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Griff:
Good afternoon and welcome to eBay’s first Community Town Hall for 2008. I’m Griff, Dean of eBay Education, host of eBay radio, author of the official eBay Bible, long time eBay buyer and seller, and the moderator for this Town Hall today. 
We’re broadcasting our first Town Hall in 2008, via internet radio from our Headquarters here in San Jose, California. And we want to thank our friends at WS Radio for their help in making this broadcast possible. As our listeners know, last week we announced a lot of news. We introduced new pricing, changes that involve the feedback system and new seller standards and rewards and we’re going to be spending our time today addressing your concerns and questions on these topics. 
With me, we have the current eBay North American President, Bill Cobb, our host for these Town Halls. And before I get to the panel Bill, I would like to know if you would like to say a few words.

Bill Cobb:

Thanks, Griff. And thanks to everybody joining in today. Last week was a big week for everybody; the company and the community. We delivered a lot of news on the eBay announcement board and certainly in person, at the eCommerce forum in front of 200 of our top sellers.

And John Donahoe and I told the sellers last week in Washington, DC, that we do need to make bold changes. We feel our mandate is clear. We need to retain all the great things that people love about eBay, but we need to add an essential element that has been inconsistent, and that is a great customer experience. 
Now we literally cannot do this without our sellers. That’s why we realize we need to make changes that set higher standards for sellers but also offer real rewards to those great sellers who are consistently delighting eBay’s buyers.

Now let me give a quick recap because I know we’re going to have questions on all of these. But with regard to pricing, we’re going to lower the upfront risk of listing on eBay by decreasing the insertion fees across the board. We are increasing final value fees but they will get paid only when sellers are successful. And the best news and I think the biggest news of all is that we are making gallery free for all listings in store inventory format, auction format and fixed price. Because we know buyers have a better shopping experience with gallery images. We’re also putting higher standards in place but we’re giving great sellers with high detailed seller rating significant rewards for their great customer service, such as better exposure and best match, pricing discounts for qualified PowerSellers and better payment protection. And I think it’s going to be very exciting for all sellers to get the seller dashboard coming in May, so that sellers can monitor their accounts and take more control over their business. 
And finally, we’re making a small change to evolve our feedback system. I’m only kidding. It’s a big change. I think one of the great things is giving buyers and sellers credit for the repeat transactions they have with the same trading partners. I think this is long overdue. This has been brought up many times in our Town Halls and we are finally going to do this. We’re also going to base a positive percentage on a rolling 12 month basis because we believe a member’s recent activity says more about their reputation than what may have happened more than a year ago. 
And lastly, and I know many sellers have been vocal about this one and I know we’ll get into this but we will be preventing sellers from leaving a negative or neutral comment for buyers. 
Now I know this change has caused a lot of concern among some sellers. It’s caused a lot of posts on the boards and we did not go into this lightly. I think a number of us will weigh in on this throughout the afternoon, but our Trust & Safety guy, Matt Halprin, has a few words to say about this change in a minute or so, and why we’re doing it, and we’ll get to him in just a minute.

Griff:
Thanks, Bill. Before we go on, I’d also like to add that you have one more announcement to make, and this is hard for me to say, because I’m going to miss you. You’re retiring from eBay. This is Bill’s last Town Hall with us, so it’s a bittersweet day. Bill started these Town Halls over three years ago, back in 2005, and it was a way to stay in touch with our members and check-in with everyone on a regular basis. So Bill, this was his idea and I’ve enjoyed sitting next to for the last three years and I’m going to really miss you.
Bill Cobb:

And I notice you emphasize in the opening, “the current”. Why did you, you hit “current” so hard in your opening.

Griff:
Well I’m going to miss you but you know, change is good. So there it is.

Bill Cobb:

No, it’s uh, these are um, you know, everybody knows days like this will eventually arrive and I have had a mixture of emotions on this. You know, this is a highly personal decision but you know, this is a hard place to drift away from, which is really what I’m doing. I’m not leaving, I’m more drifting away. I’m going to be around for awhile. And while I’m not going to be hosting these events, I’m certainly going to be helping support our new leaders and all the folks I’ve worked with for so many years. And as a matter of fact, two of our new leaders, are with us on the panel today.

Griff:
That’s true. Well like I said, we’re all going to miss you, Bill. So thanks for everything you’ve done. Okay, let’s go right ahead and introduce our.
Bill Cobb:

Let’s move on!

Griff:
Very two new special guests. eBay’s new leaders of the eBay North America Team, Lorrie Norrington and Stephanie Tilenius. Stephanie and Lorrie, welcome. Lorrie takes the lead as the President of eBay Marketplace Operations and Stephanie will serve as General Manager of eBay North America. Thanks to all of you for taking the time today to be with us and to meet with our Community.
Bill Cobb:

So Griff, I thought I’d say a few words about both, Lorrie and Stephanie, and John and I have been talking about this for some time, so part of what made my decision easier is knowing what incredible people they are. 

I’ll start with Stephanie. Stephanie and I have kind of followed each other around. Stephanie was in International and then I got moved to International and then she came to North America. Then I came to North America and Stephanie went to PayPal. And then Stephanie is coming back to North America and I’m retiring. So people used to say I always chased Stephanie away but it was the other way around. Clearly.

Stephanie Tilenius:
Hah. I was following you.

Bill Cobb:

She chased me around. But Stephanie is a veteran of eBay, has been here for about seven years. Right, Steph?
Stephanie Tilenius:
Um-hm.

Bill Cobb:

And I’ll let you talk about your, uh, take about fifteen or twenty minutes and talk about yourself, in a minute. But I think Stephanie is a highly accomplished individual. She started her own company. She’s very entrepreneurial. She has uh, I’ll let her tell you her feedback for um, in a second, but it’s certainly up there with yours, Griff. So we have a very heavy user, which I think is a great thing for eBay and I think she’s going to do a terrific job.

Now also, Lorrie Norrington is President of eBay Marketplace Operations. And Lorrie and I, Lorrie has been running International, as many of you know, for the past year or so. And I first met Lorrie the day we bought Shopping.com, when Meg and a bunch of people were out of town and literally, Lorrie and I had to go do interviews with the Wall Street Journal and New York Times and everybody else, and act like we had been old buddies and had been working on the deal for you know, months and months. And we met each other about ten minutes before we went in. But we pulled it off. And so I watched her. She has had an outstanding career before she came to eBay. She’s been a great addition to eBay when she was CEO of Shopping and then taking over the International business and I know, I think she’s also one of these people that you instantly like. And I think she’s got the type of personality that’s going to work very well with the community. She has a great sense for both, the sell side and the buy side. She’s also a heavy user of eBay. So I think you have two people coming in who are very much users, very much in tuned with the community and I think it’s going to be great to have both of them. So why don’t you guys talk a little bit about yourselves for a minute.
Lorrie Norrington:
Thirty-five seconds. Hi, this is Lorrie Norrington. First of all, it’s a privilege and a pleasure to be working in the North American business. I’ve been with eBay, as Bill said, I came from Shopping.com about eighteen months ago. Prior to that, I spent about twenty years at General Electric and about four years in a company called Intuit. And half my life I’ve spent in product and the other half running businesses. So eBay is a passion of mine and it’s absolutely thrilling to be a part of this much more vibrant community because we’re all in one place in North America, as opposed to in 36 countries, like in International. So it’s a thrill.
So Bill wants to know what I buy and sell on eBay. I’m relatively new to eBay. I was very loyal to Shopping.com when I ran that business and I have a feedback of 90. I buy everything from hair products to art. I have a wonderful seller in Denise Randall, in Massachusetts. I buy her paintings all the time. And in addition, I sell just about anything that’s in the garage. I just recently sold a Wii Nunchuck, that was an extra one that I got, and was a great transaction. And I’m currently selling a cappuccino maker on the UK site.
Bill Cobb:
Now what kind of hair products?  That wouldn’t have color, color or anything in them or?

Lorrie Norrington:
They don’t have any color. I said for the last twenty-seven years. I was three and a half when I started, so I’m only twenty-three now. 
Bill Cobb:
We always want to find out these things.
Lorrie Norrington:
Yeah. I know, that’s right. Well check me out on the website. And this is, “Only the hairdresser knows.”  So Steph, now that we’ve gone down that path with me, how about you?

Stephanie Tilenius:
Thank you. Thank you, Bill and Thank you, Lorrie, and I’m also excited and honored to be here. I think like Bill said, I’ve been here for seven years and I’m honored to actually come back to North America. I started off in International. I was running Asia-Pacific for eBay and then ran eBay Motors and spent the last four years at PayPal working with many of you sellers, building your businesses across the web and providing payment products to many of you, and getting to know your businesses on and off eBay. So I’m looking forward to spending more time with you. 
And like Lorrie, I’m a big buyer and seller. I have a feedback of 964 and I buy and sell pretty much everything I can on eBay. I don’t know if I’m going to bore you with all the stories. Let’s see, we bought five cars on eBay, sole two. We bought our Kenmore washer and dryer from Sears on eBay actually, a dishwasher from eBay Germany, a vacuum cleaner. I buy lots of jewelry. In fact, I’m wearing a necklace today that I bought on eBay. And um . .
Bill Cobb:

It’s quite lovely.

Stephanie Tilenius:
Thank you, Bill I’m glad you approve. 
Bill Cobb:

It’s part of my new role.

Griff:
And why is this different than your old role?

Lorrie Norrington:

I always thought Bill that is eminently qualified to comment on jewelry and hair color.

Bill Cobb:

Exactly.

Stephanie Tilenius:
It’s all about style. So I’m really excited to come back and work with many of you to meet your needs and again, it’s a privilege and an honor, so.

Griff:
Well great. Thanks, Lorrie and Stephanie, and thanks, Bill. It’s great to meet you guys and have you on our panel. Let’s take care of the rest of our introductions for today’s Town Hall but first, a quick reminder. We’re here to take your questions and comments about the news from last week, live on the air, when you call our toll free number here, at 877-474-3302. And yes, it’s the same number we use for eBay Radio, 877-474-3302. We love hearing from you. So let’s hear what’s on your mind and we’ll be happy to clarify any questions or concerns you have.

Today’s Town Hall is scheduled for ninety minutes, to give us lots of time to address questions. Start calling now and we’ll get to your questions in just a bit. Also, if you’re a little shy about calling us on the phone, you can email us your question at Town Hall at eBay dot com (townhall@ebay.com). Our primary goal here is to take your questions live over the telephone but we’ll use this email address as a supplemental way to gather questions. We’ll also answer some of the most common questions we received in the last few days via email.

Okay, let’s get on with the introductions. First we have Jim Ambach, Vice President of eBay Seller Experience Team. Jim’s group manages the PowerSeller Program and many other seller related groups. You may have read Jim’s announcement last week about Seller Standards and Rewards, which offer new incentives to sellers who consistently delight buyers. Hi, Jim.

Ambach:
Hi, Griff.

Griff:
It’s nice to have you back on the panel.

Jim Ambach:
It’s good to be here again, as always.

Griff:
You’re looking rested and ready. 
Jim Ambach:
Yeah, that’s right.

Griff:
Next on our panel is Matt Halprin, Vice President of eBay’s Global Trust & Safety Team. Hi, Matt.

Matt Halprin:
Hi, Griff. 
Griff:
And you’re looking good too. I wouldn’t want to leave you out.
Matt Halprin:
Thank you. I got this necklace on eBay as well.

Griff:
Matt and his team are test with keeping the marketplace safe so that buyers and sellers have fun while they’re transacting. And Brian Burke works for Matt and manages feedback for eBay, which is as you know, is going through a significant evolution currently and over the next few months. Welcome Brian.

Brian Burke:
Good to be here, Griff.

Griff:
And Brian will be here to also answer questions. We’re happy you and Matt could take the time to join us today, since we know this evolution of feedback is a passionate topic right now for many eBay members. And I think they’ll be calling in and wanting our reassurance and answers to some of their questions. 
Also joining us today from PayPal is Monroe Labussi. This is Monroe’s, did I get that right, Monroe?

Monroe Labouisse:
It’s a tough one, Griff. It’s Labouisse.

Griff:
Oh, Labouisse. And I promised I’d rehearse this beforehand, and I did. Monroe Labouisse, this is his first time ever as panel member and having his name butchered by the host, at our Town Halls, and we’re glad to have him.
Bill Cobb:
Well that’s why you said we could never have him here.

Griff:
I never said that.

Bill Cobb:
Oh, you didn’t. No.

Griff:
But he’ll be changing his name. Monroe can answer questions about the newly announced, expanded Seller Protection Program for PowerSellers through PayPal, as well as any other PayPal questions. And welcome, Monroe.

Monroe Labouisse:
It’s good to be here, Graff.  [laughter] . .  

Griff:
Turn around is fair play. You should read some of the things they’ve said about me on chat boards this last weekend.

Bill Cobb:
Let’s see if you can get this next name correct.

Griff:
Okay. Finally, regular Town Hall listeners know our next panel member pretty well. His name is Jeff King. 

Jeff King:
Hi, Griff. Hi, everyone.

Griff:
Jeff’s with the Finding Team and we want to thank him for making the time to be here to answer these important Search related questions and Best Match questions. Back to you, Bill Cobb:
Bill Cobb:
Okay. So before we go to the phone, I thought it made sense to let Matt say a few words about what’s sure to be the hot topic of the day. And that is the decision to prevent sellers to leave negative and neutral feedback for buyers. So Matt, why don’t I turn it over to you, and give people some background on how we came to this decision and why we think it’s the right thing to do.

Matt Halprin:
Sure. Thanks, Bill, and thanks everybody for listening for a few minutes upfront. This is a huge decision, obviously, as Bill mentioned. And I empathize and we all empathize with all the emotion that everybody feels about it, and it’s all on the discussion boards, where I’ve been spending a lot of time just reading all the comments and getting emails from members, mostly sellers.
It was an emotional debate inside the company too. I mean we debated this long and hard and there was a lot of emotion around it. And a couple things to say upfront is that no reputation system that seeks to serve person to person financial transactions with over 80 million active members is going to be perfect or without downsides. There’s just not a way to get a perfect system. Our current system isn’t perfect and the new one won’t be perfect. 
And so the fundamental question that we faced was in light of the alternatives on the internet today for both, buyers and sellers, what’s the best reputation for eBay’s marketplace right now?  And to answer that, we actually took a step back and said, “Well let’s talk about how this was designed in the first place and how it was supposed to work.”  And the original system that Pierre created was one where the intent was to create an honest, accurate record of member experiences based on two key principles; accountability and transparency. 
Accountability is supposed to work by just members holding each other accountable by leaving feedback. It’s pretty simple. And transparency would work because it’s a public reputation. And it was always on the member profile and you’d see it you know, warn on everybody’s sleeve. And it worked really well when accountability and transparency were both being used. And over the years, we have made adjustments to improve accuracy, the accuracy of this record, at the expense of transparency. 
For example, when we launched Unpaid Item Reports or Non Paying Bidder Reports, in 1999. That was private seller reports to hold buyers more accountable than the public reputation system was doing. We’ve done that before. This is a further move in that direction.
So then the question is, “Well do we really have to change?”  And the answer is the current feedback system just isn’t working the way it was intended. The system’s transparency is preventing buyers from holding sellers accountable. Simple put; buyers are more afraid than ever to leave honest feedback and accurate feedback, because of the threat of retaliatory feedback by sellers marking their public reputation. Sellers respond to a neg. from a buyer eight times more often than buyers respond to a neg. from a seller. And that’s up from just two times as often a few years ago. And because of that, what we’re left with is a system without any spread or differentiation; 80% of sellers have a 99.3% positive score or above, 50% of sellers have 100% positive score. So buyers can’t differentiate between a seller that provides great buying experiences and a seller that provides mediocre buying experiences and a seller that doesn’t provide good buying experiences at all. And so they begin to apply a trust discount to what they’re doing when they make a transaction on eBay. 
You know, “Will my item turn out to be as described?  Or maybe it’ll be a little bit less. Will it arrive on time?  If I have a problem, will the seller communicate with me?”  They’re just not sure. And the terrible thing is this actually hurts our best sellers the most. It hurts all the sellers. It hurts the whole marketplace when buyers are less confident pressing that Buy It Now button or less confident bidding a little higher because they’re just not sure what they’re going to get based on the reputation system.
Now in reading the discussion boards and getting a lot of emails from sellers since we announced this, and especially over the weekend, there are several concerns that sellers have and a lot of valid concerns. A couple of them in particular, I just want to call out. One is that I hear a lot is, “Doesn’t this just take away a seller’s power?  Doesn’t this leave me totally exposed to bad buyers?”  And you know, they say things like, “Hey, I wait to leave feedback because the threat of leaving a public neg. is what keeps the buyer from doing bad things to me. And you can’t take that away or it’s really going to hurt my business,” and that’s a valid concern. And at the same time, ironically, that’s exactly why we have to change the system. Since so many sellers have moved towards that approach, buyers aren’t comfortable leaving honest feedback and that’s what reduced the trust in the marketplace. And therefore, it’s on eBay and Trust & Safety to hold buyers accountable, based on private reports from sellers.
So another concern that’s talked about which is, “What about my unblemished record?  I’ve worked so hard for my 100% feedback, or my almost unblemished record. I have a 99.9 or 99.8.”  And I would say understand your concerns around this. And you’re exactly the kind of sellers that we want to reward by making this change. 
While the new system will make it more difficult for sellers who don’t provide good buying experiences to maintain a high percent positive score, it should have little or no effect on sellers who provide outstanding customer experiences. And so what we anticipate when this new system roles out is that sellers who drive these great buying experiences are going to continue to receive fewer negatives, if any, in comparison with sellers who don’t provide great buying experiences to the extent that there are more negatives for the sellers. We’re going to remove a lot of them, based on some of the changes we talked about, like when a buyer doesn’t respond to an Unpaid Item Dispute or when we suspend buyers. 
And eventually, the spread and differentiation will increase between sellers significantly. And this is going to result in higher buyer trust and confidence in your items, higher exposure in search for the sellers that are doing this, and discounts on Final Value Fees for the qualified PowerSellers. Which means it’s better for our great sellers. It’s better for eBay buyers and therefore, it’s better for the marketplace. Thanks.

Griff:
Thanks, Matt. Okay, we don’t want our callers to wait any longer, so let’s start taking questions. As a reminder, our toll free number here, if you want to ask a question live on the air, is 877-474-3302. Now also, a few months ago we started giving away surprise gifts to our callers, so phone now and receive a small token of our appreciation for taking the time and having the courage to phone us with your question on the air. I know for some of you, it’s not easy. Our phone greeters will give you instructions on how to collect your Town Hall gift in appreciation for calling in. So be sure to listen to what they tell you when you make your call. 
Also, please keep your question general so that other listeners will benefit from the answer. If you have a personal or a specific question about your account or something that may have happened to your listings, please contact eBay Customer Support through our web forums or through live chat. And again, I also remind you, you can email your questions in and we’re taking them live. They’ll be bringing email to us during the duration of the Town Hall, at Town Hall at eBay dot com (townhall@ebay.com).
Bill Cobb:
I think I should get a gift, since this is my last Town Hall. I’ve never gotten any one of these, but should we talk about that later?

Griff:
Yes.

Bill Cobb:
Okay.

Griff:
At a more appropriate moment. So let’s go to our first call. Bernard, from East Washington. Welcome to the Town Hall, Bernard. What is your question?

eBay Member:
Thank you very much, Griff. I’m a platinum PowerSeller with a 4.9 DSR and 100% feedback. And part of that is that I’ve used the profiling of buyers in both pre sale and post sale situations by seeing feedback from other sellers. Have you considered something in between?  Like a detailed buyer rating?  

Griff:
I’ll let Matt take this.

Matt Halprin:
Okay, so this is Matt Halprin. I’ll take this one. First of all, congratulations on obviously being an incredible seller with being a platinum seller with a 4.9 set of DSR’s, and of course, you should benefit significantly with the announcements we just made around pricing and search and how it’s going to work. And with respect to Detailed Buyer Ratings or I think that the root of your question is you know, you’ve done a careful job of managing your risk, I would say for at least you know, the next twelve months, we’re probably not going to reconsider Detailed Buyer Ratings. However, we are actively considering some additional measures to allow sellers to manage their risk. Of course, right now sellers can choose to use Immediate Payment Required for fixed priced items, which basically eliminates Unpaid Items, or require buyers to have a registered PayPal account to be able to bid on your items, which reduces Unpaid Item Rates by 80%. And they don’t have to pay with PayPal, they just have to be registered with PayPal. We’re considering creating some additional things like a buyer requirement, where if another seller has reported a buyer in the previous 90 days or the previous year for any kind of policy violation, do you want to block their bid?  
In other words, we’re going to watch real carefully what happens in the ecosystem, you know, with the potential increase in extortion or unpaid items or something. Are we going to create additional ways for sellers to kinda systematically rely on what other sellers have said privately to eBay, as opposed to a public reputation, and allow you to manage your risk that way. 
Bill Cobb:
So, Bernard, this is Bill. Can I ask you a question?  Tell me the root of, because obviously you’re doing a terrific job with your business, both in terms of the volume of sales and the level of service you’re providing. So obviously, you are not speaking as someone who is talking about, I mean you’ve really worked the system to your advantage. You’re going to be rewarded as Matt said. What’s at the root of the Detailed Buyer Ratings? 
eBay Member:
Like I said before, when I would receive a question from a buyer, potential buyer or an after sales situation, by using the current feedback system, I could see what other sellers have said, who had a problem with the buyer. And it’s been able to help me in how to answer a question or to deal with a situation. And I understand that you know, stopping the negative feedback possibility from a seller was the root of buyer flight from eBay, that by eliminating it, that would help that situation. So with a DBR, a Detailed Buyer Rating, that’s an average, so it’s not a specific comment from a specific seller and it’s a gentler way to still give sellers a profile on the buyers in the Community.
Bill Cobb:
Okay. Okay, understood.

Matt Halprin:
Yeah, and to help with the clarification. There is one other tool that will remain. We’re going to watch it carefully to see how it’s used but the sellers can still leave eighty characters of text in their response in the feedback. And it’s not quite as structured as what you’re describing and we are going to watch for abuse of that but still, it is a way to talk about situations in the text and you know, we’re going to have to watch all this stuff real closely to see how the marketplace evolves.

Griff:
Thank you, Bernard. Bill, what would you like to take next?  This one?  Let’s do this, okay. So this is one that was emailed to our email address at Town Hall at eBay dot com (Townhall@eBay.com). I’m not sure who will take this.

Bill Cobb:
Monroe.

Griff:
Monroe, okay. “So what exactly do you mean when you say some payments may be held for twenty-one days?  How do I plan for my business without knowing if I’ll have my money?  And you expect me to ship before I get paid?”  All right, so it’s Matt again.

Matt Halprin:
I think so, or do you, Monroe, do you feel better?

Monroe Labouisse:
Sure.

Griff:
You can both weigh in.

Monroe Labouisse:
Why don’t I start?  Hi, everybody, it’s Monroe from PayPal. We announced that there would be some situations on a small percentage of transactions where PayPal might be holding the funds that come through for an eBay item. I think the important thing for the emailer who’s concerned about the impact on their business to understand is first of all, this is going to be on a very small percentage of transactions where we suspect that there might be something that goes wrong with the transaction. 
The second thing to understand is that if you’re an established seller on eBay, you have more than 100 feedback, you’ve been on eBay for more than six months, then the chances of your transaction being held is very small. And there are certain situations where we just will not hold. So if the concern is the impact on your business, then what you should continue to do is to provide great service to buyers. And as long as your buyer satisfaction score is high, then you’re not really at risk at having your payments held.
Griff:
Great. Matt, do you want to add to Monroe’s, what he’s saying there?

Jim Ambach:
Hi, this is Jim Ambach.

Griff:
Jim. I’m sorry. All right, go ahead.

Jim Ambach:
I think all three of us want to go at some point, so.

Griff:
Yes. I can see you’re eager.

Jim Ambach:
Okay. Yeah, we’re chomping at the bit here.  I just wanted to point out that with the advent of the seller dashboard that we announced, you will be able to know whether your buyer satisfaction is of a level that might make you prone to some of these transaction level holds. So we should be a lot more transparent as to whether this is something that you need to be concerned about at all.

Griff:
Okay. Great. Thanks. Bill, should we go back to the phone?  Let’s go to Stan, in Amarillo, Texas. Hi, Stan.

eBay Member:
Hi.
Griff:
What is your question for us here at the Town Hall?

eBay Member:
Well I was wondering how is eBay going to protect my business reputation from buyers who threaten to leave negative feedback unless I give in to their demands.

Griff:
Yeah, that’s an important question.

Matt Halprin:
It’s a great question and it’s a totally valid concern, one that we considered carefully and worried about frankly, as we designed the new system, and so we’re going to be watching for it carefully. First of all, just for all the listeners, what Stan is describing is a violation of current eBay policy. It’s called Feedback Extortion, trying to say that unless the seller changes the terms of the listing, the terms of the contract after a purchase has already been made.
Griff:
Or the price in some cases.
Matt Halprin:
Or the price, yes, free shipping, anything, you know, and that’s, they’re going to leave negative feedback unless those terms are changed. That’s extortion and it’s against our policy. We need sellers to report that to us and we will be taking action based on reports. We’ll say it is very difficult again, going back to you know, three or four million transactions a day between individuals. It is going to be difficult for us to take action based on individual reports, the same way we don’t always take action based on an individual report for unpaid items in terms of handling negative feedback, but wherever we see a pattern. So if we see that more than one seller has reported a buyer for the same type of behavior we will be taking action on that buyer and we will be removing negative and neutral feedback if we suspend that buyer. So like we can promise that if it’s clear from a pattern that we suspend a buyer, any feedback that the, any negative or neutral feedback that that buyer has left will be removed. And in some cases, based on individual reports, we will be able to do the same.
Griff:
So in a case like for example, Stan has somebody who, it’s out and out based on the email. It’s very clear that the correspondence they’ve had, this guy or his buyer is trying to extort something out of him beyond the terms of his listings, there is a very good possibility that buyer can end up being suspended.

Matt Halprin:
Absolutely.

Griff:
Great. Thanks, Matt. Let’s go to one that was emailed to our address here at Town Hall at eBay dot com (Townhall@eBay.com). Jeff, this is for you, so get ready.

Jeff King:
Okay.

Griff:
“How exactly does Best Match work?  Everything I’ve seen so far seems really vague.”  

Jeff King:
Okay, well thanks for that question and it actually is quite a common question that we’ve received at the eCommerce forum, as well as on the search boards and actually, not surprising, there’s already a number of blogs and comments being made on eBay and off eBay about how to optimize your business using the new Best Match system. So there’s a lot of information already happening out there. 
What I will say is that Best Match is a high level, just a sorting algorithm. It sorts the items returned and it in no way changes which items are returned for a particular search. And its sorts them in essentially a new way that’s intended to help it make it easier for buyers to find the items they’re looking for. There are three buckets of factors that we use in the sorting algorithm. The first is what we call Demand Factors or Relevance Factors, the second is Item Factors, and the third is Seller Performance Factors. 
And I’ll talk briefly about each of those. The first, Demand or Relevance, this is essentially a system where we’re applying a score based on the success of other buyers on eBay. That is we know very specifically how other buyers on eBay have performed and what they actually purchase when they search for something like Nintendo Wii Nunchuck, as Lorrie mentioned earlier. And we know that they end up buying particular items in a particular category, with particular keywords, with particular specifics. And we can very easily apply a waiting to items that we expect to convert well for that, and even a negative wait for those items that we don’t expect to convert well, and that will influence the sort order. The second item is Item Factors. And these are things like the time ending of course, is very important in an auction and it remains a very strong factor in the Best Match algorithm. Things like listing country, the format, etcetera, also influence that. And of course, the third thing, which was announced at the eCommerce forum, is Seller Performance Factor. And that is intended, and I won’t go into the details here, but it’s intended of course, to give more exposure for our best sellers and decrease the exposure for the sellers that are most likely to end up with a bad buyer experience. 
And so it is an out algorithm. We don’t of course, publish the specific algorithm but obviously, those things all weigh into the sort order, and it’s going to depend and very widely, depending on the competitive nature of your marketplace and your category. So just like you do today with time ending soonest and keywords, etcetera, you should continue to experiment and optimize going forward, and it really is just some new levers and some new tools in the bags, especially for great sellers that we hope will allow them to get more exposure.

Lorrie Norrington:
Hey, Jeff, this is Lorrie. I just want to mention that we actually launched Best Match in France over six months ago and it’s had a great impact on both, conversation, as well as buyer satisfaction. I think Jeff made a very important point; we are not taking things out of search. Things are still actually still showing up, it’s just a question of how we array them based on what’s the most likely thing the buyer is looking for.
Jeff King:
Right.

Griff:
So Jeff, I have a question, and I only ask it because I think there’s a lot of sellers asking this question, and maybe some buyers. I’ve noticed in using Best Match that some days the results are a little bit different or a lot different, and I’m wondering are we critiquing this as we go along?  I mean is this something that has already been created or are we constantly making refinements to the way this works?

Jeff King:
Well that’s a good question and we will definitely change and modify the algorithm over time. I will say that Best Match is a dynamic system. It dramatically changes based on what’s happening in the marketplace. Today, the queries that people want are I know, I have daughters and they really want Dance Dance Revolution, and you can’t get it anywhere, you know?  And so today the conversion rate on something like DDR or Dance Dance Revolution might be different than when the supply in the marketplace and the demand in the marketplace changes. So yeah, I would expect to see some changes, even as supply and demand changes. That just happened as part of the marketplace dynamic.
Griff:
Note to self:  Product source; Dance Dance Revolution.

Jeff King:
If you can get a hold of those, they’re pretty hot right now, so.

Griff:
Thanks, Jeff.

Jeff King:
Sure.

Griff:
And thanks for that question. We’re going to take another question that was emailed because this one is really good. I don’t know the answer to this. I’m hoping Brian does. “When a buyer is suspended from eBay and the negative feedback they left is removed, are the DSR ratings they submitted removed as well?”

Brian Burke:
They are. And this is Brian. And that’s true today and it’ll be true going forward. Any time we remove the rating or de score the rating, or remove the feedback, the corresponding DSRs are also removed.

Griff:
So in those cases where maybe a buyer has abused the privilege and left very low DSRs unfairly, that this will remedy that situation for a seller.

Brian Burke:
If we remove the overarching, you know, positive, negative or neutral feedback.

Griff:
Great. Let’s go to the phones, at 877-474-3302.  Sherry, from New Haven, Connecticut, welcome to the Town Hall, Sherry, what’s your question?

eBay Member:
Yeah, hi. I’m a buyer on eBay and have been for a number of years. And I’m just real concerned about whether I’m even going to get feedback anymore from sellers. I’ve been reading in the answer center and on the boards, and it’s basically, a lot of sellers sound like they’re not going to give feedback at all.

Griff:
Thanks, Sherry.

Matt Halprin:
Yeah, this is Matt. I’ll take this one. Thanks for raising that question. One of the things that we considered, not for every long but we did consider it, was whether we’d take away feedback privileges for a seller altogether. And we didn’t do that because of exactly what you’re describing. You know, buyers like to get feedback. I like to get feedback when I buy on eBay. You know, it feels good and I like to see what the characters say and so we definitely didn’t want to do that. Now in terms of what sellers are going to do, I think that’ll be a decision that every seller makes for themselves. 
I will make a bit of prediction which is I think sellers will find that the best practice is to leave positive feedback perhaps once the buyer has paid and the check has cleared and everything, and they know the money is there. Because that is more likely to encourage a favorable response as in positive feedback and high detailed seller ratings from the buyer. Which all sellers are going to want and it impacts their, you know, the pricing and search and everything else too.
Bill Cobb:
Plus you’re now going to get credit for repeat buyers.

Matt Halprin:
And exactly, Bill makes a good point. You’re going to get credit for repeat buyers. So we’ve made two major changes here that actually encourage sellers to leave positive feedback sooner than they do today.

Jim Ambach:
Yeah, and I would just add that when we talk to sellers about the changes, it quickly comes out that one of the best practices of those that have very high DSRs is that they do leave prompt buyer feedback. It’s usually right when they ship the item, is when they leave that feedback. And my guess is that sellers are going to realize that this is the case and the stakes are raised and so they’re going to actually, my prediction is that buyer feedback won’t go down.

Griff:
Yeah, I predict the same as well. Thank you, Sherry, for your call. We have an email coming in on a different topic and it’s an important one, so let’s take that now. “How can you justify such a big hike in final value fees when it is so detrimental to the low volume, small time seller?  This price increase makes selling small items under twenty-five dollars, unprofitable. It appears that you are catering to the big client frequent seller and discouraging the little guy from trying to make a buck.”  And Stephanie, would you like to take this?

Stephanie Tilenius:
Sure. Well the pricing changes were intended to do exactly the opposite of what you suggest. So let me take a minute to spend some time on what we actually announced. We announced free gallery and discounts in store inventory format. And the intention is actually to lower the overall cost for small sellers as well as large sellers. So if you have a hike inversion and you use gallery on eBay, your take rate will definitely go down. And in fact, the majority of sellers will see a decrease in their overall total cost of final value fees and total cost of doing business on eBay. So the intention is actually to rebalance our pricing to lower the risk of doing business on eBay and to have the sellers aligned with eBay in such, that you only pay when you have a successful sale.

Griff:
Great. Thanks, Stephanie. We had a question, we’ve got lots of questions that come in before the actual Town Hall, and we have some here. I’m going to read one. Lorrie, I wonder if you’d take this.
Lorrie Norrington:
Sure, Griff.

Griff:
Okay, great. “As you all much know, many sellers are up in arms over eBay’s new feedback policy. Already buyers are telling sellers they can’t leave them negative feedback and are threatening sellers.”  Okay, I understand that. “I participate on the seller forums where many new sellers go for help. There are non paying bidders saying that if you file an UID,” an Unpaid Item Dispute, “I will leave you a negative, all these sorts of problems. eBay says that if you have these types of problems, report them and we will handle them with the buyer. How does eBay intend to handle these problems?”

Lorrie Norrington:
So I would say that first of all, we totally have valid questions about feedback. We took all these things into serious consideration. We recognize first of all, that we need to make sure in our customer service groups and in our reporting and Trust & Safety, that we’re really ready to handle any issues on the back end that we have. So we would just encourage, and I would just echo Matt’s comments earlier, that is is really about the accuracy of the transaction and really honest feedback. Clearly, as we’ve changed the feedback system, we want to make sure that buyers are comfortable, that they’re not going to have retaliatory feedback and that’s why we made the major change that we did. But we fully recognize it’s on our shoulders to make sure that in customer service and in Trust & Safety, that we’ve got the back end mechanisms to make sure that if we have a buyer out there that is not creating a great experience on eBay for sellers, that sellers have an ability to report them and we can quickly react.

Bill Cobb:
Yeah, and I think that’s one of the things Lorrie and I have talked about, is the importance of, and she is committed to this, working with Ryan Downs and Tim Payne and the whole CS organization, to work on the back end so that we are responsive quickly to do the things that are talked about here and that we can remove the feedback and put great balance in this system. So I think that’s going to be a big, big opportunity and Lorrie and her team are ready to do that.

Lorrie Norrington:
That’s one of the opportunities I think we have, Bill, in the new organization, that we have Trust & Safety also reporting into me in North America. So it’s a great opportunity for us to use both, Trust & Safety, customer Service and technology, to be able to deliver better for both, our buyer and our sellers.

Griff:
Thanks, Lorrie. Let’s go to the phones at 877-474-3302. Bobby, from Bertrand, Connecticut. Okay, I’m sorry, I didn’t see that right. How is, sorry, can you tell us what your question is, Bobby?

eBay Member:
Yes. My question is how is eBay going to protect me, the seller, from a buyer that leaves a negative feedback because of the item arrives broken?

Griff:
Thanks, Bobby.

Brian Burke:
Bobby, thanks for the question. This is Brian, from the Feedback Team. This is a valid issue and valid question but I think that one thing to remember is from the buyer’s perspective, that buyer received an item that wasn’t as described. It wasn’t what they purchased. And from their perspective, they had a bad experience. And you know, what if it was a gift they had to hand over to someone three days after it arrived and couldn’t get a return?  It was a bad experience for the buyer. 
I think if the buyer leaves you a negative feedback and that happens one time, I think all of us understand running businesses, that occasionally things are going to get broken, things are going to get lost in the mail. I think the question that you have to ask yourself, “Is this something that’s consistently happening within your business or is this a one off?”  And if it’s a one off, it might be one of those things that you have to deal with. If it’s happening consistently, it might be something where a business practice has to change or shipping carriers have to change.
Griff:
Can I jump in?

Brian Burke:
Sure can.

Griff:
Thanks. So Bobby, one of the things that you can do or one of the things that will help in a situation like this is there will now be for those sellers who qualify, a waiting period, correct?  Of three days.

Brian Burke:
Three days of more.

Griff:
Where a negative can be left. And that three days is crucial. That will be the time when a seller can communicate with the buyer and do everything they can to reassure them that they’re going to make the transaction okay, by either issuing a refund or sending out a replacement item. And in those three days, it’s actually the seller who can best protect themselves against a buyer who is dissatisfied. It gives you some grace period before, and we have this happen now, many sellers will tell you buyers who just fly off the handle assume that this is going to be eh, they’re not going to get any help from the seller and they leave the negative. That will now not be possible until three days have passed. And so within those three days, it allows you a lot of time to work it out with the buyer an turn that potential negative around into maybe even a positive. Because a lot of buyers understand something can arrive broken. It can be broken in transit. And how you address the issue for them within those three days could result in a positive feedback instead of a negative.
Matt Halprin:
Yeah, and Griff, this is Matt. I’d like to add a couple quick things. One is we’re going to start with three days, or at least that’s our plan for sellers who have an established track record. We may actually, we’re studying this very carefully right now, and we may actually extend that time period from three days to beyond that, again, for sellers with an established track record, to accommodate ship time and things like that. The other thing is the question that the caller raised, which is actually one that exists today. I mean buyers can leave negative feedback today for an item that arrives broken too. And so this is one that won’t change but it could actually, potentially change for the better if we have a certain amount of time if you require a little bit of working out between the buyer and the seller.
Griff:
That’s excellent. Thanks, Matt. Bill, let’s read one that just came in at our Town Hall at eBay dot com (Townhall@eBay.com) address. And the person that wrote in asks, “Why are you removing feedback older than twelve months?”  I worked hard for that?

Bill Cobb:
So Brian, why don’t you clarify this?  Because I think this may be a little confusing to folks. Because it’s not exactly correct.
Brian Burke:
Yeah, so what we’re actually doing is on the feedback percentage, so not the score, not the number that you know, is right next to the User ID, but on the feedback, your positive feedback percentage, we’re going to begin basing that on twelve months. But your score will remain lifetime. So you will continue to get credit for all of that transaction and then come February, start to get credit for repeat transaction against your score. The main reason we’re focusing the percentage on the last twelve months is twofold. One, is your more recent transactions are a better predictor of the kind of experience the buyer is going to have with you. And for some sellers, and for you know, most sellers out there who’ve had a negative from five, six, seven years ago, that’s not as good a predictor as more recent feedback. And so there’s a customer satisfaction issue with regards to seller satisfaction in pulling back the feedback percentage to twelve months.
Matt Halprin:
Yeah. And there’s two more things I want to add that Brian and I are really happy about. While in February, we’re going to start counting repeat feedback credit, when the new system launches in May, we’re actually going to take that retroactively. And so any repeat transactions that you’ve done ever, you know, in the twelve years at eBay, you’re going to, sellers and buyers are going to get credit for those repeat transactions that are one week apart, which is great news.

Griff:
This happens in May?

Matt Halprin:
In May, when we launch the whole new system, we won’t just give feedback credit for going forward transactions. We’re going to go back and look back to the history and give people a chance, and their score should go up.
Bill Cobb:
So you start getting credit in February for repeat.

Matt Halprin:
Right.

Griff:
That happened in real time.

Bill Cobb:
Then in May, you go back retroactively.

Matt Halprin:
Right.

Griff:
My score is going to jump.

Matt Halprin:
Yeah. And so that is a great thing.
Bill Cobb:
Look out, Stephanie. You’re going to have a bigger lead.

Matt Halprin:
And then the second thing that‘s going to happen too, in May, is that you know, we will be removing negatives and neutrals from members that we suspend but that’s also going to be retroactive. So if any of you are holding negatives or neutrals from you know, five years ago or two years ago or whatever, from somebody who was suspended, that’s going to get pulled out. The comment, everything is going to be pulled from your feedback profile.

Griff:
Wow. I’m a little stunned.

Bill Cobb:
Griff is excited. Can you carry on now or?

Griff:
Can’t wait for me. Let’s go to the phones here, at 877-474-3302. Alison, welcome to the show, Alison, what’s your question.
eBay Member:
Hi. I was wondering how a smaller seller can stay competitive with larger volume sellers who can absorb more negative feedback and still maintain a higher feedback rating and DSR.

Jim Ambach:
I’ll take this. Hi, this is Jim Ambach. Hi, Alison. So this is an interesting question because we actually get the flip question from high volume sellers who claim that they feel it’s actually going to be easier for lower volume sellers to be able to maintain the high DSRs than it is for them. So I think we’ve tried to deal with this issue as best we could, primarily by making the discount numbers based on your prior thirty days worth of DSRs and feedback. Just to you know, keep the numbers as close to within reason as possible and also to measure your most recent activity. But I think that this one could go either way and I actually don’t think that either group of sellers are going to be too biased. I think that for the high volume sellers, they won’t have just because of the amount of volume they do, they won’t be able to provide as much communication or tender loving care that some of the smaller volume sellers can provide today and do provide today. And then you know, there is one particular score could have a more damaging or positive effect if you’re a smaller volume seller. So I think it goes both ways really.
Griff:
Thank you, Jim.

Jim Ambach:
Yeah.

Griff:
We have some questions that just came in to our email address at Town Hall at eBay dot com (Townhall@eBay.com) and these are good ones. I think this one’s for Matt. Don’t you think, Bill?

Bill Cobb:
Yeah.

Griff:
“Currently, DSRs are completely open to opinion and buyers are not warned of the effect of a buyer leaving a one or a two for a seller. Does eBay have any plans to implement a mandatory buyer contact seller step before a buyer can leave low DSR ratings or negative feedback?”

Matt Halprin:
Great question. And the answer is yes and no. So let’s talk about uh, first of all, what happens today. Many people may not know this but a buyer with under ten feedback, before they can leave their first neutral or negative, actually has to take a tutorial; talking to them abut what a feedback’s purpose is and it’s not a communication system, it’s a reputation system. That actually doesn’t work very well. We thought it would be great and it’s one of those things that didn’t actually move the needle much. 
We are going to be much more strongly messaging in the feedback flow to encourage buyer communication with seller. The current flow for leaving feedback speaks to both, buyers and sellers. The new one of course, if someone is leaving a neg. or a neutral, will only have to speak to buyers. And we’re going to change the language we use to educate and try to push people to communicate much more. And then of course, like we discussed with the last caller, or one of the previous questions, you know, if a seller has an established track record, the buyer is not going to be able to leave negs. and neutrals for the first three days, or potentially longer after we launch this thing.

On the other hand, requiring communication is tough to do. In a lot of instances where the buyer frankly has had a bad experience and the last thing they want to do is talk any more to the seller. And that would just kinda compound a bad experience. So what I’d say is we are going to push harder and promote more aggressively, communication. And we’re going to block negs. and neutrals in the first several days for certain sellers. And then we’re going to watch very closely and see what else we need to do.
Griff:
Thank you, Matt. Here’s another one that came in. And again, that email address, and they’re coming in fast and furious. Keep them coming at Town Hall at eBay dot com (Townhall@eBay.com). “If a seller receives negative feedback, can they still respond to that negative feedback after the changes go into effect?”  

Matt Halprin:
Brian, do you want to take this one?

Griff:
And Brian Burke will  . .

Matt Halprin:
Can you repeat the question?

Griff:
Can you repeat the question. Now it’s Town Hall, you’ve got to pay attention. 
Bill Cobb:
They think you’re Regis.

Griff:
I’m not going there. “If a seller receives negative feedback, can they still respond to that negative feedback after the changes have gone into effect?” 

Brian Burke: 

They will be able to. So we are not removing the ability for sellers to reply. And I’d say I would encourage you know, all sellers to reply professionally and factually whenever they get neutral or negative feedback. And then it also provides an opportunity when they receive positive feedback, if it was a good experience, to also reply to those too. It’s an opportunity to again, communicate with your buyer.

Griff:
Thank you, Brian. Let’s go to the phones at 877-474-3302. Matt, from Acton, Mass., and that’s A-C-T-O-N. Brian, sorry. Welcome to the Town Hall, what is your question?

Matt Halprin:
Yes, hi. I’m wondering how you can justify the fact that the quote/unquote, “adjustment” on the final value fee is actually worth a lot more money than the cost we’re saving on the listing fees, especially if we sell in multiple quantities.
Griff:
Thank you, Matt. And who’s . .

Bill Cobb:
So I’ll go first. And then if Stephanie or Lorrie want to weigh in, because you know, we spent a lot of time on pricing throughout the fall. And I think John and I stated this last week when we did the webcast, etcetera, that we designed this fee adjustment so that the majority of our sellers would see their fees go down. Historically, most of our fee actions have been fees going up. We have done some things, reduced fees, but for the most part, fees have gone up historically. 
So we designed this so that the majority of sellers would see their fees go down. We did understand that in certain circumstances, there were a minority of sellers who would actually see an adjustment like that, so we were not able to solve for the fee adjustment, for everybody. And that, we took a lot of pains to do that but we weren’t able to accomplish that. So in some cases, yes, there can be some fee adjustments. I mean some fee increases, and I think John acknowledged that. I don’t know if you guys have anything to add.
Lorrie Norrington:
I would just add one thing, Bill Cobb:  First of all, I think it’s important to remember that in total, the amount that eBay takes home, what we call the take rate, is actually down overall. And that is before discounts for good seller behavior and volume, so I think it’s important to recognize that. In addition, I think the overall view that we try to bring toward this is to try to make sure that the message is fairly clear, that we want to have a more healthy marketplace. So by giving away things like gallery and making the buyer experience better, that conversion rate overall, should go up as well.
Griff:
Thank you, Lorrie. Jim, this is a question that came in to Town Hall at eBay dot com (Townhall@eBay.com) and it’s right up your alley, so. “The new PowerSeller requirements state that we will need to have a DSR of 4.5 on all four of the rated categories. Is this an average for three months or do we lose our status if one star goes below 4.5 for one day?  And where can we find our exact DSR on the site?”

Jim Ambach:
Those are good questions. There’s a couple of them there, so let me see if I can clarify this. So the first thing is that the PowerSeller requirement means that of all four DSR scores that you see on the site or that you have, you cannot have less than 4.5 on all four of those scores, Okay?  That’s the criteria. Now the question is how is that number calculated. And that number is an average based on all scores you’ve received for the past twelve months.

Griff:
Twelve months.

Jim Ambach:
Yeah, twelve months. So that does not mean that if someone scores you less than 4.5, that you are going to be kicked out of the program, not at all. It’s your average of the scores for those twelve months. And to find the score today, you can actually go to your Feedback Profile Page and if you want to see the exact score, you can mouse over the stars and it will show you a number that shows you the exact score. And then in the future, in May when we launch the seller dashboard, you’ll be able to get your DSR scores there as well, and even in more detail than what you can get today.

Bill Cobb:
So Jim, let’s go through this because I think this is important that we clarify everything. So if you’re a PowerSeller today, you will remain a PowerSeller, assuming you hit the original criteria.

Jim Ambach:
Um-hm.

Bill Cobb:
The criteria changes in July.

Jim Ambach:
In July, um-hm.

Bill Cobb:
And that’s when you have to hit 4.5 on each of the four, in addition to the other components of the PowerSeller part, correct?

Jim Ambach:
Correct. Yeah.

Bill Cobb:
Okay. So then in July, there will be an adjustment of, a lot of people will remain a PowerSeller. Some new people may already become PowerSellers. That will become the determent of your PowerSeller status and in July, you will have that for twelve months?

Jim Ambach:
Um-hm, yes.

Bill Cobb:
Okay. Because I think that’s important to go through. I mean there are other changes that with discounts, etcetera, but you will achieve PowerSeller status based on your previous twelve months. And you keep that for how long?

Jim Ambach:
So we’ll . .

Bill Cobb:
That’s why I want to go through this.

Griff:
How is it evaluated?  Is it once a year or?

Matt Halprin:
Twice a month or something like that.
Jim Ambach:
It gets reviewed twice a month.

Matt Halprin:
Yeah.

Griff:
Twice a month, okay.

Matt Halprin:
Um-hm.

Griff:
I think that’s what the question was about.
Matt Halprin:
Based on the previous twelve months.

Jim Ambach:
It’s, yeah. So if you don’t have twelve months of DSRs, that doesn’t matter. It’s just whatever your twelve month score is.

Griff:
I see.

Bill Cobb:
Okay, so the PowerSeller status will be determined twice a month.

Jim Ambach:
As it is today. Yeah.

Bill Cobb:


As it is today.

Jim Ambach:
Um-hm.

Bill Cobb:
So that, but again, we’re giving sellers time. Everybody’s grandfathered in for now but in July, that’s when the new criteria comes out.

Jim Ambach:
Correct.

Bill Cobb:
Okay. 
Griff:
Thank you. Where shall we go, Bill?

Bill Cobb:
Mike?

Griff:
Oh, good. Okay, so 877-474-3302. Mike, from Rocky Mountain, North Carolina. Welcome to the show, Mike, what’s your question?

eBay Member:
Basically, what’s going to be done to increase the store visibility on the site and enhance, generate more store sales?
Griff:
Good question. Who wants, and Jeff King is coming up to take the question.

Jeff King:
So thanks for the question, Mike. So first of all, we actually just made a pretty big change to store visibility for the Holiday Season, where we actually increased the amount of times when we surfaced store items on core search results. We actually increased it from 30/30 to 50/50. And what that means is if there are fifty or less core items available on-site, we actually display up to fifty more store items as part of the regular search. And we think exposing store items, especially when there’s low inventory on the core site, is a great thing. And our intention is to improve buyer conversion and we’ll use whatever inventory is available to make that possible. In addition, we will be applying some of the Best Match profiles to the store surfacing logic in the future, so the best store sellers should see the same kind of increases in visibility, going forward as well.

Jim Ambach:
And just to add a couple things to that too. I’m not sure if Jeff mentioned but uh, so we added the gallery picture for stores items as well, so those when appear when stores items appear in search results. And the other thing is we’re doing, we’re continuing to do work on the very popular markdown manager function. And so look for new features to be launched with that in the near future.

Griff:
Like what?

Jim Ambach:
I can’t say.

Griff:
You can’t tell us?

Jim Ambach:
No. So I will say this, that the visibility of those items that are being marked as “on sale” really helps with buyer conversion, and so we’re looking at ways to raise those.

Griff:
Oh, I get ya.

Jim Ambach:
Okay, Griff?

Griff:
Say no more. All right. Great.
Bill Cobb:
Coming soon.

Griff:
Yeah, that’s great.

Jeff King:
Yeah, I will say the gallery exposure for specific items was huge. We saw the uh, almost immediate conversation.

Bill Cobb:
Yeah. That really helped, yeah.

Jeff King:
And just using the site, it feels better, right?  
Bill Cobb:
It looks so much better.

Jeff King:
Yeah. And the store expansion just becomes more relevant. And it came through in conversion to sales of stores items, so.
Bill Cobb: 
Thanks, Jeff.

Griff:
So before we go back to the phones, we’ll take a question that was just emailed in to Town Hall at eBay dot com (Townhall@eBay.com). “Buyers choose the slower shipping to save money and then leave a lower rating for shipping time. Could the lead feedback page include line that says, “Shipping time is for the speed at which the seller ships the item and not the speed at which the post office delivers it?””  I should say this is one I’ve heard a lot in the last week and I think we’re going to hear more about this one. Who wants to take it?  Matt?  Brian?

Brian Burke:
Hi, Griff, this is Brian. So today when we actually, when someone is leaving the feedback today, we actually do ask the question you know, “How quickly did the seller ship the item?”  Now I think the reality is most buyers though, when they’re leaving that rating, they’re leaving it based on how long it took to arrive.

Griff:
Right.

Brian Burke:
And I think we’ll continue to monitor that. One of the things we will be doing in March is adding a quick view detail to the lead Feedback Page, so  buyer can quickly see when did the item close, how much was shipping, what were shipping and handling charges; that kind of information. Where today, they actually have to leave the page an go off to the View Item Page to get that information. And we’re hoping that additional information will give them the information they need to leave accurate feedback.

Griff:
Good. I know that a lot of sellers, I notice this is a buyer, a lot of sellers are taking more time now to email me personally, when they ship an item I bought and said, “Hey, thank you for your payment. I’m going now to ship your item.”  And that puts it in my mind that, “Wow, they’re shipping fast,” and I know enough to not penalize them on the delivery . And perhaps the combination of all of those factors will help reduce the confusion among buyers that, “Hey, it took this long to get the item. It’s the seller’s fault.”  And I know sellers, rightfully so, feel that’s not fair.
Bill Cobb:
Yeah, and I think the other thing that um, we certainly got to spend a lot of time with sellers last week. And I know Lorrie and Stephanie are looking at a number of issues around DSRs. DSRs, we think are here to stay. They’re not only here to say, they’re going to be raised in importance. But we also understand that there may be ways for us to enhance them as we go forward. So I think they’re both open and Lorrie, if you want to comment on this. They are both open and they’re working with Matt and everybody. You know, this is, I think this has always been a community, and hopefully accompany, that responds to our members. And so we understand that there is some confusion, etcetera, so we are going to work on thing like that. But make no mistake, DSRs are an important determinant of the buyer experience and they’re only going to be enhanced in terms of their importance.
Lorrie Norrington:
Hi, Bill, this is Lorrie. I’ll just make a comment first about DSRs and then secondly about our approach. First of all, the good news is on DSRs, is that we said over a year ago that we would try this. We would gather the data and guess what, the data shows that DSRs are a more accurate representation and have a lot more spread, as Matt would say, in terms of overall feedback. So we’re very pleased with them and we will continue them. 
Having said that, I am under no illusions, that given the amount of change we just introduced to the community, that there are some things we’re not going to get right. So it’s very important for us as we listen and learn, that we’re going to come back to the community with the kinds of things that we believe we’ve heard from you and that we’ll change and some things that frankly, we won’t change, but that we’re going to watch over the next few months and see if they have the intended impact on the marketplace. But be assured that our goal is to make sure we have a healthy, vibrant marketplace over time for all buyers and sellers.

Griff:
Thank you, Lorrie. 877-474-3302. Tom, from Cleveland, Ohio, welcome to the Town Hall. What is your question, Tom?
Tom:
How ya doing?  I have a feedback question. If a buyer leaves you a feedback with a positive comment but they accidentally, must have obviously did an accident and made it a negative, but you tried to contact them and they haven’t responded, how do you go about fixing that?

Griff:
Thanks, Tom.

Matt Halprin: 
So this is actually a difficult one for us. We’re not, you know, one of the things is the eBay feedback system today is a member to member system. And one of the reasons for that is the you know, we’re not able to get involved and evaluate every single comment for accuracy. Or we’d become actually responsible for the four million plus feedback comments that get left daily. And that would be an untenable situation for us. So a situation like this where they left a negative or left a negative with a possible comment, the best thing that they can do and you can have them do is go through mutual feedback withdrawal. At least the negative feedback will come off. In the future, we’ll obviously adjust the mutual feedback system to be in alignment with the changes we’ll deliver in May. But today, the best solution is mutual feedback withdrawal.

Griff:
Yes, but after May, won’t this be virtually impossible for most, to happen to most sellers?  Because if a buyer tries to leave a positive comment and they accidentally hit negative, they’re going to be hitting the three day waiting period.

Matt Halprin:
The three day waiting period is from the end of listing, so three days out from end of listing, not from the period where they’re attempting to leave the feedback.

Griff:
So if the three days have passed.

Matt Halprin:
Right, they would still be able to leave the feedback.

Griff:
It seems we could do something to help prevent that. A little buyer education maybe.

Matt Halprin:
Yeah, I actually do think, today we have an inter (inaudible) page where when someone leaves a negative or a neutral feedback, instead of it just going and being submitted, they land on a inter (audible) page, which encourages them to communicate with the buyer or seller. We know that we can improve that page, especially since it’ll be only buyers leaving negatives or neutral, we can really be specific to say, “Have you communicated with your seller?  Have you pulled their contact information?  Have you given them enough time to share?”  And we think that’s an opportunity for us and really make that page clear to the buyer.
Griff:
Well stay tuned. Let’s go to a question that came in to email, at Town Hall at eBay dot com (Townhall@eBay.com). “Are you going to offer more buyer requirement options to give sellers more control?  Especially since the blocked bidders with a negative feedback score option won’t really apply under the new feedback rules.”

Matt Halprin:
Yeah, that’s a great question. We touched on it a little bit earlier in the show and wanted to address it again. There is one, so we have five buyer requirements today, for a five seller preferences available to sellers. One of the is that you can block bids from anybody with a minus one or a minus two feedback score. That will become increasingly irrelevant as the emailer suggests. And yes, I think we don’t know exactly what we’re going to build yet but I think you’ll see us build one or two more seller preferences for buyer requirements to control their risk. Whether it’s based on you know, buyers that have been reported by other sellers for any kind of policy violation. You know, that’s one potential we’re thinking of, or we’re thinking of some others. One other one I would comment on quickly are on Unpaid Items. It’s something that people have been talking a lot about on the boards (inaudible) . . negative feedback. There is a way to block today, to block buyers who received two Unpaid Item strikes in the last thirty days. And I think most sellers that know about buyer requirements have that one set. If you don’t, I’d encourage you to send that. I’d also like to put out there some exact information on Unpaid Items, on eBay, because there’s been a lot written in the last week and actually, there’s been a few kind of misprintings of what’s out there. 
The Unpaid Item rate on eBay is 2%. Okay?  So 2% of successful transactions on the site go unpaid or are reported by eBay sellers to eBay as not being paid. There has been information out there that 6% or 10% and that’s just not right. Some months it’s a little below 2%, some months it’s a little above 2%, but it’s about 2%. Of those, 85% of the times that a buyer is given an Unpaid Items strike by the seller, 85% of the time, the buyer doesn’t respond. Which means that any feedback the buyer will have left will be removed when we launch this new system. So again, the rate is 2% and 85% of the time that happens, there’s no issue with negative or neutral feedback. That still leaves 15%. We know we’ve still got to work on the other 15%. But I just want to make sure all sellers have that information at their hands.
Griff:
And that 2%, does that include cases where an Unpaid Item has been filed for mutually withdrawing, both have agreed not to complete?
Matt Halprin:
The 2% includes all times that we end up giving a final value fee back to the seller, which includes, whether it’s mutual agreement or just closed without the buyer’s responding or close with the buyer responding. It’s all cases.
Griff:
The last caller I guess was dropped. Is that correct, Brian?

Backstage:

I’m trying to call her back.

Griff:
Okay, so do you want to wait until we call her back?  Or should we just read it?  So Sandra from Farmingville, New York called in and her question was, “Why aren’t people with high DSRs being rewarded by being placed on the first few pages in search results like we were told?”  I’m not sure who should take this.
Jeff King:
I’ll take it. This is Jeff King. Hi, Sandra, and let me just say that this was announced, really announced ahead of time so that sellers could react and make some changes to their business practices, if necessary. We’re going to start by implementing this new factor in Best Match, in March. 
Bill Cobb:
Yeah. We said last week in March but we wanted to announce it so the adjust point.
Jeff King:
That’s correct.

Bill Cobb:
So coming in March.

Griff:
Thank you, Sandra, for that question. Here’s one, Bill Cobb:  Which one, this one. “Will you consider abolishing private feedback for buyers to assist sellers in protecting their business and reputations by looking at the feedback buyers have received and left for others?”  Eu, that’s a good one. 
Brian Burke:
Hi, this is Brian. 
Griff:
Pointing at Brian.

Brian Burke:
So this is a good question. We’ve looked at private feedback in the past and I think that this time, we’re not going to make this change. There are some legitimate reasons for buyers to have private feedback. And so we’re going to leave it alone. I mean you could imagine a buyer, uh, eBay is more open than any other site and there are lots of times when buyers go out and buy gifts for other people or things like that, and they don’t necessarily want others seeing those purchases. And so in those cases, we want to leave it private.
Matt Halprin:
Yeah. And I’ll add something here. To the last emailer’s question about buyer requirements, this is a really good example where we could build a buyer requirement for sellers to block bids from any buyer who uses private feedback. And we can still allow a private feedback to be in the marketplace to protect buyers who want a little bit more you know, coverage for you know, their gift items or any other kind of items that they just don’t want to open for the whole world to see. But we can say, you know, “Sellers, if you don’t want to deal with buyers like that, here’s a way to just check a box and we’ll take care of it for you.”
Griff:
Our number here is 877-474-3302. Let’s go to the phones. And Sharon, in Jacksonville, Florida, welcome, Sharon, what’s your question?

eBay Member:
Hi. I just wanted to know what recourse does a seller have when they receive inaccurate DSRs from buyers?

Griff:
Thanks, Sharon.

Brian Burke:
Thanks, Sharon. This is Brian again. And so I guess the inaccuracy, well I guess I’ll step back. The feedback system itself is the opinion of a buyer. It’s subjective. And so if a buyer believes that their experience was a three, for say Item Description, that ultimately is the buyer’s opinion and that’s what’s going to get marked. So I’m not sure about the inaccuracy.
Griff:
So I was going to ask Sharon that. Sharon, do you have a specific example, maybe something that’s happened to you that maybe you wanted to share with us?

Sharon:
Yes. I’ve got, in other words I know that the shipping, the buyers have no idea about what we pay for our shipping materials because everything we ship is fragile.

Griff:
Right.

Sharon:
And the description, that is also, it could be going either way, gray area. But when you ship something the same day you get payment and you answer a question sometimes within minute but definitely within a twelve hour period of time. Because I answer everything up until ten o’clock at that night and then I don’t answer again until eight o’clock in the morning, seven days a week. And yet, I still don’t have you know, five going across the board for my fast shipping and my communication.

Lorrie Norrington:
Sharon, what is your DSR?

Griff:
What are your DSRs?  Yeah.

eBay Member:
Um, I’m about 4.5.

Brian Burke:
For communication?

eBay Member:
No, I think it’s probably, well I’ve got, yeah, it’s probably 4.5, 4.8. And that’s why I’m scared.

Griff:
Yeah.

eBay Member:
I’m really scared because like I said, I ran to the post office when someone’s paid me in the mail that day even, to deliver that, you know, make sure that thing gets shipped out. And this is you know, six days a week I’m shipping.

Griff:
Yeah. Well, Sharon, this has given us something to really mull over too, as well. Because as was mentioned earlier, I know that we’re constantly tweaking the ways these are presented to buyers. And perhaps there is some work that we could do on our end to make the terms at least clearer for buyers, especially when it comes to things like shipping, as opposed to delivery times. I’d also advise Sharon and anyone who’s interested or concerned about keeping their scores up, I know that our community development team and myself through eBay radio, that we’re going to be spending a lot of time talking directly to sellers over the next few months, helping them with specific questions and offering advise and ways to get those DSRs up. So stay tuned with this and you can always feel free to email us as well. But this is a very good point. Thanks for making that Sharon. 
What’s next?  Oh, here’s one that came in to Town Hall at eBay dot com (Townhall@ebay.com). Thanks, Bill  “I was offered PowerSeller status several times and didn’t signup because I didn’t see any real advantages. With the new system and reduction in fees, I see where it could be helpful. Is there someway to get reevaluated and accept?”  So this is someone who didn’t accept the offer.

Jim Ambach:
Yeah.

Griff:
How do they get back in if they want to do that now?

Jim Ambach:
So as I, hi, this is Jim Ambach.  As I mentioned earlier, we do evaluate all members to see who qualifies for PowerSeller status. We do this twice a month and we actually send out emails inviting those members who are not PowerSellers but who qualify for the program. We send those emails out once a month. I do not believe that we stop sending those emails if you have not replied a couple times in the past. I will check on that, but I’m pretty sure that as long as you qualify, we’ll send you that email again.

Griff:
And I don’t think you have to wait for that email either. I think if you qualify, what you do is go to the PowerSeller Page. When you enterer your user ID and password that you use on eBay to sell.

Jim Ambach:
Yeah.

Griff:
If you qualify, it let’s you in. I think that’s how that works now.

Jim Ambach:
That could be. Although I thought you had to get an invitation for that. But um, so you might be able to just go to the PowerSell Page today and try it out and see if you could get in.

Bill Cobb:
So why don’t we post that in. Why doesn’t we check that Jim, and post the answer on the Town Hall board.

Jim Ambach:
Okay.

Bill Cobb:
Hey Griff, I want to step back for a second.

Griff:
Sure.

Bill Cobb:
Because I want to talk a little bit about the big feedback change which is, you know, that sellers can only leave buyers a positive. And quite frankly, when Brian and Matt brought that to me I thought they were out of their mind. I said, “You have got to be kidding.”  And I think it’s something that, you know, obviously there was a reaction last week that there were a lot of people who had the same initial reaction I did because we’ve been at eBay so long, we’re so use to this. And I wanted to talk about because actually, probably the pivotal conversation I had about this when I was, when I was frankly troubled by it. And I’ve come around strongly the other way, but the most pivotal conversation I had was with you. Because I have tremendous respect for Griff and I also think he has a great sense about issues like this. And he’s the one that taught me that feedback is an opinion. And you know, I hear what Sharon said earlier and I understand the frustration, but it is someone’s opinion. 
And Griff, I know you have a post up and maybe not everyone has read that, but I thought it would make sense if you would just spend a minute talking about how you felt about this and how you really came to what I thought at first was a surprising conclusion and then I think the persuasive argument that you make on behalf of this change. So would you take a minute and talk about that?

Griff:
Sure. I’ll try to keep it to a minute. 
Bill Cobb:
Well, it’s important. You can have a minute, a minute and a half. 
Griff:
A minute and a half. And we just wasted ten seconds. So what happened was, you know, I have had my email address out there for years and I hear a lot from sellers and buyers. I get an average of thirty to fifty emails a day. Many of which are Trust & Safety related, so I can forward them on for immediate action. But those that are about a specific question or problem, I answer personally. And the one topic that has been constant in twelve years has been the issue of feedback. From the very first days, people were saying, “I just got a feedback I didn’t deserve. What are you going to do about it?”  
And I had developed from our earlier days, a set of responses that I would give that were, you know, basically kind of comforting, kind of reassuring, “That one negative wouldn’t effect your score,” and, “You know, these things happen. And you know, it’s not what people say about you, it’s what you say about yourself.”  And I think it served us well. I think it served the people that I was responding to well for several years. And about five years ago, I noticed that things started to change. I started hearing from a lot of buyers specifically, not so much sellers, but buyers who were telling me, “That’s it. I’m finished. I did everything right and I got a negative comment. It wasn’t deserved. What are you going to do about it?”  And I would give them my responses and they would say, “Thanks Griff. I understand. I’m not buying anymore on eBay.”  And I noticed this happening more and more, and I got alarmed, and I realized that to some extent it happens to anyone, you drink your own Kool-Aid long enough and you don’t want anyone else’s. And I’ve been troubled by this for the last year or so because I realized that it is not working. It is imbalanced. 
It’s not serving the purpose that it use to serve and I didn’t have any answers. And what happened quite frankly, to me, is we were on a bus, Brian Burke and I were on a bus to an event and Brian took a moment to take me aside and said, “I want to ask you a question. What would you think if we . .”  and when he asked the question, he was like wearing invisible armor as though I was going to start throwing stones in the bus.

Bill Cobb:
I think he had just talked to me earlier in the day.

Griff:
Thanks, Bill.  And when he laid out the plans and at that point, the plans had not, the proposals had no been solidified, so there were many options, many different variations. And I’m not kidding, I actually wield up a little bit and I thought, “I can’t believe we’re actually going to make this step.”  This is so important I think. I believe 100% to the health of our marketplace, and I said, “I’m so for this.”  And Brian was speechless, as I’m sure he’s standing here, he’ll tell you. Because he was prepared for me to give the old timer argument which would be “Change is not good and we’ve been doing it this way for so long and I don’t believe we should.”  And I know that right then in there, there was hope. So I’ve been a big proponent of this change. I’ve been honored to be asked my opinion by Bill, and it was not hard for me to be persuasive about the argument when talking to Bill or in my post at the chatter, because I believe this 100% with all, with the very fiber of my being that it’s not only the right move, it’s absolutely critical. And if we don’t do it, we are doing our good sellers a disservice.  

Bill Cobb:
And one of the things you said to me that probably was the moment where it sort of hit me that, sort of like your moment. I think as we talked about feedback and you and I have traveled around the country together and been up close with, and you know, it’s like, you know, the two issues that get people the most revved up are fees and feedback. And feedback is the biggest. And what had happened was and for those of us who have been at eBay a long time, the tone had turned. 
You know, retaliation is not an eBay term. That’s not a word that I think Pierre had in his lexicon when he first started this. And to me, what this had tried to do, this is not mutual destruction; “Let us get this seller, so he can get the buyer, so I can eh.”  And I just felt that this would release the pressure valve. And it’s a big change. I understand that. And I understand the seller side. And frankly, I and others pushed Brian and Matt and the team to put in things like we’re going to remove. We had never removed feedback before. We had never removed comments. We weren’t going to de score. I think that you know, we were, we had talked about repeat, uh, feedback credit. You know, I mean a lot of things have come out that I think makes this package so much stronger. I think the marketplace is going to be so much stronger. And I just think that in the end, we have to think about that one of the things, you know, as we’ve looked at, you know, raising seller standards. We can change, you know, the antidotes you talked about, buyers leaving because, not because of the good sellers who listen in and want to improve and try to help and they’re on the boards. I mean anybody can chase a buyer off who just doesn’t care. And no one else on the internet rates their buyers. So I just think the tone was the most, to me, was the most important change here, was to sort of say, “Let’s get back to the principles of eBay.”  Let’s get back to the beginning of, you know, believing everyone has something to contribute, believing that people are basically good and let’s get out of this “I’ll get you. You’ll get me,” gaming and the like. 
So for sellers, if you don’t want to leave feedback, it’s always at your option. But let’s try and retain all the buyers we can because that makes the healthiest marketplace, whether it be for transactions or community or involvement, etcetera, and get back to the richness that is eBay. And that’s why I think it was so important to have this conversation and I wanted you to share that, so.

Griff:
Glad to do it. Uh, do we, we’ve only got about six minutes, so we can take some calls. Let’s go to Vicky, in Cincinnati, Ohio. Welcome to the Town Hall, Vicky. What’s your question?

eBay Member:
I was wondering, can sellers still comment back to the buyers who leave negative feedback, to defend themselves?

Matt Halprin:

So yeah, a couple things. The sellers can reply to any feedback comment left by the buyer; positive, negative or neutral. And so again though, I would encourage any seller who is replying to feedback left for them, especially if it’s in a negative or neutral light, to be very professional and factual when you do it. It actually looks better on you when someone is readying those comments.

Griff:
Thank you, Vicky. This is a question that came into Town Hall at eBay dot com (Townhall@eBay.com). “What happens to my DSRs if the buyer only leaves a feedback comment and no DSRs?  Is this counted for zero?”

Brian Burke:
This is Brian again. It is not counted for zero. So it does not negatively impact your score but it’s not counted as a five either, so it doesn’t positively impact your DSR rating.

Griff:
And we have time for one more phone question at 877-474-3302. I want to thank everyone who has called in. This is Tony, from Dallas, Texas. Welcome to the Town Hall. What’s your question, Tony?

eBay Member:
Thank you for taking my call. My question is has eBay thought about doing an incentive program for listing discounts, for example. Like fifty cent listings, for individuals who gain a hundred feedback or gain a different star. I think it would be a good incentive.

Jim Ambach:
Hi, Tony, this is Jim Ambach. We haven’t thought about that. I think it’s a good idea. We can take it. There’s a lot of specific events in a sellers evolution, as they become more and more familiar with eBay, that we could take advantage of. And I think that’s one of the things that we could look at.

Lorrie Norrington:
And I’d just say, Jim, I think the move we just made last week on discounts for sellers with better uh, better positive feedback, is a step in this direction. So I think it’s a very interesting one and we’re just starting down that path.

Jim Ambach:
Um-hm. And we certainly recognize when sellers reach certain levels. Buyer too. For instance, when you get your first feedback star, you get emails from us.  But uh, but certainly putting a discount program behind that might be interesting. 
Griff:
Thanks, guys. So it’s about time to end our Town Hall. That went very quickly. In addition, so two ends but it’s hopefully, the first of many chapters of the Town Hall. And we can call this chapter, Chapter One of the Bill Cobb years.

Bill, if you don’t mind, I have a few comments I’d like to share with you and the listeners. Since I’ve been in this seat next to you for most of these Town Halls. And I want to say what an honor it’s been to sit next to you. You’ve been one of the greatest inspirations in my life personally. I’ve enjoyed your personality. I think you brought great insight and most importantly, I think you’ve made a difference in a lot of buyers and sellers lives out there. And they know you. I’m sure I speak for them as well. Sometimes they haven’t been too happy with you or I, or a lot of us. But they always felt that they could come to you and talk to you, and I know they’re going to miss having you here. And I hope you’ll have a few kinds words to share with them as well.

Bill Cobb:
Well those were awfully kind words, Griff, and I do appreciate that. I do want to really thank two people at these Town Halls. First of all, Rachel Makool, who has been behind the scenes the entire time. Her team has worked tirelessly and she’s been my mentor on this, and so I want to thank you, Rachel. And then of course, Griff. What can I say?  You’re the best. You’re my friend. And I better stop talking. 
Griff:
There’s no Kleenex. Why weren’t there any Kleenex?  

Bill Cobb:
No, but it’s been great.

Griff:
Thanks, Bill.  The same here. And thanks to everyone listening today and those who emailed or phoned in their questions. Please check our general announcement board to stay on top of what’s going on around eBay. We’ll also announce the details for our next Town Hall event on the general announcement board, so don’t miss that. You should watch that everyday. In fact, you should subscribe to the Announcement Board eBay Group, so you get them regularly. If you’d like to listen to a repeat of this Town Hall, please tune in to our audio archive, which will be available soon on the Town Hall Page. You can get there by going to www dot eBay dot com forward slash Town Hall (www.eBay.com/townhall). For those of you who are not able to listen to audio archives, we have a transcript available as well, so you can read it off of that. 

We’re off to an exciting 2008, and we look forward to all of you joining us at our Town Hall’s during 2008. It’s going to be an exciting year and an interesting year. I had someone write to me and say very diplomatically, “Well, may you live in interesting times.”  It’s a famous saying. And here at eBay, this going to be a great and interesting year. Great success to you all. And until our next Town Hall, we look forward to seeing you then. Thank you for calling in and taking part in this Town Hall. Good night.

