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Background

Why we did this research 
We want sellers to grow with Square, and that means aligning 
their businessʼs legal structure with their Square account (e.g., 
for taxes). However, updating important information like legal 
entity or business ownerʼs name can be difficult as sellers 
evolve and graduate to different business entities. This can 
create frustration and inefficiency. 

Currently when graduating from using an SSN as a sole 
proprietor to an EIN, there is no seamless transition.

Square must maintain up-to-date client information, 
beneficial ownership details, through ongoing monitoring. 
This research explores developing an Identity Dashboard 
as part of the Seller Identity Management initiative 
PL30, PL48 to address these ongoing challenges.

Sellers on-board as sole 
proprietors.
          

Sellers graduate to non-sole 
proprietors with limited 
involvement from Square.
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Objectives

1. Understand if sellers know whether or not their Square 
account is reflective of their actual legal business 
entity.

2. Identify motivations and decision-making factors 
behind sellers' changes to their business structures.

3. Gain feedback on the Graduation Paths concept within 
the Identity Dashboard.

Study Materials

→  Research Plan 

→   Interview Notes

→   Recordings 

https://docs.google.com/document/d/1ZFfhpR5Dq6nO0YfYL6mWNWaojM47VwQ2-odZ_w0PNDw/edit?tab=t.0
https://docs.google.com/document/d/1PjP_6F0WCef8McwwbiPs5QJcZ-Ji9UTdXaPgryyHyuU/edit#heading=h.qpj6yhu0e9p
https://square-research.dovetail.com/projects/6dWisOpAnpU27nx8a3JTWX/v/5QQjIeHdNpfQwPsWV8l9XS
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Our Approach

Screener Survey 

Survey:

Screener sent  to sellers who attempted changing 

from SSN to EIN after onboarding through:

→ Onboarding for a new financial product Payroll, 

Loans, Banking).

→ An update in the “Tax Infoˮ page on dashboard.

Interviews:

60 minute moderated sessions with 8 sellers 

recruited from our screener survey.

→ 3 synthesis and workshop sessions.

https://docs.google.com/spreadsheets/d/1PC3utAQi14FVKqXCs4Eh0nx4WexWzJMg/edit?gid=1735801144#gid=1735801144
https://www.figma.com/board/lelM1zw9t30zHduwikGdNI/Grad-Paths-Synthesis?node-id=0-1&node-type=canvas&t=RqkrkCtGczlZUaVy-0
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Our Sellers:

Anne
LLC

Little Bird Deli
Food & Beverage

$100,000 GPV
2 Locations

Jill
LLC

True Care LLC
Rediscover Wellness, 

Therapist, Professional Services
$50,000 GPV

Julene
LLC

Chrysalis Cove LLC
Food & Beverage

$100,000 GPV

Huo
LLC

Tasty Cream Donut
Food & Beverage
$450,000 GPV

Moyeh
SCorp

Crown Chakra Barbering Co.
Beauty and Personal Care

$70,000 GPV

LLCsSCorps and Corporations

Daniel
Corporation

Moa Coffee
Food & Beverage

$1M GPV
3 Locations

Savannah
SCorp

Hair by Savannah
Beauty

$116,000 GPV

Katryne
S-Corp

The Bean Boc INC.
Food & Beverage 

$1M GPV
3 Locations

Redacted Redacted Redacted Redacted Redacted Redacted Redacted Redacted

https://regulator.sqprod.co/n/users/08H6DB7P3ERNE
https://regulator.sqprod.co/n/users/F70AGFRCPC4WG
https://regulator.sqprod.co/n/users/7Y2C2CS1V5AT1
https://regulator.sqprod.co/n/merchants/MLSJNYMWN38R0
https://regulator.sqprod.co/n/merchants/EHT7FH28M7N4Z
https://regulator.sqprod.co/n/users/ZDWNX348V95N8
https://regulator.sqprod.co/n/users/L77C3VECTNTJE
https://regulator.sqprod.co/n/users/8H7RDEXXYKDDN
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Insights

Sellers are unaware if their 
Square account reflects 
their business entity.
 Some sellers were unaware of 
whether these changes were 
reflected in their Square accounts, 
indicating a potential knowledge 
gap about how Square supports 
business structure transitions.

Business structure 
transitions  often happen 
“reactively.“
Sellers typically don't plan for 
these changes; they keep it in the 
back of their minds but are 
primarily driven by advice from a 
tax professional or a review of their 
past tax situation.

Sellers are cautious about 
making decisions without 
consulting a tax 
professional.
Tax optimization, liability reduction, 
business growth and operational 
efficiency are driving factors for 
switching business structures. 

Sellers also heavily rely on 
tax professionals to handle 
the logistics of registering 
their businesses.

Sellers appreciate the 
Graduation Path concept.
Sellers seek more detailed and 
personalized information on legal 
entities.The Graduation Dashboard 
concept presents an opportunity 
for Square to support sellers in 
taking a more proactive role.

Sellers expressed 
challenges with updating 
business information in 
Square.
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Exploring graduation paths for sellers: Three 
key opportunities.

Encourage and facilitate accurate 
business information updates.

Empower sellers to make informed 
decisions as they transition legal 
entities.

Give sellers the right tools to 
proactively manage legal entity 
changes.

02 0301
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Perceptions
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Do sellers know if their Square account 
is reflective of their actual legal business 
entity?

OBJECTIVE 1
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Seller Perceptions
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Sellers who onboard to Square with an SSN may forget 
they used it.
Although the sellers surveyed in our screener signed up for Square using an SSN, they may not remember 
this and assume their Square account reflects their current legal entity.

SURVEY RESPONSES

    63%

            73%
Full Screener Results here

Surveyed sellers who currently describe 
their business as an LLC.

Surveyed sellers who say they have not 
changed their business structure since 
starting with Square.

https://docs.google.com/spreadsheets/d/1PC3utAQi14FVKqXCs4Eh0nx4WexWzJMg/edit?gid=1735801144#gid=1735801144
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Sellers typically donʼt consider how their 

businessʼs legal entity is reflected within Square. 

They assume Square already has their up to date 

legal entity without needing any input or action 

from them.

“So I am 99.9% sure it is an SCorp on Square, but I 
don't think it changes the structure of how Square 
provides their service to me.ˮ

Katryne| The Bean Box| SCorp
Redacted



The APY seemed competitive and 
was a generally popular feature.Sellers are only concerned with legal entity 
changes if it affects how Square operates.

→  Disrupting payment processing or ability to 
use banking products.

→ They only consider updating their EIN if it 
affects taxes or payroll.

15

Seller Perceptions

OBSERVATION

“When I look at the tax forms and everything, it 
seems to be aligned. I havenʼt heard anything 
different from my tax person, so I feel like Iʼm 
aware of how itʼs structured and how Iʼm filing—itʼs 
also the same with Square. Especially with 
running payroll, I would assume that it 
is set up properly."

15
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Moyeh| Crown Chakra Barbering Co. 
|SCorp

Redacted



The APY seemed competitive and 
was a generally popular feature.Sellers prioritize getting started with Square 
quickly over perfecting details, such as their 
EIN, upfront.

Sellers expect to update their information later as 
needed. When making this trade-off, they focus on 
getting started with Square quickly to begin processing 
sales, rather than addressing tax implications or EIN 
details upfront.

16

Seller Perceptions

OBSERVATION
“Yeah, just knowing myself, I want the 
onboarding to be faster, and Iʼll worry 
about the details later. 
Not that itʼs always the best approach, but thatʼs 
how I tend to do it. If I remember correctly, I did 
some research—like Ivy and a few other payment 
processors—and Square was really popular at that 
time. When I compared them, Square seemed 
easier, or at least the easiest of the three or four I 
looked into. As far as getting signed up, getting 
started, and being able to take payments with the 
little card swiper—Square made that process 
simple.ˮ

16

GRADUATION PATHS
FOUNDATIONAL RESEARCH 2024

TRUST/ IDENTITIES

Jill| Rediscover Wellness | LLC
Redacted



The APY seemed competitive and 
was a generally popular feature.Sellers usually put off updating 
their business info until a problem 
comes up, often realizing too late 
that it needed to be accurate.

17

Seller Perceptions

OBSERVATION “I started with a regular account, but later updated 
it to an LLC and got a new EIN. When I tried to 
update my EIN on Square, I kept getting errors. I 
contacted Square Services, but it took one or two 
months to resolve the issue. It was complicated, 
and I almost gave up. I considered switching from 
Square because I needed my EIN to match for tax 
purposes. Fortunately, by the end of the year, the 
EIN finally matched on the annual report..so I did 
not follow up.ˮ

17
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Huo| Tasty Cream Donuts | LLC

- Huo grew frustrated with Square and considered switching when it wasn't clear how to 
update his EIN. when he noticed  his tax information was correct at the year-end, his 
concerns faded, and he no longer cared whether the EIN was actually updated.

Redacted



Opportunity 1 Encourage and facilitate accurate 
information updates.

18

Seller Perception
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Help sellers understand why itʼs important to 
keep their business information up to date 
with Square so that they donʼt encounter 
interruptions later?

19

Seller Perception

HOW MIGHT WE RECOMMENDATION

Proactively educate sellers on the 
importance of keeping their business and 
personal information up-to-date, 
highlighting how it ensures uninterrupted 
service and compliance, without waiting 
for disruptions to prompt action.
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Create a common schedule for when sellers 
should update their legal information in their 
Square account, so that it is predictable and 
plannable?

20

Seller Perception

HOW MIGHT WE RECOMMENDATION

Enable sellers to seamlessly update their 
business entity without creating a new 
account, potentially around tax filing 
dates. Simplifying this process would 
reduce friction and help prevent churn 
caused by account disruptions.
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Seller Motivations
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What are the motivations and 
decision-making factors behind sellers' 
changes to their business structures (e.g., 
tax ID or legal entity)?

OBJECTIVE 2



Seller Motivations
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Sellers typically make changes to their business 

structure reactively, following advice from a tax 

specialist or accountant.

“So I am 99.9% sure it is an SCorp on Square, but I don't 
think it changes the structure of how Square provides their 
service to me.ˮ

Katryne| The Bean Box| SCorp



Sellers change their 
business structure to 
streamline processes such 
as payroll, accounting, and 
financial management, 
allowing them to operate 
more smoothly.

23

Seller Motivations
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Key motivators for legal entity changes:

As sellers grow by hiring 
employees, expanding 
operations, or scaling their 
offerings, they adjust their 
legal structure to 
accommodate that growth 
and to handle the 
complexities. 

To shield personal assets 
from business-related 
risks, especially in 
higher-risk industries, 
sellers form entities like 
LLCs or corporations that 
legally separate personal 
and business liabilities.

TAX OPTIMIZATION

Sellers often change their 
legal entity to minimize tax 
liabilities and leverage tax 
benefits, such as moving 
from a sole proprietorship 
to an LLC or SCorp for 
more favorable tax 
treatment.

                                                                         Motivated by factors that help them run their business more efficiently.

TAX OPTIMIZATION LIABILITY PROTECTION BUSINESS GROWTH OPERATIONAL FLEXIBILITY

ADVICE FROM TAX PROFESSIONALS



The APY seemed competitive and 
was a generally popular feature.Many sellers change their legal entity to take 
advantage of tax benefits and reduce their 
overall tax burden.

These changes are typically reactive, especially around 
tax season.They take advantage of more favorable tax 
treatments that come with specific business structures. 

→For example, switching from a sole
                 proprietorship to an LLC or SCorp can offer
                 sellers more flexibility in how they are taxed.
              24

Seller Motivations

TAX OPTIMIZATION
“Yeah, itʼs all about the bottom line at the end of 
the year. I really left it up to my tax guy to guide me 
on when it was the right time to start the SCorp. I 
donʼt remember the exact numbers, but in the first 
year, I didnʼt make enough. By the second year, I 
had made too much, if you want to put it that way. 
So, yeah, it all came down to the end-of-year 
numbers and what made the most 
sense from a tax perspective.ˮ

24
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Jill| Rediscover Wellness | LLC
Redacted



The APY seemed competitive and 
was a generally popular feature.Sellers consider tax benefits not only for their 
business but for their personal taxes.

Beyond the business itself, a seller's ability to pay 
themselves and receive a W2 is crucial for personal tax 
benefits, improving their credit, and achieving personal 
goals like buying a home.

25

Seller Motivations

TAX OPTIMIZATION “With an LLC, you pay $100 in the first year, 
regardless of profit, and you donʼt have to put 
yourself on payroll. With a corporation, you have to 
be on payroll, but if the year wasnʼt profitable, you 
don't need to pay the $800. As a small business 
owner, paying myself allowed me to 
show proof of income, get a W2, 
improve my credit, and eventually buy 
a house. It made sense for me to do it 
that way."

25
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Katryne| The Bean Box| SCorpRedacted



The APY seemed competitive and 
was a generally popular feature.Sellers often change their legal entities to 
reduce personal liability and protect their 
business assets.

LLCs or corporation can offer more formal separation 
between personal and business liabilities

26

Seller Motivations

LIABILITY PROTECTION
“I switched because; one it was for my tax benefit 
and two is to protect the restaurant.
An LLC is worth it because you only pay a one-time 
fee, and itʼs helped with a lot of things. People kept 
telling me—my customers, my cousin, my tax 
advisor—but I didnʼt really care until I realized I 
needed to do it. Itʼs helped a lot with my 
taxes and has provided protection for 
the business.ˮ

26
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Huo| Tasty Cream Donuts | LLCRedacted



The APY seemed competitive and 
was a generally popular feature.Growth triggers like hiring employees or 
expanding operations lead sellers to switch 
from sole proprietorships to other business 
structures, helping them better manage the 
complexity.

27

Seller Motivations

BUSINESS GROWTH

“Yeah, I think itʼs definitely made me more mindful 
about paying myself. Before, it was easy to just 
think, ‘Iʼll take whatever from the business.̓  I would 
keep just enough to make sure the bills were paid, 
and whatever was left, Iʼd take. But this 
process—because Iʼm running payroll and things 
like that—has made me more aware of how much 
Iʼm paying myself and those types of things.ˮ

27
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Moyeh| Crown Chakra Barbering Co. 
|SCorp

Redacted



The APY seemed competitive and 
was a generally popular feature.Sellers consider how business entity switches 
enable financial flexibility and access to 
credit.

Switching business entities may enable sellers 
to access business loans and credit more 
efficiently.

Some sellers also consider the future 
flexibility the business entity may provide.

28

Seller Motivations

OPERATIONAL FLEXIBILITY

“It was mostly about the flexibility of 
where we wanted to go and what we 
wanted to do. If we wanted to sell the business 
or bring in investors, we didn't necessarily know 
our path forward at that time. So, we thought it 
made sense, especially since our accountant 
recommended it.ˮ

28
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Daniel | Moa Coffee |CorporationRedacted



The APY seemed competitive and 
was a generally popular feature.Most sellers rely on professionals to help them 
with the logistics associated with registering 
their business.

Simplifying the process for sellers to update their 
business information directly within Square can reduce 
their reliance on external professionals and improve 
their overall experience.

29

Seller Motivations

OPERATIONAL FLEXIBILITY

“It was mostly about the flexibility of 
where we wanted to go and what we 
wanted to do. If we wanted to sell the business 
or bring in investors, we didn't necessarily know 
our path forward at that time. So, we thought it 
made sense, especially since our accountant 
recommended it.ˮ

29
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Daniel | Moa Coffee |Corporation

ADVICE FROM TAX PROFESSIONALS

“I honestly don't remember. I mean, she did a lot of the work. I 
think I just had to sign some papers...that's why I hire people 
because I'm only good at massages.ˮ

“I mean, it was easy. I just called my accountant and said, ok, well, 
Mike's out, we need to set up the business.ˮ

"I just trusted my accountant. I didn't really understand the details, 
but they said switching to an S Corp would help with taxes, so I 
went with it."

Julene| Chrysalis Cove| LLC 

Anne| Little Bird Deli| LLC 

Savannah| Hair  by Savannah| 
LLC 

Redacted

Redacted

Redacted



Opportunity 2 Empower sellers to make informed 
decisions.

30

Seller Motivations
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Integrate tax workflows into business 
management and verification and make taxes 
a seamless part of how sellers manage their 
businesses? 

31

Seller Motivations

HOW MIGHT WE RECOMMENDATIONS

Ensure taxes are seamlessly incorporated 
into how sellers run their businesses. By 
providing automated prompts and 
guidance based on their business 
structure, Square can simplify compliance 
and filing while serving as a catalyst for 
conversations with tax professionals, 
enhancing those relationships rather than 
replacing them
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Facilitate the connection between sellers and 
their accountant or tax professionals?

32

Seller Motivations

HOW MIGHT WE RECOMMENDATIONS

A feature that gives a limited view/access 
to someoneʼs account for financial 
advisors.
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Graduation Dashboard
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Value Fit
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Value Fit
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To empower busy sellers who delegate most 
of the transition to professionals, how can 
Square offer better guidance and help them 
take a more proactive role?

KEY OPPORTUNITY

OBJECTIVE 3
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Value Fit
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Participants evaluated 2 early concepts
Identity dashboard

Focuses on updating business and account information. Highlights the benefits of registering their business.

Graduation path



36

Appendix

GRADUATION PATHS
FOUNDATIONAL RESEARCH 2024

TRUST/ IDENTITIES

Identity dashboard

Many sellers find the Identity Dashboard helpful 
for keeping their business information up to 
date.

Sellers vary in how often they expect to review 
their business information (ranging from monthly 
to bi-annually).

Some sellers assume verification prompts are 
related to a “currentˮ security login issue rather 
than legal compliance.

OBSERVATIONS
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Thereʼs a need for greater clarity about what 
information should be updated on the Identity 
Dashboard and why.

Sellersʼ misunderstanding of the necessity of 
verification prompts reinforces a reactive 
approach to account management. 

Sellers are not proactively managing their 
business information and instead wait for 
prompts (such as red alerts) to take action.

INSIGHTS

Identity dashboard
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Value Fit
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“Letʼs assume youʼre still a sole prop and you see this on your Square dashboard.ˮ  

SCENARIO

01 02 03
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Displaying business structure benefits directly 
on the dashboard helps sellers understand the 
value of switching without initiation from a tax 
professional.

INSIGHT

INSIGHT

Even if Square highlights a recommendation to 
change their business structure, sellers still 
express that they would consult their tax 
specialist first.

                 Graduation Path
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Sellers seek clarity on Square's role in updating 
their account information. Sellers expect to be 
directed to an external government website for 
information on how to make the transition.

PAIN POINT

PAIN POINT

Not all sellers are native English speakers and 
often sought advice from other sellers on how 
to manage their business. 

                 Graduation Path
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Some sellers assume Square will provide 
curated business structure recommendations  
for their individual business needs.

PREFERENCE

Some sellers want more granular comparisons 
between different business entities.

PREFERENCE

                 Graduation Path



Opportunity 3 Support sellers to be more proactive 
with legal entity management through Square.
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Value Fit
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Present legal structure suggestions in a 
trustable and relatable manner so that sellers 
recognize the value?

43

Value Fit

HOW MIGHT WE RECOMMENDATIONS

Prioritize content design to present clear, 
legal structure information in the Identity 
Dashboard. Effective messaging will 
empower sellers to make informed 
business decisions and recognize the 
value of proactively managing their 
business information.
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Leverage our data on sellers to support their 
business decisions? E.g., when to register 
their business?

44

Value Fit

HOW MIGHT WE RECOMMENDATIONS

Help sellers recognize the value of timely 
business registration and entity updates, 
before tax professionals prompt them.
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Next Steps
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1. Define MVP and prioritization for 
Graduation Path.

2. Iterate and test higher fidelity designs 
of Graduation path and identity 
dashboard.

3. Expand research to explore challenges 
faced by sellers with “Multi legal 
entities.ˮ

a. Build on existing findings to 
investigate the complexities 
faced by sellers managing 
multiple legal entities.

PAIN POINTPREFERENCENEXT STEPS
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Thank
You
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Insights

Sellers are unaware if their 
Square account reflects 
their business entity.
 Some sellers were unaware of 
whether these changes were 
reflected in their Square accounts, 
indicating a potential knowledge 
gap about how Square supports 
business structure transitions.

Business structure 
transitions  often happen 
“reactively.“
Sellers typically don't plan for 
these changes; they keep it in the 
back of their minds but are 
primarily driven by advice from a 
tax professional or a review of their 
past tax situation.

Sellers are cautious about 
making decisions without 
consulting a tax 
professional.
Tax optimization, liability reduction, 
business growth and operational 
efficiency are driving factors for 
switching business structures. 

Sellers also heavily rely on 
tax professionals to handle 
the logistics of registering 
their businesses.

Sellers appreciate the 
Graduation Path concept.
Sellers seek more detailed and 
personalized information on legal 
entities.The Graduation Dashboard 
concept presents an opportunity 
for Square to support sellers in 
taking a more proactive role.

Sellers expressed 
challenges with updating 
Business information in 
Square.
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Questions?
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Transfer of Account

Some sellers view account credentials as a 
shared business account rather than personal 
login information.

Some sellers share their account passwords 
with business partners, seeing the login 
information as a "business password" rather 
than something tied to their personal identity.

Sellers who do not share account information 
typically do so because they are the only 
individuals involved in their business.

OBSERVATIONS
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Transfer of Account

Sellersʼ perception of account credentials as a 
business “accountˮ rather than a personal login 
contributes to the confusion around the "transfer 
of account" feature.

In addition, the confusion around the "transfer of 
account" feature may stem from sellers 
interpreting it as a tool for selling the business, 
not just transferring account ownership.

INSIGHTS


