife and I work on 
Etsy together just a little bit each day. I love designing on the computer, creating websites and 
graphics. And Melinda loves Interior Design, Fashion, Decor, and Art.  It’s something we do every 
day, and we practice every day. Melinda actually spends more time designing woven wall 
hangings, as well as knits and crochets scarves and jackets, and even sews clothing. And that’s 

what she does with the majority of her time. I spend the majority of my time designing websites for 
businesses, and that is where most of our income comes from. In our spare time, we work together 
on Melinda Wood Designs on Etsy.  I make sure to cap our work on the Etsy Shop to 1 hour per 
day. I think that our background in other things, and not focusing so much on our Etsy Shop has 
helped us to stay artistic, not worry about what everyone else is doing on Etsy, and not obsess 

about the Etsy Shop too much either.  

The other thing that has helped us be successful is to understand business. I deal with clients a lot, 
and I have built over 400 websites for my clients. It’s taken a long time for me to understand things 
like pricing, contracts, negotiating, and dealing with people on a business level. I cannot just wish 

or hope things will work out. I have to figure out how things work, and how to get things to work 
out better in my business.  

I think a lot of people who start an Etsy Shop, or who start a business, just wish that whatever they 
think of first and try first should just work automatically. But truthfully, it’s going to take hundreds 

and thousands of failures as you go along - and then figuring out what to do next when you fail. 
So expect your Etsy Shop to fail lots and lots of times. But record your failures, remember what 
doesn’t work, and keep moving ahead. Whether it’s in your Etsy Shop, or in your business, or 
even in your career or part-time job. Whatever your background is, whatever you are interested in, 
and love doing, it should really be able to help you inspire and create Digital items on Etsy that 

you can sell and make some extra money doing. 
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YOUR ETSY SHOP WILL CHANGE AND DEVELOP OVER TIME 

Whatever your first idea of what your Etsy Shop should be right now, I guarantee you it will not be 
the same 3 months, 6 months, or 1 year from now. If it is still the same, then you probably won’t 

be getting many sales. The reason is that once you start creating things, you will learn more and 
more as you go along. And you need to learn to adapt to the information you learn, and to build 
an Etsy Shop that is based on real customer feedback and sales that have generated income for 
you. 

One of the first things we did to help push our Etsy Shop in the right direction was to interview our 
customers for feedback. After getting our first 100 Sales on Etsy, I sent a survey out to all of our 
customers, offering them an extra free digital download in exchange for feedback. About 25 
people filled out the survey. And of those 25 people, more than 50% of them said they wished 
they had a JPG file to use in addition to the PDFs. No one had ever complained directly to us 

about the lack of a JPG file after they ordered their digital prints. Virtually all of the customers 
stayed silent and just dealt with what they were given, even if they may have been disappointed or 
frustrated that there was no JPG file. But once they had the opportunity to speak their mind through 
our customer surveys, they gave some very helpful feedback. Among learning other things from the 
survey, I knew I absolutely had to create JPG files for each art piece in order to be more successful 

and gain more customers on Etsy. 

Whatever digital items you sell on Etsy, whether it is artwork, post cards, gift cards, calendars, 
planners, or anything else, you need to really think long term for what you are creating and what 
your customers actually want and need. Sometimes customers don’t really know what they want, 

but you need to do your research, talk with your customers, and figure out these things as quickly 
as possible to make sure that the time you spend creating products is something that people really 
want to buy.  

Once you figure out who your core customer is, and what they are looking for, it’s going to be 

much easier to create more and more products. But, until then, you need to be in “experiment” 
mode, and be prepared to change course and direction as you continue to get more sales. The 
great news is that Digital Download items are probably the easiest thing you can create, and the 
easiest thing to continue to change and develop.  
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I’d like to give a few examples of what we did for Melinda Wood Designs in the very beginning, 
to give you an example of how this might look for your own shop. 

For Melinda Wood Designs, we first started with handmade jewelry in March of 2013.  It was not 
until June of 2013 that we got our very first order. From there, we slowly built out more products 
and made about 100 sales until November of 2013. By then, my wife was burnt out from making 
physical items, and she was also about 4 months pregnant with our son, so we decided to slowly 
move away from making jewelry. From there, we transitioned into digital download products, 

where I could create digital artwork and do more of the work, while Melinda helped me figure out 
what kinds of designs to make based off of what she liked, what was trending, and what she 
thought other people would buy.  

Below are the first 3 designs we came up with. Over the course of 3 months - between November 

2013 and January 2014 - each of these prints sold about 5 times, and each one went for $5 
USD.  So over the course of 3 months, we made a whopping total of $75 USD. 

Not very impressive. But it was fun to see at least a few people buy these designs, and it was a 
little encouraging. So Melinda and I just spent about 1 or 2 hours per week creating new designs 

in our free time. And it was not until about 6 months later that we made $300 in a single month. 
That’s only 60 Sales, or about 2 sales on average per day. But it was finally enough to catch my 
attention and realize that there was a lot more potential to sell on Etsy than I realized.  

As we continued to get sales, I decided to spend about 1 hour per day on Etsy creating more 

designs, talking with Melinda about what seemed to be popular and what could sell, and then 
trying to learn more about Retail and online sales. Each month, our sales increased slowly. And the 
more we sold, the easier it was to figure out what do make next, based on what was selling, and 
especially based on the Customer Surveys we sent out to our early customers to better understand 
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who they were and what they were looking for. I also took our best sellers, created new versions, 
and continued to grow the shop just a little bit each month.  

Overall, the point is that your Etsy Shop is not going to be a total success in just a few weeks. It’s 
going to take a few months to figure out. And you should not pour 8 hours per day into your Etsy 
Shop. Otherwise, you are going to frantically try everything you can think of and constantly move 
from one point to the other much too quickly, and never have any success as you try one thing and 
then the next, all within the same day. 

In took us 12 months to figure out the right strategy on Etsy before we had a successful month. I 
hope that it does not take you as long as it took us. And I also hope that this Etsy Digital 
handbook will help you get to your first successful month much quicker than we did. But please do 
not spend 8 hours per day on your Etsy Shop. You will get burnt out and hate your life if you do. 

Instead, set an hourly limit per day on your Etsy Shop to either 1 or 2 hours, or whatever you think 
is reasonable based on your other commitments in life. Then, if you have a day job or other 
sources of income, you can balance out your time. You also want to allow enough time on Etsy for 
some data to come in through your Stats, so that you can critically analyze your data and see 

what you need to do with your Etsy Shop. If you spend too much time doing all sorts of things all 
at the same time, then you will not know which ideas are working and which ones are not because 
there will be too many variables to track on your Etsy Shop and no way to analyze those changes 
that you make.  

In fact, I highly recommend you plan out what your second job or source of income will be to 
balance your time out as you grow your Etsy Shop.  

Probably the most important thing you can do to figure out how to improve your Etsy Shop and 
move in the right direction is by talking directly with your customers, sending them surveys, and 

asking them questions. 

Some examples of questions you could ask include: 

• What could have been better with your Digital Downloads? 

• Was there anything you were expecting that your digital downloads did not come with? 
• What was the most difficult issue you encountered when using your digital downloads? 
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Some ways to get this feedback and incentivize customers to speak with you could be: 

• Offer them a free digital download from your shop 
• Offer free customizations or design alterations 
• Offer them a super large discount for their next purchase, like 50% or 75% off.  

You also want to try and experiment with your products, and develop things that customers actually  

want to buy. There are some short cuts to getting there quickly, including: 

• Creating Etsy Listings which allow for free customized artwork 

• Offer free customizations and alterations for certain colors and sizes or other variations 

• Offer custom digital design services, not just digital download products 

About 50% of the time, these customizations will not lead you directly to creating new products. A 
lot of customers are going to want weird, ugly, or unusual things. But for the 50% of things which 
seem like something someone else would want to buy, you can use these custom designs as new 
products which you then sell in your Etsy Shop to the general public. This way, you are creating 

designs that people actually want. And it’s the quickest and most effective way to build an Etsy 
Shop with the least amount of time and resources.  

In summary, you need to be flexible and allow for the time it is going to take to learn how to 
improve and grow your Etsy Shop in the right direction. In the very beginning, it is going to take a 

lot of time and experimentation, but sometimes that’s the most fun and exciting part of starting a 
business - at least for me. 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BECOME A DESIGN EXPERT 

If you really do love graphic design and creating digital products, then naturally you will always 
want to learn more about it and how to become better and better at it. If you force yourself to try 

and learn these things, when it’s really not your passion, then your Etsy Shop will never do well 
selling Digital Downloads, and an Etsy Shop focusing on physical products is likely a better fit for 
you.  

I've been doing graphic design for 17 years now, and professionally for my business at 

www.jpwdesignstudio.com for the last 6 years. I do graphic design every single day, and that's 
the thing I love doing. So when my wife and I get together to talk about new design ideas, I can 
pound out a new design within less than 15 minutes of work. But I am an expert at this, and it has 
taken me years to get to this point. But I learned almost everything in one main way: When a 
Client or Customer asks for a new thing I've never done before, I look it up in a Google Search or 

on YouTube. I do not randomly select things to learn that I'm unsure if I even need to learn. So 
when I had a client ask me, "Can you do it this way?" I would do my research on Google or 
YouTube and then I would make the new design for them, all within the same day. 

Here’s another example of what I did to learn things as I needed to know them. One time, I had a 

very cheap $50 camera in college. I would take photos of random things, and then put them on 
my website portfolio. Then, one day a client asked if I did photography services because of the 
work I showcased on my website. I quoted the client $1,000 for a photo shoot. They actually 
agreed to it. Then, I went out and bought a professional $900 camera, I spent the weekend 
learning how to use it, and then the following week we did the photo shoot. So instead of learning 

how to photography first, I found a client, then frantically learned how to actually take professional 
photos. And the only way I could really push myself to learn was by putting myself under fire to 
learn as quickly as possible to make money. 

If you can do a 2nd business on the side providing graphic design services for Clients, you can 

make some extra income, and learn how to do Graphic Design better. To me, learning new things 
is best done by actual doing them for real-life situations. And that is how I've gotten really good at 
graphic design. I know this all sounds vague, but there are so many things to learn in Illustrator , 
or Photoshop, or with any other design tool. I tend to do more work in Illustrator because I do 
vector work, and I feel like it is much faster than Photoshop. But Photoshop is much better for 

editing photographs and doing detailed artwork like blur effects, drop shadows, and all those 
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fancy things. So just remember that learning these tools is going to be a journey for many years. 
And if you do not love doing it, then it's going to be very hard to stay motivated to work on your 
Etsy Shop. There are so many things to know in graphic design, and too many to list, and I don’t 

want to point you in the wrong direction on what tools to use and what tools not to us. You need to 
figure that out based on your interests, your skill set, and what you need to know right now to get 
started on Etsy. 

The most important and easiest way to figure out these things is to actually create things that you 

use in real life. So if you create printable planners, make sure to actually print them out on your 
home computer, or at a local print shop, and use the planner yourself. See if it looks good and if it 
actually works in your own life, and then make edits to the design based on your own experiences. 
Always test out your products, and get a feel for they actual work, so that you can relate to what 
your customers will have to go through.  In the end, no one cares how you make your things, as 

long as the end results is beautiful and enjoyable.  
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CUSTOMER SERVICE IDEAS FOR YOUR FIRST 200 SALES 

When selling Digital Downloads, you have a unique opportunity as an Etsy Seller to be very 
generous with your customer service. Because you have no physical items, you are really just 

selling your time and expertise, but you do not have to worry about the cost of building a physical 
product. You don't have to pay for materials, or make each item by hand, or pay for shipping 
costs. 

For this reason, I think it is absolutely crucial to go above and beyond with your Customer Service 

to make your customers extremely happy.  

When we first started selling Digital Downloads, we had a strategy that worked extremely well. 
Every single time someone purchased an item on our Shop, we gave them a 2nd item absolutely 
free. It was just a gift to thank them for their order. It cost us nothing, and it made our customers 

extremely happy. And almost all of them left a 5-Star review because they got something extra for 
their purchase.  

If you are just starting your Etsy Shop selling Digital Items, doing something like this is going to 
really help you propel your shop to grow faster, with more 5-star reviews and more sales.  

Another reason to give an extra item away for free is to see what your paying-customer's "Second 
Favorite" item on your shop is, even though they never bought it. It's a little extra information to let 
you know what kinds of items are popular on your shop. And you can use that info to building 
more products that are similar to what your paying customers like.  

You do not want to do this with people on Etsy who have never bought from you. Just because 
someone "Views" or "Favorites" your items, does not mean that their opinion is important. The only 
people whose opinion matters are the customers that actual pay money for your items. 

Here are other ideas related to customer service that could work for Digital Download shops: 

• Always offer to fix Digital Download items for free if your customers have issues. Make sure to 
take care of this as quickly as possible. 

• Offer to give free customizations for custom sizes, if you do not already offer the size they 

need. We get several of these request per day.  
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• Be very generous with refunds if the customer is frustrated with how their prints turned out. Even 
though you lose money, you don't sell a physical product, so you are only losing on your time.  

• Don't feel afraid to give higher-than-normal coupon code discounts, like 40% and 50%, when 

you feel like boosting your sales. Again, digital download items have no cost, so you're not 
really losing any money.  

These are extreme examples of things you can do as a Digital Download shop. As your shop 
grows, you do not need to be so generous, and you want to build a brand over time with 

customers that are willing to pay full price. But when you are just getting started, feel free to get 
very creative with ideas to help get more sales and more 5-Star reviews. The more sales & reviews 
you have, the more established your Etsy Shop will look, and the easier it will be to build your Etsy 
Shop over time.  

Overall, put your customers first, and remember that happy customers leave good reviews, tell their 
friends, and they may come back for a 2nd purchase in a few months. So make their experience a 
5-star experience, and always go above and beyond - especially when you’re first starting out.  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OFFERING MULTIPLE SIZES & FORMATS 

Probably the most common question from Digital Etsy Sellers that I have gotten is whether or not 
they should offer multiple sizes or variations of their Digital items. You absolutely should do this, 

and one of the reasons is that you are going to capture more people who want your item by 
giving them options.  

Often times, customers do not know what size they plan on using, or for what purpose. I have seen 
many of our customers order printable artwork from our Etsy Shop and then come back 3 months 

later and said they finally used them. Some times, they don’t know when or if they’ll use the art - 
they just buy it. Part of the reason they seem to buy it early is because they know they have been 
given lots of sizes and formats for their Digital Downloads and feel like they’ll have a good result 
with it. These customers are unsure of what sizes they plan to use, and they want some time to 
figure that out. 

But how many sizes and what kinds of sizes or formats is really up to you, and what you discover 
your customers want. What I know with certainty is that customers absolutely want multiple sizes to 
choose from. If you are a digital download seller outside of the United States, you really must cater 
some of your sizes to United States standards in inches, because the US accounts for 70% of all 

traffic on Etsy. Also, if you sell in the United States and you ignore international sizes, like A3 and 
A4, then you are missing out on about 30% of the opportunities.  

Some Digital Download sellers sell artwork, calendars, planners, printable stickers and more. So 
you want to provide sizes that are appropriate for what you are selling.  

If you sell printable artwork, I highly recommend the following sizes at the very least: 

• 8x10 inches 

• 11x14 inches 

• A3 (297mm x 420mm) 
• A4 (210mm × 297mm) 

If you sell things like calendars & planners, offering full sheets & half sheets is helpful as well, 
including: 
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• 8.5" x 11" 

• 5.5" x 8.5" 

• A4 

• A5 

If you are currently only selling 1 size on your Etsy Shop, don't panic. If you're just in the 
beginning of your Etsy Shop selling digital downloads, you're in a good position to get this done 
correctly, rather than have to fix this down the road. We have 900 Listings on our own Etsy Shop, 

and we do not have International Sizes, or Square sizes, and we have a lot of work to do on this 
as well. But if you are keeping your prints only to US sizes, or to one size only, then your likely 
missing out on opportunity for more sales. 

Also, another common questions has been if a Digital Download shop should provide both PDF & 

JPG files, instead of just one file format.  Customers absolutely need both options. If they are 
uploading their file online, they almost certainly need a JPG file. But if they are printing from home, 
a PDF tends to work better. If you are not providing both options, then you are definitely losing 
opportunities for more sales. 

Here's what I recommend doing:  

Test out multiple sizes and files types (JPG and PDF) on your top 10 listings from your shop. That 
way, you don't have to do a ton of work all at once.  

Over the next 2 weeks, see if your conversion rate increased for those items which you created 

multiple sizes for. An increased conversion rate means that more people purchased your item after 
seeing the listing. For instance, if your item got 100 views and 1 sale, then your conversion rate is 
1%. If you have 100 views and 2 sales, then your conversion rate is 2%. 

Include a "free custom sizes" option for all your artwork. If a customer asks for a specific size that 

you do not offer, then take it as an opportunity to create a new size, and add that to your Digital 
Download listing. You can place this customization text in your "More Information" section of your 
Shop Page, as a Featured Item in your Shop, or within the description of your listings. Offering free 
customization services is a great way to get more sales if you are just starting out, and an 
opportunity to talk more with your customers to get more experience. 
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DIGITAL DOWNLOAD DESCRIPTIONS 

With Digital Download items, you want to be really clear on what you are offering, as well as take 
the opportunity to sell your items as quickly as possible once someone sees your item on Etsy. 

Every time your listings on Etsy get a "View," you just had another opportunity to sell your item. A 
View is much more important than a Favorite on Etsy. Anyone can quickly "Favorite" your item 
without spending any time really looking at it closely. But a "View" means someone took the time 
to look at your listing up close, especially to read the Listing's Description.  

So every time your get a View, especially from a Keyword search, that is a big step towards 
success for your Etsy Shop. But you want to make sure to close the deal by having great Listing 
Descriptions. And there are few ways to help make that happen. So here are the main components 
you want to include for your Digital Download Listing Descriptions on Etsy:  

1. Clearly State Your Item Is a Digital Download 
The first step with your Listing Descriptions is to be very clear that the item you are selling is a 
Digital Download item. Get right to the point. You want your Customers to know what to expect if 
they purchased your item. For instance, you could say, "This is a Digital Download, Printable Item. 

You will receive digital files to print your own artwork. No print or frame will be shipped to you." 
You want to be very clear and upfront and honest with your customers, to avoid any confusion. If 
you hide the fact that the customer is not getting a digital download item, then you will end up 
with a lot of unhappy customers. 

2. Explain What Your Digital Download Includes 

If you offer more than 1 file type or size of your download, make sure to clearly lay out all of those 
options in bullet point form. Make sure to explain the file types included, as well as any other 
details about your files that a Customer obviously needs to know before placing their order. Make 
this part quick and easy to read. 
  
3. Explain How To Use The Digital Download 

Often times, your customer may be downloading something from the internet for the very first time, 
and they are probably a little nervous about it. The Listing Description area is a chance to reduce 
your Customer's fears about ordering your item. So clearly explain how the customer can use their 
Digital Download. If you sell digital artwork, tell them how to save the files to their computer, and 
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how to submit the files to a local print store, or upload the files online. If your items are designed 
only for printing at home, let them know what to expect. If you don't know how to explain this to 
your customers, then go through the entire process yourself, and write down each step you had to 

do, so that you can clearly explain the steps to your customers. If your Digital Downloads require 
some extra explaining, let the Customers know that Instructions are included with their purchase.  

4. Refunds and Exchanges 
It may seem like you should not offer refunds and exchanges for Digital Downloads. But it should 

be the exact opposite. For your Digital Download items, I highly recommend that you actually 
allow Refunds & Exchanges for free. We make it very clear in our policies that the customer can 
receive a refund if the do not like the colors of their print, if they do not like how the digital 
downloads work, or if they had any other issue. Even with our very generous refund policy, we 
only end up refunding about 5 to 10 people out of 850 orders per month. That's only about 1% of 

customers that ask for a refund. And we always give it to them. When you offer free refunds and 
returns for orders to your customers, and you make that clear on your Listing Descriptions, then you 
are taking away the fear and hesitation a customer has before purchasing your item. So I highly 
recommend adding this into your Listing Descriptions. 

5. Keep it organized and easy to read 

Clean up your listing descriptions, with proper spelling, punctuation, and clear organization. Most 
people skim through text very quickly and do not read every line. So keep your words to an 
absolute minimum, use bullet points, and title sections.  

Below is an example of our most recent Listing Description that were are testing out. It uses all of 

the concepts stated above. We test, refine, and edit these Listing Descriptions on a regular basis to 
see if they help improve our Conversion Rates & Sales. 

Test out your new Listing Descriptions 
I recommend updating this information on your top 10 best sellers, and see if these changes help 

increase your sales. You want to record what your Conversion Rate is for each of your items. For 
example, the below item has 6 Sales and 335 Views in the last 30 Days. So 6/335 = .0179, so 
this particular item has roughly a 1.8% Conversion Rate right now. If I were to make improvements 
to the Listing Description for this item, I should come back in 30 Days to see if the conversion rate 
is higher than 1.8%. That way, I can know if the improved Listing Descriptions is helping to 

increase our sales. 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COMMON CUSTOMER QUESTIONS 

Digital Download shops on Etsy have different problems to solve for their customers than Physical 
Item shops. Here are the 4 most common questions and requests that Customers ask when they are 

interested in ordering Digital Download Items.  

1. What Paper Should I Print On? 
This questions comes up often. Etsy Customers will look to you not only for practical advice, but 

also artistic advice. Most people who buy creative items are looking for inspiration, ideas, and 
guidance. So take the opportunity to inspire your Customers with creative ideas. If you have a 
particular paper you like, or aesthetic you like, guide your Customers towards something that will 
work for your Digital Downloads. 

If you sell very colorful artwork with lots of rich tones, Glossy paper tends to pull out those colors 
and make them vibrant. If you sell a lot of modern black and white art, Matte tends to work better. 
If you sell Calendars, Planners, and Notebooks, Matte texture tends to work better so that 
customers can actually write on the paper with Pen or Pencil. Test out your Digital Download 
designs to ensure that the Paper you like really works with your Etsy designs. Even better, take 

some photos of samples to show your Customers how it actually looks printed.  

2. Where Should I Print my Downloads? 
A lot of customers will probably print from home. After all, they are buying a digital download 
either to save money, or to reduce the time it takes to get their items by not having to wait in the 

mail for it. But if they are interested in printing somewhere else, recommend some Print Shops that 
you have actually printed from. For instance, I tend to print Artwork and Documents at Staples, 
which is an office supply store in the United States. Their quality and customer service is pretty 
mediocre, but other stores like FedEx Kinkos and Office Max are much worse. It can be difficult to 
find a great printing shop in the U.S. without spending a fortune, so Staples has been the best 

experience we've had out of all the stores we try in person. Their turn around takes about 30 
minutes between handing them the file and getting it printed. So I tend to recommend Staples the 
most. If the customer is willing to wait a little longer, for much higher quality prints, I tend to 
recommend Shutterfly.com or Mpix.com. Their prices are great as well. But the customers will likely 
have to wait about 5 business days to receive the file. 
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Overall, you should recommend places you have actually used and like the most to your 
customers, to ensure they have a better experience using their own files. This way, you can relate 

to your customers and understand what's going on if a problem arises. Occasionally, we get 
emails from Etsy Customers who have had a bad experience when printing, and since we print 
things at Staples and online on a regular basis, it tends to be easy to figure out what the customer 
is having an issue with. On rare occasions, customers who are not tech-savvy tend to be very 
confused about how to print their artwork, and are unhappy with the results. If they have a terrible 

experience, we usually give them a full refund to avoid a bad review on Etsy. We'd rather the 
customer be happy with our Etsy Shop than to be resentful and wish they never purchased from us.  

3. Should I use the JPG or PDF file? 

Most customers do not understand the difference between a JPG and PDF, or why they should use 
one file type versus the other. So make sure to include some instructions or information on why a 
customer would use a JPG or PDF file. I tend to recommend JPG files in most cases because it is 
usually the most flexible option. But if they plan to print at home, then I recommend using the PDF 
file. Test out your own JPG and PDF files for yourself on different printers, other print shops, and 

even friends’ and family's printers, to see how the process goes for yourself. You want to fully 
understand what you are selling, so that you can learn how to make the Digital Download process 
easier for your customers. Also ensure that your customer understands the difference between a 
JPG and PDF before they make the order by putting it clearly in your Etsy Shop, or in some 
instructions when they order their prints. That way, you can reduce your customer service time by 

not having to re-explain it to every customer. 

4. Can I get a custom size, color alteration or new design? 
I get this question about 2-3 times per day. If you get this question, and you are still just getting 
your Etsy Shop up and running with only a few hundred sales or less, I recommend offering color 

changes and size changes for free, until you get your sales higher, more reviews, and your Etsy 
Shop is more established. Often times, we still offer free size customizations and color changes to 
make our customers happy with our customer service. If a customer requests a particular design to 
be exactly the same, but just in a different color, we can provide the customer that design for free 
and then add the new version to our Shop if it seems like that new color would be popular. This 

ensures that new designs added to the shop are actually something that people want to buy, so 
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that our time is efficiently used when making new products. However, if a customer asks for a very 
complicated customization with lots of unique and different additions and changes, then make sure 
to charge for those kinds of customizations. 

Often times, Etsy Customers who want something super unique will not only ask for lots of design 
changes, they will also be indecisive, taking up a lot of your time, and also want to pay nothing. 
So, I recommend offering very basic design alterations for free, but for complex design 
customizations, make sure to charge an appropriate amount - like $15, $20, $25 or more - 

depending on how complex their request is. There are definitely customers out there who will try to 
take advantage of your generosity, so don't be afraid to be stern and turn down customers who 
are cheap and unreasonable. The easiest way to do this is by giving them a very high price for the 
customization if it seems difficult. That way, it will be easy for the customer to say "No thanks" to 
your high price. You want to spend as much time as you can improving your Etsy Shop, and not 

waste your time on annoying customers who don't want to pay a reasonable fee. So be careful 
when doing custom orders, and use your gut feeling if you feel like it may go horribly wrong if you 
were to continue with them. 
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DEALING WITH BAD REVIEWS 

As a Digital Download Etsy Shop, you have every opportunity in the world to make your customers 
happy and fix their issues without having to incur any costs of building a physical item, shipping 

the item, or having it insured.  

For this reason, and especially if your Etsy Shop is just getting started, you need to figure out how 
to fix these issues that Customers have whenever they arise, without charging the customer any 
extra fees, and have them fixed as quickly as possible. As a Digital Download shop, it is vital that 

you have a perfect 5-Star rating on your Etsy Shop. Otherwise, you'll see your Sales drop in the 
long run and future customers will turn to another Etsy Shop that has better Customer Service than 
you do.  

Here are the top 4 Reasons why Digital Download customers may give you a bad review on Etsy, 

and how to avoid this issues or resolve these issues quickly: 

1. The customer is unhappy with the color with their digital download once printed. 
Every printing machine prints colors differently. And every screen shows colors different. And even 
some people perceive colors differently than others. This is an issue that will always remain with 

printed material. Fortunately, with our own Etsy Shop, very few people complain about the color. 
Out of the 600 Customers we have each month, only about 5 to 10 Customers complain about 
color issues.  

In contrast, customers who order Custom Alterations tend to have the highest rate of complaints. 

The reason seems to be that someone who is not happy with the design choices you already offer 
on your Etsy Shop is going to want something to be exactly the way they already imagined it. For 
instance, if you have a Light Blue item on your shop, and the customer wants a slightly darker blue 
customization, the odds of them being unhappy with the custom color are very high, because 
whatever printing machine or printing company they use is not going to print the color exactly the 

way it looks on their screen. So be careful about offering color customizations to customers. Only 
move forward with them if they want a brand new color that you have never offered before. But if 
they seem to be very specific about what color they want for customizations, charge them a higher 
price, as the customer is likely going to want to spend a lot of time getting the color right and 
going through multiple variations. 
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Otherwise, with your customers who never ask for a customization, but simply order your item, you 
will get very few complaints. When you do get a complaint, quickly fix the problem for free. Offer 
them a free color change, as well as a 2nd print totally for free to make up for the frustration they 

experienced. You want to keep your customers as happy as possible to ensure they leave a good 
review on your Etsy Shop and hopefully have them come back again in the future for another 
Digital Download item.  

  
2. There were errors or glitches with their files and the customer couldn't figure out how to 

resolve those issues on their own. 
Sometimes this happens, and it can be very difficult to troubleshoot for a customer. Lots of strange 
things can go wrong with Digital Downloads. Sometimes, their JPG or PDF files are corrupted, 
even if the files worked for several other customers before. Other times, the customer simply doesn't 
understand what a JPG file or PDF file is, and they are not tech savvy, so they really do not know 

what they are doing and may likely be frustrated with the entire Digital Download process. Some 
of your customers may have never tried to print artwork or printable items from home, and this is a 
whole new experience for them. They are taking a risk in purchasing from your shop. In these rare 
situations that a customer complains about their experience, I always offer a full refund. These 
kinds of customers are usually the most frustrated, and often leave the worst reviews, because they 

and these issues are very difficult to fix or make better. So I recommend refunding these customer 
immediately, then try to help the customer with their issue as well. About half the time, technical 
issues cannot be resolved, which is why you want to refund these customers as quickly as possible 
before they leave a bad review. Take these moments to also figure out how you can improve your 
Etsy Shop for future customers, and figure out ways to avoid these kinds of technical glitches, if 

possible. 

3. The customer thought they were going to get a physical item, and not a digital item. 
This happens about 2 times per month for our Etsy Shop. Even though our Shop says "Digital 

Download" or "Printable Art" on the home page, on each listing, and even Etsy has their own text 
and warnings on the items about Digital Downloads, there are still a few customers that do not 
bother to read any of the text, or anything about what they are getting. Even though this is not 
your fault, you do not want to leave an opportunity for a bad review on your Etsy Shop. 
Sometimes, after a customer orders a print, they will come back in about 30 days and say "I never 

got my print in the mail." In response, here is what we usually say: 
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"I am so sorry for the misunderstanding. The item you ordered was a digital download, printable 
file and not a physical print that is shipped to you. If you would like to keep your digital download 

files, you can find them at the following link: [insert web address here]. If this was not what you 
were hoping for, I can refund your order immediately. I am so sorry for the inconvenience! Please 
let me know if you have any questions."  

About 50% of the time, the customer will admit fault of not reading the listing description, and take 

the digital download anyway without wanting a refund. But for the other 50% of the time, the 
customer will request a refund. And when they do, they are very happy that we refund their money 
as quickly as possible (usually in 12 hours or less). This helps make sure we get fewer bad 
reviews.  
  

4. If the customer printed the item with a professional printing company, and the printing 
company did a poor job, the customer still may be upset with your Etsy Shop. 
This is another problem that can arise, and it simply isn't your fault. But there are ways to help 
avoid this issue. The first is to recommend printing companies you like that tend to have good 
results. For instance, Shutterfly.com and Mpix.com tend to have good printing quality, and are 

relatively easy for customers to use and figure out. In my experience, places like Staples, Office 
Max, Fedex Kinkos, and Office Depot are all fairly difficult and annoying to deal with. Target 
Photo and Costco Photo Center tend to have better results. These companies are mostly based in 
the United States and Canada. And about 70% of Etsy Customers are in the United States, so I 
recommend telling your Customers about these companies for your U.S. Customers. If you are 

based in another country, it is probably a bit more difficult to recommend a print shop because 
there are much fewer Etsy Customers from Europe, India, Africa, and Asia, so that makes it a bit 
more complex to make recommendations. Typically, a customer is not very upset if the printing 
company did a bad job. But on the very rare occasion that the issue cannot be resolved quickly, I 
typically refund the customer if they make a complain directly to us. Likely, these customers will 

figure out a printing solution they like at some point in the future. It's just that they are frustrated 
with learning something new right now. And if they have more experience with printing later on, 
and they have a good experience with your Etsy Shop, refunding these kinds of customers will help 
ensure that they may come back and make another purchase later. We have seen customers come 
back several times, even after having a bad experience the first time, because we put in the extra 

effort to refund them, fix their issues, answer their questions, and be patient with them. 
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Overall, Customer Service is crucial to any business. I believe it is the number one thing that is 
going to set your Etsy Shop apart from everyone else. One of the main reasons businesses fail is 

because their lack of good Customer Service and improving their Customer's experience. So if you 
can set up your Etsy Shop, Digital Download Instructions, and Customer Service to be helpful from 
the very beginning, you will reduce the frustration your customers would otherwise probably 
experience. And for those few customers that are very unhappy, fixing the problem quickly and 
refunding customers will ensure that your Etsy Shop will thrive in the long run, with lots of 5-Star 

Reviews, happy customers, and more customers coming back for a 2nd purchase. In fact, we get 
about 1-3 repeat customers each day. Around 20-30% of our Customers come back for a 2nd 
purchase roughly 3 months to 6 months later. 

!26



TRACKING YOUR BEST SELLERS 

Because Digital Download items can be sold an unlimited amount of times, it is very easy for you 
to track your best sellers and use that data to help you build more Digital Download items based 

on those best-selling items.  

All you have to do is simply have your items at "999 in stock."  Then, sort your items in Stock from 
low to high. You can see in the example below from our Etsy Shop that our all-time best seller is 
now at 633 in stock, and it shows up first. 

If you also click on the “Stats" button, you can quickly see how many views it has in the last 30 
days, how many All Time Sales, and how much revenue the item has made.  

This is a great tool to help you figure out what your top sellers are. Once you know which of your 
items are selling best, you can use this information to help inspire new designs. Always build new 

products based off what actually sells. That way, you'll be saving yourself a lot of time in 
developing new products. 

If you have not been sorting your Digital Download items like this in the past, simply look at your 
"All Time" Sales for each item and subtract it from 999. Then, add that number to your "in stock" 

quantity.  This is a very quick and easy tool, and very valuable for all Digital Download shops to 
use, so I recommend using this structure for your shop immediately. 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DIGITAL SELLER FAQS 

Here are some of the most common questions Digital Download sellers have asked, so I wanted to 
share them with you, as you might have some of the same questions as well.  

1. How Should I Send Files to Customers? 
Etsy will automatically send digital files to customers usually within about 15 minutes after 
processing their payment. But if you ever need to send corrected files, custom orders, or other 
documents, I highly recommend sending them directly to the customer's email address. If you send 

files through Etsy Conversations, Etsy will compress those files, leading to low-quality PDF & JPG 
files, and if the customer uses those files to print from, they will get low-quality results. So make sure 
to always send print-ready files through Email only. When you do this, make sure to send them a 
reminder through Etsy Conversations as well, just to double check and make sure they get the files. 

2. Should I Offer Print & Ship Services? 

We have printed around 200 art pieces for customers in the past. Not a huge amount, but we 
have probably made around $2,000 in revenue from this. We have only gotten 1 complaint so far 
from all of those customers. If you love printing and shipping your artwork to customers, and you 
have the resources, it is a nice way to add addition sales and income to your shop. But we have 
found that the time investing into printing and shipping does not pay off very much for us. We do 

printing and shipping services only if people ask for it, and we can make at least $10 USD in 
profit per art piece. Otherwise, it's not a core part of our business. I would only recommend 
printing and shipping if you love doing it, and you have the right tools and resources to do it. 
Otherwise, I think your time is better spent optimizing your shop, creating new products, and 
making your Digital Download shop better and better. Physical products on Etsy is a very different 

thing than selling Digital Download items, and it is much more complicated. And the customers 
who want digital download items as opposed to physical items are a much different customer 
demographic, and it would almost be likely splitting your efforts into 2 different Etsy Shops. So I 
personally do not recommend it for most digital download Etsy Sellers unless you really feel like 
you want to do it, and you enjoy creating physical prints as well creating digital downloads. 

3. Should I include Instructions or Marketing Material on my downloads? 
Absolutely! This is a great opportunity to promote a newsletter, a coupon code, or something 
similar for you customers. In any business, you want to get repeat and loyal customers. Part of the 
way you do that is through promoting a great experience with branding, inspiration, and 
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incentives for customers to come back a 2nd time. So definitely include an additional PDF with 
some instructions, marketing material, or whatever you can to help grow your business. If you need 
ideas, look at what some of your favorite brands do when you order from them or get something 

in the mail, as well as what they use in their Email newsletter marketing. 

4. How do I make sure my customers print their items out with good color accuracy? 
I have literally printed millions of individual sheets, cards, and papers for clients in my normal day-
time business. There is 100% no way to make sure the colors turn out right when printed. My 

clients have been extremely picky with me about color issues, so this is something I have had to 
deal with a lot. With our Etsy Customers, they are 100 times much more generous and less picky 
than my clients, so it is a huge relief. Otherwise, there is no way for you to ensure colors turn out 
right.  The best thing you can do is use colors that have a less likelihood of not printing well. Light 
pastel colors can turn out any color on low-quality printers. Rich Black & Flat Black turn out very 

differently from each other. And really colorful saturated colors can turn out weird. So I only use 
colors which I know have success in printing, and avoid colors which can have tons of issues. 
Colors that seem to work better are Black, White, Navy, Blue. Colors that tend to be hard, are the 
ones with lots of mixed colors in them, such as Light Yellow and Pink, as well as Gold colors. These 
colors can often look Orange or Brown, so be careful when choosing pinks or yellows. 

5. Do I have to ensure that my items are at least 300 DPI?  
Yes, this is an absolute must. Professional graphic designers know that all artwork needs to be at 
least 300 Pixels or Dots Per Inch, especially for anything smaller than an 11" x 14" or A3 sheet. 
So make all of your artwork is extremely high quality, and if you cannot do that, then don't offer 
that particular print, or do not offer larger sizes that will turn out blurry. We always tell our 

customers that certain lower-resolution photographs we have will only work up to a certain size, so 
that they are not disappointed when they print out the artwork.  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WHAT TO DO NEXT 

I hope this information has been useful to help you begin to change and improve your Etsy Shop 
to fit for your Digital Download business.  

My recommendation for you, if you enjoy working on your Etsy Shop and want to continue, is to 
really push yourself to get 500 Sales on your Etsy Shop within the next few months. Pace yourself, 
and work on your Etsy Shop a little bit every day, and don’t forget to balance out your life with a 
normal job or other source of income, and to not neglect your personal life, family, and pastimes. 

As your Etsy Shop continues to grow, you can then allocate more of your time towards the Etsy 
Shop, because you know that your ideas and effort are paying off.  

The recommendations in this book are specifically for Digital Download shops, but there is much 
more to know about Etsy, such as understanding Keywords, Shop Optimization, general Customer 
Service principles, and Product Development.  If you do not have the Etsy Essentials book yet, and 
you are interested in learning about these principles, I believe they will help you a lot to get your 
first 500 Sales on Etsy.  

Learn more about Etsy Essentials at: 
www.justinpagewood.com/etsy-essentials 

Once you hit 500 Sales, continue growing your Etsy Shop. Add more products, use new keywords, 
and continue to build on your successes. I’ve written Etsy Advanced for Etsy Shops that have at 
least 500 to 1,000 Sales.  

Learn more about Etsy Advanced at: 
www.justinpagewood.com/etsy-advanced 

If you have any questions after reading this guide, please write me at:  
contact@justinpagewood.com 
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