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Facebook Marketplace
has become one of the
most popular places to
buy and sell locally




18:47

Menu

?& Doron Lantzer

But as its popularity
grows, so do the
challenges for users
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Marketplace

And great popularity
comes with great
responsibility to keep the
user experience smooth
and reliable

Sell For you Categories
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Let’s take a closer look
at how design and trust
Issues can make or
break a transaction
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Facebook Marketplace
has become one of the
most popular places to
buy and sell locally

Let’s take a closer look
at how design and trust
issues can make or
break a transaction
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Categories and filters break
down the search process,

making it easier to find items
without feeling overwhelmed

Goal #1 of 3
Hunting for the Perfect Item
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What do you want to buy?

Recent Saved searches

Top categories
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However, the clutter of ads
and irrelevant items creates

distractions, slowing the user
down

Goal #1 of 3
Hunting for the Perfect Item
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Search results grouped by
relevance or proximity create
an ‘AHA moment,” making the
experience rewarding

Goal #1 of 3
Hunting for the Perfect Item
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Tip: Simplify the interface by
reducing distractions like excessive
ads. Visual clarity and intuitive steps
keep users focused and engaged.

Cognitive Load Theory:

Designs that reduce intrinsic load
(task complexity) and extraneous !
load (distractions) make tasks feel " T oo
easier and more manageable. ™ e

By simplifying the search and adding
Intuitive filters, you enhance focus _
and create satisfying experiences l!
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Goal #1 of 3
Hunting for the Perfect Item




Top categories
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Categories and filters break
down the search process,

making it easier to find items
without feeling overwhelmed

However, the clutter of ads
and irrelevant items creates

distractions, slowing the user
down
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Tip: Simplify the interface by
reducing distractions like excessive
ads. Visual clarity and intuitive steps
keep users focused and engaged.

Filers

Coghnitive Load Theory:

Designs that reduce intrinsic load
(task complexity) and extraneous
load (distractions) make tasks feel
easier and more manageable.

Search results grouped by
relevance or proximity create
an ‘AHA moment,’ making the
experience rewarding

By simplifying the search and adding
intuitive filters, you enhance focus
and create satisfying experiences

Goal #1 of 3
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Built-in templates
simplify communication,
but they can feel

restrictive

Adding customizable
templates empowers

users to communicate
In their own style

Goal #2 of 3
Communicating with Sellers - Autonomy

lkea Desk
200

@ Send seller a message

Hi Alissa, is this still available?

Alerts Send offer

Description
Taken apart, ready for pick up in central Tel Aviv




Prewritten options help users
feel confident, especially
first-time buyers or sellers

Goal #2 of 3
Communicating with Sellers - Competence

lkea Desk
w200

@ Send seller a message

Hi Alissa, is this still available?

Alerts Send offer Share

Description
Taken apart, ready for pick up in central Tel Aviv




m Maurane offered you
-’ N100
This offer is not a payment

Purchase details are arranged
ater with the buyer.

Accept

Your offer
lkea Desk
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Offer a different amount.

Your offer is not a payment. Purchase details
are arranged later with the seller.

© Send Offer

Goal #2 of 3
Communicating with Sellers - Relatedness




Facebook Mark

social network foundation to
foster belonging and trust through

mutual friends,
and social inter

transactions feel more personal

and connected.

etplace uses its

shared groups,
actions, making

Goal #2 of 3
Communicating with Sellers

Self-Determination Theory:
Autonomy in communication
fosters engagement. Allowing
users to personalize
messages creates a sense of
control, strengthens
relationships, and enhances
relatedness.

Tip: Combine simplicity with
flexibility. Editable templates
strike a balance between
efficiency and genuine
interaction

Joined Facebook in 2008

2 active listings

@ View profile

About me
#% Lives in Tel Aviv, Israel

Q Very responsive to messages. Typically
replies within an hour.

) Joined Facebook in 2008

Things in Common

sas Alsa member of 712 awrr X7 01, Nno'DNAIN
INWN 02X - 1AN 'TN?7?? and 17 other
groups

#% Lives in Tel Aviv, Israel

& idea riends Marketplace Motifications




Built-in templates
simplify communication,
but they can feel

restrictive

Prewritten options help users
feel confident, especially
first-time buyers or sellers

Adding customizable
templates empowers

users to communicate
in their own style
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Goal #2 of 3
Communicating with Sellers - Autonomy

Goal #2 of 3
Communicating with Sellers - Competence

Self-Determination Theory:
Autonomy in communication
fosters engagement. Allowing
users to personalize
messages creates a sense of
control, strengthens
relationships, and enhances
relatedness.

Facebook Marketplace uses its
social network foundation to
foster belonging and trust through
mutual friends, shared groups,
and social interactions, making
transactions feel more personal
and connected.
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A listing for just 1 NIS?
Sounds too good to be
true. But is it? Trust

begins with honest pricing

Unrealistic prices raise

 red flags, making users

question the listing's
authenticity

Goal #3 of 3: Building Trust in Transactions
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Marketplace

12 active listings

& Follow © Message

@ View profile

Incomplete profiles and
lack of reviews make it

About me
#% Livesin Tel Aviv, Israel

hard to trust sellers

@) Joined Facebook in 2010

Things in Common

& Also member of 712 2WI* X7 AT, NN'T
NN 1ANNN 11N TNA [TINT D"'9D AN'YN
and 10 other groups

# Lives in Tel Aviv, Israel

& = wm'slistings

View profile

| Who’s the seller? With o
4 . . . .
limited information or no
verification, how can I trust

who I'm dealing with?

Share

Report

Goal #3 of 3: Building Trust in Transactions



Verified badges and
performance metrics foster a
sense of ownership and trust.

Users value listings more when

they feel confident about the

seller's credibility

Goal #3 of 3: Building
Trust in Transactions

Table IKEA LILLASEN
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@ Send seller a message

Hi, is this available?
]
a [t »
Alerts Send offer Share

Description
Table IKEA LILLASEN

Seller information

0 Taras Pashkin o
&P Joined Facebook in 2023

Details
Used - like new

Bamboo

eetup preferences

Seller details

Follow

Taras Pashkin
&P Joined Facebook in 2023

Follow

Details
Used - like new
Bamboo

Meetup preferences

BatYam’

TA TN
Location is approximate

Seller rating




Like Covey’s Trust Matrix,
Trust is built when a platform
demonstrates Character—
clear intent, transparency,
and care for users—and
Competence—ensuring
professional functionality.
Facebook Marketplace’s
challenges, like
unsupervised prices or
unverifiable sellers, highlight
the importance of
transparency and consistent
systems to foster both
emotional and rational trust.

Goal #3 of 3: Building
Trust in Transactions

—  LifelLock
— nartan

Blog Categories

Learn > Fraud > 17 Faceboo arketplace scams I

17 Facebook
Marketplace scams
to avoid in 2024

Facebook Marketplace is about as safe as any
other online marketplace, but it still has its fair
share of scammers looking to rip you off or steal
your identity. Keep yourself safer by learning
about common Facebook Marketplace scams,
and get LifeLock Standard to help safeguard
your finances and protect against identity fraud.

( Get LifeLock Standard )




A listing for just 1 NIS?
Sounds too good to be
true. But is it? Trust

begins with honest pricing

Unrealistic prices raise
red flags, making users
question the listing's
authenticity

Goal #3 of 3: Building Trust in Transactions

Like Covey’s Trust Matrix,
Trust is built when a platform
demonstrates Character—
clear intent, transparency,
and care for users—and
Competence—ensuring
professional functionality.
Facebook Marketplace's
challenges, like
unsupervised prices or
unverifiable sellers, highlight
the importance of
transparency and consistent
systems to foster both
emotional and rational trust.

Goal #3 of 3: Building
Trust in Transactions
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Incomplete profiles and
lack of reviews make it
hard to trust sellers
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Share

Report

Goal #3 of 3: Building Trust in Transactions

Verified badges and
performance metrics foster a
sense of ownership and trust.

Users value listings more when

they feel confident about the

seller's credibility
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key takeaways

&L Simplicity Drives Engagement:
Reducing cognitive load ensures users can navigate the platform easily, from searching to completing transactions.

&L TrustIs Non-Negotiable:
Transparent pricing, verified profiles, and clear seller-buyer communication are essential to building user confidence.

&L Personalization Creates Value:
Allowing users to customize messages and listings enhances autonomy, fostering stronger connections and loyalty.

& Social Connection Is a Strength:

Leveraging Facebook’s network to highlight shared interests and mutual friends strengthens the sense of belonging and
trust.

L Thoughtful Design Matters:
Balancing simplicity, transparency, and functionality ensures a seamless and reliable user experience and engagement.




