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Griff:

Hi everyone. Welcome to eBay’s monthly Town Hall. I’m Griff, Dean of eBay Education, host of eBay Radio, and author of the Official eBay Bible, long time eBay buyer and seller, and of course, emcee for this Town Hall. 
Today we’re broadcasting our final Town Hall for 2007 via internet radio from our Headquarters here in San Jose, California. We want to thank our friends at WS Radio for their help in making this broadcast possible. I’d like to welcome today’s Town Hall host, eBay North America President, Bill Cobb. Welcome, Bill Cobb:  I trust you had a nice Thanksgiving.

Bill Cobb:
Yes, I did, Griff:  Thanksgiving was great, nice turkey and mom’s stuffing. So my mother makes the best stuffing in the world. How was your Thanksgiving?

Griff:
How nice for you. It was great. I don’t want to eat turkey again for another year though. Thanks for asking. 
Bill Cobb:
Hah, hah.

Griff:
So we’ve got that out of the way. Let’s take care of some important…
Bill Cobb:
Should we go around the panel and see how their…
Griff:
How their turkey dinners went? Well, we could run into some interesting information. So let’s take some important instructions here and the introductions of today’s Town Hall panel. We’re here to take your eBay related questions today, live on the air, when you call our toll free number, at 877-474-3302. We love hearing from you, so pick up the phone and give us a call. It’s a great way to get answers to your questions from eBay’s Marketplace leaders. We all value this time because we get to hear what is on your minds. 
You may have heard me mention this earlier but today is the final Town Hall for 2007. That means that all of you who have an important question that you want answered, pick up the phone and call us. In fact, we’re going to dedicate almost the entire time to your calls for this Town Hall. And did I mention there’s a prize?  I did?

Bill Cobb:
Are we going to learn the prize?

Griff:
Yeah.

Bill Cobb:
Or are we still in the dark?

Griff:
No, no. We’re going to learn about it.

Bill Cobb:
All right.

Griff:
We’ve been rewarding Town Hall listeners who contribute to the Town Hall by calling in their question, by sending them an eBay prize. We’re doing the same today, so run to your phone and start dialing now; 877-474-3302. The eBay prize is just out little way to say thanks for taking time out of your busy schedule to call in and ask your question or offer us a suggestion. Our phone greeters will give you instructions on how to redeem your prize.

Today’s Town Hall is scheduled for 90 minutes to give us lots of time to address questions. Start calling now and we’ll get to your question in just a little minute. If you’re a little shy about calling us on the phone, you can also email us your question at townhall@eBay.com. Our primary goal 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’ve received via email in the last few days.

So let me introduce today’s Town Hall panel. We have Jim Ambach, from eBay Seller Experience Team. Hi, Jim.
Jim Ambach:
Hi, Griff. How are you?

Griff:
I’m very well, thank you.

Jim Ambach:
Are you going to ask me about my turkey?  

Griff:
And how was your turkey?
Jim Ambach:
It was very good, thanks.

Griff:
Good. Jim is a regular Town Hall panel member and a regular turkey eater. We’re glad to have him back. Welcome back, Jim.  Next is Matt Halprin. He’s our regular Town Hall Trust & Safety guy. Hi Matt.
Matt Halprin:
How are you doing, Griff?
Griff:
Pretty good. 
Matt Halprin:
My turkey was a little bit dry.

Griff:
It was.

Matt Halprin:
But I had kim-chee with my turkey so it was good.

Griff:
You had what? 

Matt Halprin:
Kim-chee. I do a combined Korean/American Thanksgiving. You’ve got the bland turkey and stuffing, the hot kim-chee. It’s terrific.

Griff:
Well, the things you learn about panel members on our show. It’s always nice to have Matt on the Town Hall panel representing the Trust & Safety Team. Glad you can join us again. From the Buyer Experience Team, Jamie Iannone. Hi, Jamie.  

Jamie Iannone:
Hi, Griff, how are you?
Griff:
Very well. And how are you?

Jamie Iannone:
I’m doing great.

Griff:
And how was your turkey?

Jamie Iannone:
It was great. My wife did a great job. Love her. What are the chances she’s listening in?

Bill Cobb:
She’s a great woman, isn’t she?

Griff:
Did you even clean the dishes?

Jamie Iannone:
I did help, Griff, thanks.

Griff:
Okay, good. We’re happy you could take time to join us today on the Town Hall. Next is Colin Rule from PayPal. Everyone knows Colin from both the Town Hall and eBay radio. Welcome, Colin. 
Colin Rule:
Thank you, Griff. Hi, glad to be here.

Griff:
And you’re turkey?

Colin Rule: .
Still eating the sandwiches.

Griff:
Yeah.

Colin Rule: 

And you can put the stuffing right between the bread with it. It’s great. I highly recommend it.
Griff:
It’s a dream come true. Colin is our dispute resolution guru and he’s here to answer questions related to PayPal. Welcome, Colin. Finally, we have a new member of the Town Hall panel that we’d like to introduce to you. We want to welcome Curtis Kroeker to today’s Town Hall. Curtis is the Director of Vehicles on eBay Motors. Hi, Curtis Kroeker: 
Curtis Kroeker: 
Hello, Griff. How’s it going?

Griff:
It’s going great. How was your turkey?

Curtis Kroeker: 
Oh, my turkey was fantastic as usual.

Griff:
Did anyone not have turkey for Thanksgiving?  Nothing alternative?  I mean kim-chee . .

Bill Cobb:
How can you ask that question?

Griff:
I just did.

Jamie Iannone:
Does a tur-duck-en count?

Griff:
A tur-duck-en?

Jamie Iannone:
Yeah.

Griff:
You’ve had tur-duck-en?

Jamie Iannone:
No, but I think it’s cool. Yeah.

Griff:
Okay.

Bill Cobb:
I never had it either. Anyone who’s had tur-duck-en, please call in and tell us how it was.

Griff:
Yeah, 877-474-3302, for the tur-duck-en.
Bill Cobb:
Maybe that’s the prize.

Griff:
Yeah, that’s right. Well.

Bill Cobb:
You get a tur-duck-en, if you call in today.

Griff:
It could be. It could be. I don’t know.

Bill Cobb:
Well you know, Griff.
Griff:
Yes?

Bill Cobb:
This might be a good time.

Griff:
It might be.

Bill Cobb:
No, it’s great to have Curtis here. Curtis has been running the vehicles business for some time on eBay Motors. Rob Chesney is in Berlin. Is that correct?
Griff:
Yes. Yes, he is.
Bill Cobb:
You just saw his AB post. I think we’ll talk about that. But it’s great to have Curtis here. And why don’t you spend a minute or so about the new eBay Motors site and the announcement we just made?

Curtis Kroeker: 
Sure. Sure. Hi everyone and thanks for having me today. Hopefully everybody’s had a chance to see the recent announcement from Rob Chesney, who is in eBay Motors. In short, as you may have seen, the new eBay Motors site has come out of its testing phase and is now available to anybody in the Community who wants to give it a try. 
Just look for the “Try it Now” link on the Search Results Page of any eBay Motors page, as well as the Merchandising on the Home Page of eBay Motors. And then let us know what you think. On the new site, in the top right hand corner, you can actually access a Feedback Form, where you can provide us direct feedback, and that’s very important. Although we’re out of testing, we definitely want to keep hearing from the Community and hearing suggestions of how we could make the new site even better.
Griff:
Thanks for those details about eBay Motors, Curtis, and welcome to the Town Hall. We’re glad you could be a part of today’s panel. Also joining us today are numerous eBay employees attending in the audience. They all simply want to hear what you and the Community have to say. Welcome to all of you too.

Griff:
Some of them are here.

Bill Cobb:
Too numerous to mention.

Matt Halprin:
Standing room only. 
Griff:
And finally, we welcome all of you of course, listening in and calling in today, at 877-474-3302. Since this is the last Town Hall of 2007, we want to focus on answering as many questions as possible. So we’re going to jump right to the Q&A. But I would be remiss if I didn’t at least remind members about the promotion that’s still going on.
Bill Cobb:
Yeah. And Griff, remember for the sellers out there, we’re very pleased. Hopefully, a lot of you who see the site filled with gallery images, and that is going to remain for a couple more weeks, through December 12th. Any sellers will get Gallery for free on any Auction style and Fixed Price listings. And I think it’s a great way to take advantage of the promo during this high consumption season, and to show off all those great items. And the site, you know, for those of you who have been on it and go through the Search Results, it looks absolutely great.

Griff:
You know, Bill, speaking of great items, there’s this other thing I’d like to mention. Hopefully you saw our announcement introducing “Best of eBay” where you, the Community, can nominate and vote for the best listings on the site. You can find it at www.bestof.eBay.com. This is a really cool idea. I just wish I had it all along to save listings like the Wedding Dress Guy and Virgin Mary Grilled Cheese, which I actually did save, by the way.
Bill Cobb:
And/or, or other.

Griff:
Yeah.

Bill Cobb:
What about the sock of the reporter that Britney Spears ran over?  How huge is that?

Griff:
Well, I guess that’s a perfect segue to get us back into the Q&A. Sorry, Bill.
Bill Cobb:
Because that was a question I asked.

Griff:
Really?  Okay. Let me remind everyone about our toll free number, 877-474-3302. Remember to keep your question general, so other listeners will benefit from the answer. If you have a personal question about your eBay or PayPal account, please contact eBay customer support through our web forms or through live chat. You can also email your question to us at  (townhall@ebay.com). 
Our Community development team is standing by, gathering your questions and delivering them to us so we can answer them for you. So let’s get started. Our first caller at 877-474-3302, is Marcelino, in Seattle, Washington. Hi, Marcelino. What’s your question?

Question # 1:

Hi, how are you?  How is everyone there?

Griff:
Well thank you.

eBay Member:
I actually met Bill at the Seattle Live event last year.

Bill Cobb:
Yeah, that’s right.

eBay Member:
Or earlier this year, and we spoke for 20-25 minutes I think.

Bill Cobb:
Yeah, I do remember that. That was a great turnout. We went to the Northwest for the first time.

Griff:
Um-hm.

eBay Member:
Yes. And we greatly appreciate it. 
Griff:
So what’s your question, Marcelino?

eBay Member:
Well I’m both a buyer and a power seller and I was mentioning to Bill a while back, that I consider myself a power buyer, even though there is no such thing on eBay, classified as such. One of my questions is there was a change made when you search for an item and you select Sort, and it’s now priced by shipping, so I suggest Lowest first. I have a big problem with that. I would love to see a sort by just a price only, because when a seller does not specify their price, when you go to sort it, it sorts all over again on the bottom because there is a Not Specified shipped cost area.
Griff:
Yes, Yes. 
eBay Member:
And when I buy items, I like to buy in multiple items per seller, so that way I can get the lower shipping cost. Because some sellers like to combine their shipping cost, and you can always email them to negotiate with them to get the best selling price. But this feature allows, or prevents me, from not finding the items I want in a quick enough turnaround time because of this disparity between the price and the shipping. Everything is kind of jumbled, where you see things listed. Even though there’s a lower price, it lists sometimes lower price afterwards. So it’s kind of jumbled right now. It would be nice just to have a sort by just the price. The shipping is almost meaningless when sellers combine shipping costs. 
Answer from Jim Ambach:
Okay, so this is Jim Ambach, from the Sellers Team. I’ll take that question. So as you know, what we did was we introduced a new sort that replaced the old price sort, called Price Plus Shipping. And the way it works is that we combine the price of the item plus the shipping cost that has been specified when we sort items. And for items that don’t have shipping specified, those get put towards the bottom of that Search Results set.

eBay Member:
Yeah, and it’s not a true representation of what a seller is selling something at, if you include the shipping cost; especially if a seller, if you buy multiple items from the same seller.
Jim Ambach:
Um-hm. Well, so part of the reason for doing that is to encourage folks to actually specify shipping.

eBay Member:
Oh, I completely understand.

Jim Ambach:
Right. And so I understand the issue that you’re saying about the fact that you have to look in two places in Search Results.

eBay Member:
Correct.

Jim Ambach:
And so um, it’s pretty interesting because I actually haven’t heard much from buyers like yourself, who actually want to see things sorted by just the, from low to high, just by the item cost itself. We have heard a lot from buyers who are interested in seeing um, and taking the shipping costs out of high to low sort so that they can find you know, quality or high priced items quicker.

eBay Member:
Right. And I think . .

Jim Ambach:
And that is something . .

eBay Member:
it’s only, it’s only an issue when people are buying. They’re just looking for one thing.

Jim Ambach:
Right. Right. And so that’s something that we’re looking at uh, putting back into the sort order and making that available, so high to low. I think our answer for the low to high is that you know, what we’re really trying to do is just to get more sellers to specify shipping so that we don’t have the disparity of the two different types of groups of sellers, and we’re working on that.

Griff: 
And I think what Marcelino might be suggesting is I think when you do a See Sellers Other Items, if it’s getting different shipping costs for combined shipping or something, that may be something to look at. So I think that’s an interesting suggestion in use case. Let us take a look and see if there’s something more that we could potentially do there.

eBay Member:
Right. And I don’t have an issue when you’re viewing an item or searching items within a particular seller, I only have an issue when you’re searching for a particular item in all categories, for all sellers.

Jim Ambach: 
Yeah.

Griff:
Great. Thank you very much for that call.

eBay Member:
You’re very welcome.

Griff:
We’re going to take a question that came in by via email. This one, this is an interesting question because I wouldn’t know how to answer this. Jamie, I think we’re going to direct this one to you. 
Question # 2: 
Hi, I put an item on eBay and the fees total three dollars and five cents. The item was won by a non-registered user. So if you’re a non registered user, how can you win?  Is this potentially how guest buying works?

Answer from Jamie Iannone:
Yeah. So this is actually a new feature that we launched in this quarter, a few months ago, about a month and a half ago, actually called Guest Buying. And what we found was that for new users on the site, there were a lot of steps that they had to go through if they wanted to purchase a Buy It Now item, in terms of registering for an eBay account and registering for a PayPal account separately. So one of the things that we did was we introduced the ability to basically buy as a guest or buy without going through the full registration process upfront. And so what it seems happened here, what the user did, is they probably sold an item via But It Now and it went to a user who was able to buy much more quickly using the Guest Buying feature. 
Now a lot of those users do end up converting to become registered users after they do Guest Buying, but the purpose of this feature was really to bring more buyers onto the marketplace by allowing a much more streamline process for their first purchase. And so we took it from something like fifteen steps, down to about four or five steps, to purchase your first Buy It Now item on eBay, and we’re seeing actually really good results with this feature. So that’s what we’re seeing and that’s the (inaudible) . . case.
Bill Cobb:
And Griff, I would just add one thing to what Jamie said, and I think he said it well. We were constantly asked by sellers, “How do you get more buyers?  How do you get more buyers?”  So we’re taking a lot of efforts in that. This is one of the biggest barriers that we always hear from buyers, is the registration process. So we want to get them in to eBay, get them to experience that, get them to have fun with that, and then as Jamie said, our goal is to convert these folks to registered users. That’s to state an intent. But we’re just trying to get, and we think this is ultimately going to be a good thing for the entire marketplace.

Griff:
You know there’s a historical connection here. In the very first year of eBay, or at least the first six months or nine months, when I showed up it was still in place, in 1996, you didn’t have to register to use the site.

Bill Cobb:
Oh, is that right?

Griff:
You could buy anything on the site using your email address as an indication. You didn’t have to log in or be registered. It was optional. You couldn’t leave Feedback unless you were registered. So it’s kind of a throwback to the earlier days of eBay.

Bill Cobb:
Yes.

Griff:
Let’s take a phone call at 877-474-3302. Let’s go to Vine, in Vancouver, Washington. Vine, welcome to the Town Hall. What’s your question?

Question # 3: 
Okay, I have two but I guess I can only do one at a time, right?  

Griff:
Yes. Sorry.

eBay Member:
Okay. on the Feedback, sometimes I sell up to 20 items, you know, 20 of the things I’m selling. And then I have to go on and I have to leave Feedback 20 different times.
Griff:
Yeah.

eBay Member:.
Well, is there some way you could just leave it once for a customer that bought 20 things?  Because you run out of things to say. Hah, hah.

Griff:
Yeah.

eBay Member:
Or comments to make after about ten, you know?  What else can you say?  Great eBayer, everything else. Can’t we just do it in one?
Matt Halprin:
Sure.

Bill Cobb:
Great question.

Answer from Matt Halprin:
Yeah, great question. It’s Matt Halprin, Trust & Safety. And I think there are some tools that will allow you to automate doing that if you want. We do want to leave the, open the possibility for people to leave different comments on different items because in fact, sometimes, if someone ships five items, one of them may not have worked out the way the buyer wanted and the buyer may have you know, left a negative feedback for that one of the five items and we want to allow the seller to be able to respond differently, for how that’s handled.

eBay Member:
Yeah, well I noticed they run out of things to say after awhile too.

Matt Halprin:
Yeah.

Griff:
Vine, do you use Selling Manager or Selling Manager Pro?

eBay Member:
Well I try, yeah.

Griff:
I think, at least I know in Selling Manager Pro, and correct me if I’m wrong, Jim, it is in Selling Manager Basic, as well. There is an automatic, well there is a feedback tool that lets you leave feedback automatically. And you can set a series of comments that will then post randomly to those uh, and automatically to those transactions or buyers based on your criteria.
eBay Member:.
I didn’t know that. Maybe I need to call somebody and find out how to do that. That would serve it. I owe about a hundred and, almost a hundred feedback’s right now. But I make my items as I get orders and then I get really swamped and I’m behind in feedback. If there’s a way to do it automatically, that’d be great.

Jim Ambach:
So Vine, this is Jim Ambach, from Selling. 

eBay Member:
Yes.

Jim Ambach:
Do we have your contact information or?  Because I’d be happy to have someone get in touch with you and let you know how to use that feature.

Griff:
Yeah, we can take it off line.

Jim Ambach:
Okay. Yeah, we have it. So I’ll do that, okay?
eBay Member:
You have it?  Yeah. My name is Vine.

Griff:
Vine.

Jim Ambach:
Sorry.

eBay Member:.
That’s okay. It’s a hard one.

Jim Ambach:
All right, hah.

eBay Member:
Okay.

Griff:
Thank you, Vine.
eBay Member:.
That’s all I get is one, huh. Thank you.

Griff:
Well you can always call back.

eBay Member:.
Yeah, I’ll try.

Bill Cobb:
And what number would she call back at, Griff?

Griff:
877-474-3302. Thank you. Let’s go to a question that came in through feedback. Oh, I love this question. I have a comment to make after you guys answer this by the way. If you don’t mind.

Question # 4: 
I guess it may be my own insecurities but it is hard to deal with feedback since you added the levels.

And by levels, they mean the DSR, Detailed Seller Ratings. 
I pride myself on customer service but to allow someone to grade you on things you can’t control, such as shipping times, now my perfect shipping and handling five star rating is marred because of a particular buyer.
Answer from Matt Halprin:
Okay, yeah, this is Matt again, in Trust & Safety. First of all, congratulations to whomever sent this in. Obviously you’re doing a great job selling if you’re getting you know, perfect 5.0 DRS's. That’s awesome and we love it when sellers take such pride in trying to provide great service and accurately describe their items and all those kind of things. That’s fantastic for the marketplace. And you’re right that this one, shipping time, is one of the four that sellers cannot completely control. Sellers can describe their items, they can set their shipping charges, they can respond really quickly but they don’t completely control shipping times. 
On the other hand, sellers do control some part of the shipping time. They can run down to the post office you know, on the first day or they can wait until the weekend or the following week or whatever. And we pick the four DSR's based on the top four requests that buyers made about how they wanted to see sellers rated and shipping time was one of the most important things to buyers and so that’s why we included it. I know that’s not a perfect answer because you’re right, you can’t control everything and if the you know, one of the postal companies doesn’t do something as quickly, it’s a shame that that should have to impact your score, but that’s the rationale behind it.
Bill Cobb:
Griff, I’d also make a comment here and then I’m anxious to hear what you want to add on this because I think that Detailed Seller Ratings have become an easy target in the Community and a lot of sellers have concerns. And I think it’s because, and I think this is a very positive thing from eBay, people have prided themselves so much on a 100% feedback score or a 99.9 or 99.8, this is a different scale and it is a relative measure and I think that’s to Matt’s point, the Detailed Seller Ratings effectively were not designed to get perfect scores obviously, if you can get a bunch of 5’s from. But it’s really in relation to everyone else’s ratings that I think is ultimately the choice our buyers are going to make, and that certainly from a marketplace manager perspective that we have is certainly the way we’re looking at it. 
Obviously, we want everyone to strive for perfection and the like. I think that a particular buyer who might’ve given a lower score, I think that comes with the marketplace. That’s one particular opinion. And I think I found, and Griff, you may have been here longer than I have but buyers, I mean people will give you, I mean they understand one situation, they understand a few situations, depending upon what percentage you have. And I think it’s important for people as they’re selling, to look at their relative score, and this person has very, very high scores and they should be proud of that.
Griff:
Yes. Also, remember that the scores are from 1 to 5. The highest 5, being very reasonable for the amount of time, and number 4 is reasonable. So if somebody gives you a 4 rating on shipping time, that doesn’t mean that they’re dinging you. They’re just saying that it was reasonable. And it may have been factors out of your control or not, I suggest all sellers set expectations. This could help pull your scores if they’re in your DSR’s up. 
The evidence I’m getting back, or the testimony I’m getting back from sellers who follow the tips that we give both on eBay radio and in email about making sure you’re setting the expectations for your buyers and your item descriptions have been overwhelmingly, in fact, 100% positive in that they’ve seen an increase in their DSR’s. So that’s a good way to start. I would like to remind everyone that I also sell on the site. I’ve had 14 sales where people have left feedback since the DSR’s have been in place, not high volume like most of our sellers, and I’m a perfect person. And I have 4.9’s across the board. And I’m happy, very happy.
Bill Cobb:
Yeah, you should be.

Matt Halprin:
Yeah. And just to corroborate what you said, our analytics are also showing that folks who do things like again, specifying shipping and in particular, specifying the class of shipping that they are offering, is all about expectation setting. And even when you’re using a slower shipping service, if you specify that up front and that’s clear, then that helps I think set expectations for the buyer and they’re less likely to leave you an unreasonable score for that.

Griff:
So let’s take a call, 877-474-3302. Tracy, From Berlin, Connecticut. Welcome to the Town Hall, Tracy. What’s your question?
Question # 5: 
Yes, I’ve been using the eBay Giving Works profile. I really, really like it. I want to thank you guys. I think it’s such a great idea. But the thing that really upsets me is that it’s very hard to find on eBay. And no one knows about it. They only happen to find out about it if they happen to stumble across it in the ad. I mean I think it’s in the listing itself. I would really like to see eBay give some much more exposure to this program. Are there any plans for that in the future?
Answer from Bill Cobb:
So I’ll take the first part and then Jamie, if you want to add any perspective. I think Tracy, first of all, I appreciate your comments and yes, we are very proud of eBay Giving Works. I think the number is now north of 110 million dollars has been funneled to various charities through eBay Giving Works, which actually would make us as a foundation one of the largest now in terms of not just how much. I mean we take all the money and it goes forward to the charities. And I think this is very fair. I think we need to find more and better ways to expose this. 
I’ll let Jamie weigh in with perhaps a couple of specifics but I think, let me take your general comment. We are building out some increased functionality for it. We’ve also expanded eBay Giving Works to the UK. We want to expand it to some other countries. So, but I think Tracy’s point overall is a very good one and a very fair comment.

Jamie Iannone:
Yeah, so we’ve been trying to get prominence for Giving Works and putting out in a lot of places on the site. Most importantly, on the Home Page, we put Giving Works in with all of the categories so that folks can actually search separately and find all of the items that were available by charity, so hopefully you’re using that as a way to get there. Secondarily, we’ve been spotlighting, or doing kind of various spotlight on a cause on our Home Page over time. 
So we’ll take one of the most high profile auctions that we’ve got going on, just so folks know that it’s an avenue that we have on the site. And then on the selling side, we’ve tried to integrate it into all of our selling flows so that as people go, it becomes really easy to list for Giving Works. So I think we’re continuing to look for kind of ways to increase the exposure. Those are some of the kind of most immediate ways in which we’ve done it, and we’re getting good feedback about that, but I think we all believe it’s something that we really want to push and promote really strongly.
Griff:
Is there an URL we can send people right now?  We mise well do a little promotion.
Jamie Iannone:
Sure, (www.givingworks.eBay.com) or just go to the Home Page and on the bottom of the category structure, click on Giving Works. Either one will get you there.
Griff:
Great.

eBay Member:
I’m actually one of the larger Giving Works sellers for the last month’s spotlight on breast cancer. I had one (inaudible) . . that had more than 1,000 items for sale to benefit breast cancer.
Griff: 
Wow, congratulations.

Jamie Iannone:
That’s fantastic.

eBay Member:
And I’m aware of the link on the Home Page but it all mixed in with the categories there and no one really notices it. Even people I send like specifically looking for it, can’t find it. Hah.

Jamie Iannone:
Hm.

eBay Member:
And when you do get to the eBay Spotlight page, the people can’t even find the you know, what, what, you get to the eBay Giving Works page and it mentions the spotlight and then it has up like 6 random charities that are in the spotlight. If someone is specifically looking for charities in the spotlight, they can’t even find it because it’s not 6 random 1. Hah.
Griff:
Well that’s a good point and perhaps we should consider revisiting this and looking for better ways to promote within and about.

Bill Cobb:
Yeah, thank you Tracy, for not only the suggestion but for being such a loyal supporter. And obviously, you’re doing a lot of good for you know, not only the various charities but helping the overall marketplace. So thank you.

eBay Member:
Oh, I mean I think it’s a great program because it’s going to help people. It’s going to help everybody. It’s not just going to help the charities, it helps the people actually looking at eBay listings. You learn about different charities and things you’ve never heard of.

Griff:
That’s true, yes.

eBay Member:
It helps in all ways.

Jamie Iannone:
Yes.
eBay Member:
You know, and it’s also good from a marketplace perspective, the baby boomers all want to see some money going to good. They don’t want to just throw their money away. So I love the program but I’m just sad that it doesn’t get the exposure it should.

Griff:
Well we’ll take this to heart and actually you know, do what we can to make the program more visible and assessable across the site. Thank you again, Tracy, for your call. Should we take this or should we go there?

Bill Cobb:
Let’s go there.

Griff:
Let’s go there; 877-474-3302. Keith, in South Carolina. Welcome to the Town Hall, Keith. What’s your question?

Question # 6: 
Um, yes. I’m trying to (inaudible) . . and item and I’m trying to reduce the shipping cost and I was wondering if there was any way I could put the handling charge in a minus amount.
Griff:
Hm, minus the amount.

Bill Cobb:
So say more about that, Keith. 
eBay Member:
Well I have a very heavy item and to ship it to the West coast, it costs $87.00. I want to knock $30.00 off of that and putting in a minus amount for the handling amount would solve that problem.

Bill Cobb:
Oh, because your specified shipping would indicate $87.00?

eBay Member:
87 pounds.

Bill Cobb:
87 pounds?
Jamie Iannone:
And you’re using calculated shipping?
eBay Member:
Correct. It’s an oversized two package so it costs $75.00 to ship to the West coast. And I’m getting ready to list it and I want to knock $30.00-35.00, off of it. So if I could put it in a minus and as a handling charge, that would work but Sell Your Item Form won’t let you do that.

Jim Ambach:

Yeah. And so would you want to take that?  We do have a shipping discounts feature that allows you to specify discounts for various reasons. Have you looked at using that or?

eBay Member:
Yeah. And I already ship in discount but I want to be able to send it out at more or less at a fixed price, but yet, use a calculator. If I could do a minus amount on the handling charge, that would take care of it.

Jim Ambach:

Yeah.

eBay Member:And then it would show up on search and everything with the correct amount that the seller would pay.

Griff:
Yeah, I’m still confused.

Jim Ambach:
I’m not sure whether discounts wouldn’t help you there.

Griff:
Yeah, I don’t see how they wouldn’t.

Keith.
Well, look at it another way. If you were to ship it Priority Mail and you had a ten pound package, you could set it up for an eight pound package or you could run it as a ten pound package and run a five dollar discount by saying, “Minus $5.00 in your handling charge.”
Jim Ambach:
Right, and that’s what the Shipping Discount feature would allow you to do.

eBay Member:
All right, now for a shipping discount, what you’re talking about, that is for multiple items. It won’t work for a single item.

Jim Ambach: 
It only. Yeah, you can set up several different types of discounts, even for individual items.

Griff:
Yeah. It doesn’t have to be a multiple item purchase.

Jim Ambach:
Um-hm.

eBay Member:
Yeah. No, we’re talking about a single item purchase.
Griff:
Right. And you can use the discount for single items.

Jim Ambach:
Yeah.

eBay Member:
I didn’t see that in the Sell Your Item Form.

Jim Ambach:
Okay.

eBay Member:
But the question still is you cannot put a minus amount in the handling charge. I was wondering is that possible, can that be done?

Griff:
Not currently, no.

Jim Ambach:
Yeah, no. 
eBay Member:
Is there a chance that could be done in the future?

Jim Ambach:
Probably not. Simply because that’s sort of why we created the Shipping Discounts. But again, Keith, I’ll get your contact information and we can have someone walk you through the use of that feature.

Bill Cobb:
I love the spirit of what Keith’s trying to do.

Jim Ambach:
Yeah, no, I think it’s great. Believe me, (inaudible) . .

eBay Member:
I’m trying to come up with a competitive edge and plus, I’m making a mystery box out of it. But the first time I listed, because I was offering a $100.00 worth of free stuff with it, and just the weight of the package just prohibited anybody from buying.
Jim Ambach:
Yeah.

eBay Member:
So I want to sell it and you know, eBay is my home. I want to list here.

Jim Ambach:
Okay.

eBay Member:
But if it doesn’t sell, what can you do?
Jim Ambach:
Yeah.

eBay Member:
And what a caller said earlier about the Search, I agree with them. I wish you would put back the cost of the, the price the item and include that in the list. I like the price plus shipping but I also want to see the price by itself. It helps my search when I’m looking for items.
Jim Ambach:
Okay. That’s good feedback. And I’ll get your contact information from the call staff and I’ll have someone walk you through that feature because I think we can achieve what you’re hoping for. And again, as Bill said, applaud what you’re doing and really appreciate the fact that you’re looking at offering great shipping fees.

eBay Member:
Okay.

Griff:
Thank you, Keith.

eBay Member:
Uh-huh.

Griff:
Our next question came in via email. This one is for Colin, I know. 
Question # 7: 
We’re in Week 5 with a non-functioning PayPal feature, the Multi Order Shipping Program. What’s going on?
Answer from Colin Rule:

Yeah, well this has been a top issue at PayPal for the past couple of weeks. Yeah, I’ve actually been in daily communication with some sellers who have been providing me updates on it. And to be perfectly frank, it’s an embarrassing error that’s been on the site. Although, let me start with the good news. 
The good news is we rolled a fix this morning. So uh, and I’ve heard confirmation from some sellers that the issues have been resolved. I don’t think we’re 100% yet, because there’s still some reports that we need to gather, but it’s good that we got the fix out this morning and hopefully, we’re going to pin everything down in the next couple of days. But the key issue is that this error did continue for awhile. I mean the sellers that I was speaking with, you know, normally it takes them an hour to do their labels and with this multi order shipping bug, it could take you know, five or six hours. 
So you know, this is a real takeaway for us. We are putting a lot more energy into now thinking about how we can communicate our action when a problem like this arises. This one was particularly sticky because we didn’t know how many sellers were being affected by it. It was very difficult to reproduce. And then when we finally did identify a fix, it turned out to be quite complicated. But you know, five weeks is just not acceptable. 
So we’re launching some new things to help with the communication, and one of those things is a PayPal Announcements Board. And so if anybody wants to check that out, it’s at (www.announcements.paypal.com). But you know, we apologize for this issue and I’m really glad that the fix rolled this morning and you know, we want to be a better partner with everybody moving forward when an issue like this arises.
Griff:
Thank you, Colin. 877-474-3302. Bonnie, in Gardner, New York. Welcome to our Town Hall, Bonnie. What’s your question?

Question # 8: 
I have a question for the Trust & Safety Team. I had written, have emailed you at least four times now with the same question. I’m not getting any response so I decided to call. I’d like to find out why you penalized a real good seller, such as myself, for getting neutral feedback.
Answer from Matt Halprin:
Yeah. Hi, Bonnie, it’s Matt, from Trust & Safety. Thanks for the question and it is a question that has been raised a number of times through the summer and into the fall. That’s been written about. And so you know, the question really comes to you know, what does a neutral feedback mean. And it can mean different things in different circumstances but well, we’ve done extensive research and actually you know, read feedback comments for neutrals, (inaudible) . . read through hundreds of thousands them. 
And in an overwhelming majority of the times, it’s a reflection of some dissatisfaction. Not always, but it’s a reflection of some dissatisfaction from the buyer. And over the year, it didn’t always use to be the case but over the years, the way the conventional feedback system has been used, increasingly, people are uncomfortable leaving a negative. Buyers are uncomfortable leaving a negative if the seller hasn’t left feedback first, and buyers have moved towards leaving neutrals more often in hope that they won’t get a negative in retaliation. And statistically, it’s actually moved quite substantially in that direction. And so as a result, between those two things, but you know, the review of hundreds and thousands of comments of neutrals and the others, we decided to take into account neutral feedback in our assessment of seller performance. No one . .

eBay Member:
So you restricted my account on a if and a maybe and a but?  You didn’t even read the feedback that people gave to me before you take away my selling privileges the month before Christmas?  That’s unbelievable that you could do something like that to a seller who has over 1,900 positive feedback. And my neutral feedback is very good, actually. It’s from people that are new buyers, that never done this before and they think it’s okay to leave neutral feedback for an item that they like. And what about somebody that leaves negative feedback for an item that was shipped out the same day that I received payment. She got it within three days and left me a negative feedback that she didn’t get it fast enough. You easily follow the tracking for something like that and see that that person was completely wrong in leaving me negative feedback. And here, I’m getting penalized for this feedback and you people aren’t even reading it or following through with any kind of facts at all. 
Griff:
Bonnie, is your . .

eBay Member:
You’re doing it on an if or a maybe and a but. And it’s just not fair.
Griff:
Bonnie, has your account be sanctioned?

eBay Member:
Yes, it has.

Griff:
So are you currently under full suspension or restriction?

eBay Member: 
No, I’m not. I’m under restriction.

Griff:
Okay.

eBay Member:
And this is my prime season to be selling stuff. I have a farm to support here and about ready to lose it and you guys are restricting my account. And it’s for no good reason at all. You won’t even take the time to read my feedback. I have written to you four times and pled with you to read my feedback, to see that I am not at fault here. And all I keep getting is this form letter that you will not review me for at least thirty days.

Matt Halprin: 
Yeah.

eBay Member:
Christmas is over by then. I can’t sell anything after that. 
Matt Halprin:
So Bonnie, I think we have your contact information. Um, from the um, the calls, or we can get it on the way out. Uh, give it to the folks that are handling the calls for contact information and we’ll have somebody follow up with you uh, to review your specific circumstance. It’s hard to do over the phone without all the information.

eBay Member:
I’ve written four times and asked what I have to do to appeal this.  

Matt Halprin:
So . .

eBay Member:
And nobody will respond to me. Why won’t anybody respond to me when I’m sitting here, losing money left and right now?
Matt Halprin:
So we will. Uh, we will. Just make sure you leave your contact information to the um, uh, the people who are handling the calls are on the way out.

Bill Cobb:
So Bonnie, let me also, this is Bill, let me also add um, I’m uncomfortable with this issue also. And we are having big debates . .

eBay Member:
But it’s so unfair to me.

Bill Cobb:
The issue about neutral feedback. Because I think again, Matt is correct in terms of what we’ve seen as a result of the feedback system, um, unfortunately, unwittingly, becoming this uh, retaliatory threat or you know.
eBay Member:
I bend over backwards for my customers and . . 
Bill Cobb:
No, I understand.

Bonnie.
you can see that by all of my feedback.

Bill Cobb:
I understand.

Bonnie.
All I’m asking you to do is review my own feedback.

Bill Cobb:
Yeah.

eBay Member:
I mean there’s a lot of bad sellers out there but I am not one of them. And just because people use it as an all unyielding sword, to try to get back at you or something, I mean this woman, she wanted her item the same day that she received payment. There was no way I could do that. She received it three days later. You can follow it in the eBay tracking system. It’s all right there. And she still left me negative feedback because she didn’t get it the day before.
Bill Cobb:
And again, what I’m telling you, negative feedback, and Griff has trained me on this, negative feedback especially when you have high volume, is going to have; negative feedback can be an opinion. I think it’s there for people. You have a chance to respond on that. I’m not really talk, I mean negative feedback with have, it’s just the nature of the system. What I am saying is I’m uncomfortable with is I don’t think we have the full solution right now around the notion of neutrals. And we are cognizant of this. We have not decided to rollback the policy but it’s not one that I think we feel like we’ve really solved. I think it is probably tied to a larger solve with feedback and there are some things that we are looking at in regard to that. But I appreciate you raising this issue because I think it is an important issue for the marketplace. I think it is an important issue for the Community and all I’m trying to say is be mindful that your, you; although, I realize we perhaps have fallen down in getting back to you on your particular issues, the larger issue you raised is under discussion here. Because I don’t think we felt, or we feel that this is exactly the way we want things to work, so.
Griff:
So Bonnie, we have your contact information and someone will get back to you before the end of the day and revisit your case. Thank you for your call. Uh, let’s take a question that came in earlier, and this is directed towards you, Jamie. 

Question # 9: 
Is there any way the Bid Assistant could be changed so that you could delete the items when they end instead of waiting a month?
Answer from Jamie Iannone:
Yeah, I actually hadn’t heard the suggestion before. I’ve heard lots of suggestions about Bid Assistant and we’re working on improving it based on the feedback of buyers who use it. We leave your items around so you can kind of see what happened at the end of the auction with anything that’s been in one of your groups but we get this feedback a lot in My eBay, the ability to just delete things after they’re done. So I think this is great feedback. I’ll pass this on to the Product Team so we can take a look at it.
Griff:
Okay, thank you very much for that. Let’s take another question that came in earlier. 
Question # 10: 
I currently have a 99.8% feedback rating because of one negative feedback that has plagued me for over five years of doing business on eBay. At one time, I heard that eBay was planning on looking at this issue and evaluating whether or not a member who hasn’t had any negative strikes against them in the past two years, whether that feedback could be removed or retired so that the member could once again, have a 100% positive feedback score. Is this still going to happen or was that just a rumor?

Answer from Matt Halprin:
Yeah, hi, it’s Matt Halprin again. And we haven’t announced anything on this yet. But uh, we are in the work . .

Bill Cobb:
I did. Remember at eBay Live?  She’s reading off one of my uh, speeches.

Matt Halprin:
Yeah, yeah. I don’t know that we’ve announced a specific timing.

Bill Cobb:
Right, the specific. Right.

Matt Halprin:
Um, and so there is stuff in the works here. There’s lots of different ways to implement doing this and I think stay tuned, because very soon there will be an announcement about how something like this will be handled.

Bill Cobb:
Yeah. And I think to Matt’s point, we did speak about this at one of the eBay Live. This has turned out to be a far bigger technology problem issue, call it what you might, for us than we originally thought. The spirit of what the question said, we are all in agreement that we would like to do. We’ll debate the timeframe; is it two years, you know, whatever. But the idea is that we think that the intent of this is correct. To Matt’s point, this has proven to be much harder than we thought, in terms of our data. So stay tuned, we want to get to where the, and it is not a rumor. You heard it correctly, and we want to get there.

Matt Halprin:
And it is coming soon. It’s just with 6 billion feedback records or something like that. How you do it is actually a little more complicated than we all thought but it’s coming soon.

Bill Cobb:
I guess I should’ve looked into that before I announced it, so, Griff.
Griff:
Well probably, but you know, you’ve . .

Bill Cobb:
What the heck.

Griff:
Once that Pandora’s Box was open, Bill.  That was hard to put back in. Let’s go to 877-474-3302, to Linda, in Newcastle, Pennsylvania. Linda, what’s your question?

Question # 11:
Hi. I would like to see the size of the Blocked Bidder List increased. And for high volume sellers who’ve already taken all of the steps suggested in your tutorial, you still new to expand the size of the Blocked Bidder List. I know that it has a thousand that you can put on it and I’ve used mine up. And they’re only sorted alphabetically, not chronologically, so you don’t even know who to eliminate when you want to add a new one. So I wish you would just expand the size of the Blocked Bidder list.
Answer from Jim Ambach:
Hi Linda, this is Jim Ambach, from the Seller Team. By the way, have you ever had a tur-duck-en?  Because no one’s called in on that yet.

eBay Member:
No.

Bill Cobb:
No, but actually for calling in, you get a tur-duck-en. I believe that is the eBay prize.

Griff:
I’ve always felt that tur-duck-en is just a crime against nature.

eBay Member:Well, I’m willing to take it.

Matt Halprin:
Have you ever had kim-chee with your turkey?

eBay Member:
No, but that sounds good too.

Griff:
Okay, back to the question. Increasing the ID’s capacity on Block Bidder List.

Jim Ambach:
Yeah.

Bill Cobb:
Griff, you’re no fun.

Jim Ambach:
So right now, the capacity on the list is a thousand and we do not remove from that list, sellers that have been suspended.

Matt Halprin:
Buyer.

Jim Ambach:
Or buyers that have been suspended from the list, so. But we are hearing increasingly from sellers that they would like us to look into increasing the capacity of this. There are some technical challenges associated with that but we are looking into it.
Bill Cobb:
Could we somehow, I mean now we’re getting into danger, but if someone were suspended or no longer is a registered user, that they could be automatically deleted or is that sort of?  Matt is sort of nodding. Is that?
Matt Halprin:
I’m just nodding off. No, yeah, we could do that.

Jim Ambach:
I mean it’s possible. It’s just a development cost and we’re looking into that.

Bill Cobb:
We should look into that because that would be helpful if we could automate that, so that if someone was no longer in the system.

Griff:
Yeah. And Linda, how long have you been a seller on eBay?  

eBay Member:
Since, I think it’s 2002. And so I’ve used up my ten thousand. I mean one thousand. Yes, I wish it was ten thousand. And because it isn’t chronologically, I mean you can’t go in and get rid of the earlier ones.

Jim Ambach:
Right.

eBay Member:
And you have no idea who you was what because you can’t remember when you sell a lot. You can’t remember who they are.

Bill Cobb:
That’s a good question.

Jim Ambach:
Yeah, I suspect  . .

eBay Member: here
And then they come back and they don’t pay again.

Griff:
I suspect that Linda’s not the only seller facing this.

Bill Cobb:
Yeah.

Griff:
Because we’re  . .

Jim Ambach:
No, as I said, we are starting to hear more about this.

Griff:
As we grow older as a business and sellers have been with us a long time, it’s only natural that this is going to, you know, their list will increase.

Jim Ambach:
So great suggestion. Thanks for bringing it up.

Linda.
Okay.

Jim Ambach:
I’ll bring this back and we can see what we can do to help solve these kinds of issues, so.

Linda.
 You only get one question.

Bill Cobb:
Yeah. And I think what we should do on this one and maybe a couple of others, and I’m speaking to our producer, Brian Jones, on this. This is the kind of question that for our first Town Hall in the New Year, we should try to see if there’s an update that we can bring, as Jim goes back and investigates. Because I think that’s always helpful, if we could circle back on a couple of these really specific suggestions. This is really an excellent one and I think Griff is right, that as we grow older, this is going to become an increasing issue. So thanks, Linda.

Griff:
This question came in earlier and I believe either Matt and/or Jamie will take this one. “I was hoping you can tell me why so many auction listings used two competing manufacturers in their title, yet they are never removed. You’d be surprised at all the auction violations searching on the word “not” as in, “Not a brand name” for example.”  And I won’t say this one for fear of retribution.

Bill Cobb:
Not Griff:
Matt Halprin:
Not Griff, so. Yeah, this is Matt, in Trust & Safety. You know, these are list practices violations and we don’t want them on the site. I mean they’re clearly intending to manipulate search. If it says “not iPod” because everybody is searching for the new iPod or new iPhone, or whatever, or “not product” for example, they’re just trying to get eyeballs to come and we don’t want that, because it’s a terrible buyer experience. And so we have rules against it and we take reports from our Community. This is one of those policies where we really do rely on our Community to send them in, and we work almost all of those reports. We may not work them all in the first 24 hours. You know, if it’s something that looks like someone’s trying to defraud one of our members and it actually makes it to the site, we work those like you know, instantaneously, within minutes most of the time. And we will work those reports before we will work a report like this. But we don’t want the on the site. They are violations. And interestingly, something like “not Prada” which is something that was in the question here, it’s not just a search violation, it’s actually a violation of Prada’s intellectual property. It’s misusing their trademark. And so we do take it very seriously. And if we find that you know, our performance in managing this one isn’t doing as well, if we get more of these kinds of reports, you know, we’ll move resources around to make sure we get to them.
Griff:
Yeah, and in cases, Matt, where someone uses the “not” and then a brand or luxury name or trademark, we actually in those cases, don’t have to wait for Vera Reports to come in, correct?

Matt Halprin: 
That’s correct, not at all. Because on the face of it, we know it’s a violation, so.
Griff:
Yeah. So thank you for that question. Let’s take another question. I think, Matt, this will go to you as well. It’s the perennial favorite topic, feedback. “Some members say that if you leave them negative feedback, they will automatically retaliate in kind, even if the other member did nothing wrong. This intimidation keeps members from leaving true and accurate feedback, which is unfair to the Community. What is eBay doing about this?”
Matt Halprin:
Yeah, I’m glad that this question was asked. Obviously, not a new question. Because it is a big problem. The last part of the question which says, “It’s unfair to the Community and most importantly, it keeps members from leaving true and accurate feedback.”  A couple things I’ll say in terms of what we’re doing about it. The first thing we already did, which is we launched Detailed Seller Ratings. In Detailed Seller Ratings, buyers can leave detailed seller ratings without fear of retaliation because they’re anonymous. And that’s an important point because not all buyers understand that. In fact, only about 60% of buyers understand that. So that was our first step in attempting to deal with this. Now obviously, that deals with it only on the buyer’s side, not the seller’s side as well. And I will say, we are currently exploring additional modifications to our feedback system and to our feedback policy to further address this. Because, and I’ll apologize for getting on a soapbox a little bit here, but having an honest feedback system, a feedback system where people, where members believe that they can leave you know, comments and ratings for other members without fear of retaliation is incredibly important to the vibrancy and health of our marketplace. If we lose that, we don’t have it. And so the company is looking very hard at some alternative solutions. Research is going on right now. It’s a big chance. If we make any change to it, obviously, so like DSR’s, it’s not something we’ll do without a heck of a lot of thought and research. But we do agree that it’s a problem and we’re looking at it.
Bill Cobb:
Yeah, let me add something to what Matt’s saying and Griff, you um, like I said, we always get to the feedback questions. But issue almost quarter after quarter after quarter grows in import.

Matt Halprin:
Um-hm.

Bill Cobb:
Now this has always been an issue but the severity of this, and this is a global problem, this is not just a US problem. Other of our marketplaces around the world are having the same problem. I think as Matt said, and Matt and his team have a lot of ideas. I’m not even in agreement with some of them, but we are all in agreement on this as an issue, and we are all in agreement that we’re going to have to take some steps that are going to seem very different or counter to. We established a feedback system where we didn’t want to have to wait for somebody to you know, we wanted it to be open, it’s an opinion, it was supposed to be, it’s always going to be transparent but we’re going to have to take some steps here. We may have to take some steps to protect our best users. We may have to take some steps so that you know, we have to wait until both buyer and seller leave the feedback. We may have to take some steps where we help adjudicate more directly. So these are things that we never wanted to go toward but this issue, and the um, I guess not a caller but who wrote in, says this really well. “It’s unfair to the Community.”  And I think when things come down to where it is not fair to either the buyer or the seller, we are going to have to take some steps and amend the way we do this. So stay tuned. It’s a great question. It’s an increasingly important question and it’s way high on our list of issues that we have to address.
Griff:
Great. 877-474-3302. Let’s go to Anton, in Rancho Cucamonga, California. Anton, welcome to our Town Hall. What’s your question?

Anton.
I am thoroughly confused regarding the feedback. I have given feedback in the past, neutral, figuring okay, to people. But now I find out they’re subsequent to potentially being punished, so I want to go and apologize to anybody that I gave a neutral to, not knowing that there were potential eBay consequences.

Griff:
Okay.

Anton.
And if, I’m looking at the page right now. The (inaudible) . . rate the  overall transaction in this feedback will be (inaudible) . .  and then it gives you a choice (inaudible) . .    There are no definitions. It needs some kind of explanation. Okay?  Some kind of guideline.

Bill Cobb:
I think Anton makes a, this is what I was trying to say earlier to the lady who called, the seller who called in. Neutral was not, it is yielded toward, as Matt said, the stats are, it’s yielded toward a light negative. And that wasn’t the intent. And I think Anton says it well, which is why we are a little uncomfortable with this. Even the decision that you know, to you know, affect where a seller is perceived. So you know, I don’t know if there’s much, I think Anton said it well. It’s a tricky issue. We have to address this quickly.

Griff:
Look, I mean we could, I mean to Anton’s suggestion, perhaps make it clearer where you leave feedback, and I don’t know how far we could go into this, but maybe showing an appropriate examples of when to leave neutral. So it’s made clear that if you’ve had a positive experience, leave a positive. Don’t leave a neutral. It’s not the same as a positive. And helping distinguish this with the eh, especially with new buyers, might actually alleviate some of this problem.
Matt Halprin:
Yeah. I think that’s a good point.

Griff:
Thank you, Anton. That’s a great suggestion. We appreciate your calling in. Let’s take a question that came in through the email and this is, I think we’ll, well let’s see who wants to take this. Well no, it could be Jamie Iannone:  So this is what the person wrote. “I hope you’re not turducking my question.”  This guys gets a prize for the most clever.
Bill Cobb:
Give him two tur-duck-ens, Brian.

Griff:
I still think it’s a crime against nature. “Is there any new buyer training program in the works?  Because some don’t full read the listings and then cause problems by trying to change the terms.”  So it’s about buyer education and what we can do to help prevent this kind a situation.

Jamie Iannone:
Yeah. So you know, we have a number of buyer education things on the site. If you actually come to the site from a search engine and we think you’re new, we’ll actually present our information tutorials and our help, etcetera, and try and get buyers to learn the site that way, or to get experience from the things. But in general, most kind of just search and find items, and so we’ve tried to have more kind of buyer help right in the flow. So whether it’s in checking out, and they can actually read boxes, etcetera, trying to warn them to you know, if we think there’s issues, or just letting them know, you know, make sure you read the full terms of the sale. All of that said, you know, we know that our sellers do a lot of the work actually bringing new buyers onto the marketplace and helping them get through, either setting up their PayPal account for the first time, or answering questions that they’ve had. One thing that my team has been thinking about is actually, how do we reward sellers for that, because a lot of sellers do great things and bring new buyers to the marketplace. And you know, maybe we should just list out for sellers how many new buyers their items have brought to the marketplace. So those are some of the ideas that we’ve been kicking around to hopefully mitigate that. But understand this is an issue for sellers, appreciate the work that they do, helping get buyers up and started. We’ve tried to do a lot of help but frankly, you know, it’s difficult for folks to go out and get the help unless they really want to have it.
Griff:
Thank you very much for that question. Let’s take another question that came in. And this is a question that came in earlier. “Pleas share with the eBay Community, your thoughts on the recent talks regarding trading assistance being required to have an auctioneers license in this state of Pennsylvania. Thank you.”

Bill Cobb:
So this is Bill Cobb:  I’ll take that, Griff:   Obviously, we don’t like this. I don’t imagine anyone who’s trading assistant in Pennsylvania likes this and our government relations team is prepared to work with the Community and the sellers in Pennsylvania on this. The overall point though, is the power that the eBay Community has with legislators and you need to exercise that power. We recently, a couple of months ago, brought a number of our sellers and buyers to Washington, to what we call the “US of eBay” where we go onto Capital Hill and lobby with congressmen and senators about legislation affecting your lives. So for example, we recently were part of the group that was able to get the internet taxation pushed out for another seven years. Which is obviously something that’s extraordinarily important to our sellers and our buyers and extraordinarily important to the Community at large. These issues are real issues that can affect the marketplace, it can affect sellers, and you need to take action. So I would encourage you to go to the Government Relations part of our website and join the Main Street Program. And also, to contact us and our Government Relations Team about how we can help you on this. But exercise your right. You sellers out there, you are creating the most valuable jobs in every district across the country and those are technology jobs. Every senator, every congressman, every mayor, every governor wants to say, “We’re creating jobs,” in their economy and their local. So you’re creating those jobs by the fact that you’re selling, you might be employing some people, etcetera, so take advantage of that.
Griff:
Right. And also, I’ve had to deal with this issue as well, specifically the Pennsylvania issue, and I want to assure all of the sellers and trading assistants that the press report show that there were two trading assistants in Pennsylvania after which, or against which, the local Auctioneers Association had initiated action. All of this has now been put on hold pending the outcome of legislation, that eBay is helping to shepherd through the Pennsylvania legislature that would exempt eBay sellers in all situations, from being responsible, regardless of whether they sell as trading assistants or not, of having to join an auctioneers association. I would remind everyone in Pennsylvania, I know that this comes up state by state and it’s kind of a panic for those sellers. That to that, eBay’s Government Relation Teams have had 100% success in fighting back against these attempts to regulate eBay sellers and we’re confident that we’ll be able to continue to do so. It takes a lot of work on our Government Relations Team and we need your assistance. If you catch wind of such legislation coming up in your state, we urge you to visit our eBay Main Street site. You can reach it by clicking the Government Relations link on the bottom of the eBay Home Page, or by entering eBay Main Street dot com (www.eBaymainstreet.com) and there are instructions there on how to contact your local state congressman or senators, to let them know how you feel. They need to hear from you. A lot of these senators, or politicians who are considering this legislation, hear only one side; in this case, the auctioneer of that particular state and they don’t hear from eBay sellers enough. And you are a very powerful vocal group and you can let them know how you feel. I think we have an update on this. Do you mind if I read or would you like to read it?  This came actually, from our Government Relations Team. “Earlier this year, the PA Auctioneers Board decided on its own that eBay trading assistants needed to be registered as auctioneers and began regulatory proceeding against two eBay TA’s in the state. eBay went to the legislator and had a bill drafted that would clarify state law, that eBay sellers are not subject to regulation as auctioneers. This bill, Senate Bill 908 was introduced by Senator Wonderling and has yet to be scheduled for hearing. A second proposal was developed by another legislator that would create a special license for eBay TA’s. We told the sponsor of this bill that we would oppose his legislation if it required eBay sellers to register for any type of Auctioneers License. He had scheduled a hearing for the bill earlier in the month of November but when we told him of our opposition, he canceled the hearing. At this time, no further action is scheduled for his proposal. We were informed late last week,” and this again was a week ago, “that the Board of Auctioneers has decided not to proceed with any regulatory action against eBay sellers while the legislature addresses this issue. To our knowledge, no further action has been taken against any eBay sellers or trading assistants. We are scheduled to meet with Senator Wonderling today,” and this was dated November 19th, “to review his legislation and jump start the bill to exempt eBay sellers from regulation. The article that is mentioned below should help our case.”  And the article was the one that everyone in Pennsylvania has read and it was an article that was in the Associated Press, an Associated Press article in the Philadelphia Inquirer. So that’s an update on this situation. I think Pennsylvania trading assistants and all seller can breathe a little easier but that your state representatives need to hear from you. So visit eBay Main Street dot com (www.eBaymainstreet.com) and learn how you can contact and be an effective voice. 
Bill Cobb:
That was breaking news.

Griff:
Thank you. Yeah. Let’s go to 877-474-3302. Carla, in Atlanta, Georgia. Welcome to the Town Hall, Carla. What is your question for our panel.
Carla.
Good evening, everyone. I actually have a question about your Best Offer. When you have an item up for Best Offer and it expires, and let’s say you don’t get to that item for five or ten minutes and that item has already expired. It will not allow you to accept that best offer. So I just want to know if there’s going to be something that will be implemented that will help us take care of that because that is causing some people a lot of money.
Jim Ambach:
And Carla, just so I’m clear, is after the auction has ended?

Carla.
Correct, and it’s a Best Offer for that particular item. And after it’s ended, due to the different timeframe, I guess with the different; like I’m Eastern Standard Time, if I go online and try to accept that last offer, even if it’s expired, it will not allow me to accept that person’s last offer.

Jim Ambach:
Yeah. So you know, we’ve changed this feature quite a bit since we’ve launched it, to allow counter offers in most of our categories and to give both, really sellers, kind of more streamline tools to be able to accept Best Offers. So one thing you can now do is you can actually set you know, a price threshold in this latest release with which you would accept or decline a Best Offer. What I would say is we haven’t enabled you to accept a Best Offer after the auction has ended. Because after the auction has ended, you know, we assume that it’s closed and complete. One thing that you can do is that if you want to relist the item at the Buy It Now price that the Best Offer was made, you can actually get your insertion fee back by relisting the item and selling it to the buyer. We’ve had a number of sellers suggest that we actually be able to accept an offer from a buyer at any point, even after the listing has ended.
Carla.
Um-hm.

Jim Ambach:
One of the reasons we don’t do that is we don’t want buyers actually just kind of fishing a bunch of closed or completed listings and making offers on those. But we actually want them surfing all the live listings that are available to buyer because we think that’s a better experience. Obviously, there’s cases where a buyer and seller miss each other, and for that you know, we encourage the sellers to do a relist and to sell it at a Buy It Now. Or to use the automated tools. If you use the automated tools, that’s the Auto Accept or Auto Decline a specific price, that will make sure that you don’t miss out on an offer before it expires.
Carla. 
Okay.

Griff:
Thank you for that call.

Carla.
Thank you for answering that question.

Griff:
Let’s go to one that came in earlier, and Curtis, I believe this one will be for you.

Curtis Kroeker: 
All right.

Griff:
I think you’re first question. And it’s not a softball, unfortunately. “How come you don’t have an easy listing on Parts and Accessories?  I used to be able to go directly to a category; salvage, parts, cars. I can’t even hardly find parts, cars anymore. Would you get frustrated if the yellow pages made everything confusing and frustrating and changed the old format?”

Curtis Kroeker: 
Yeah, this really is not a softball, is it.

Griff: 
No.

Curtis Kroeker: 
So this is Curtis Kroeker, Director of Vehicles, for eBay Motors. This is in reference to the new eBay Motors site, which we’re very excited. And basically, it sounds like this user is you know, a very experienced parts and accessories user. And first of all, I want to say I will get to the eh, I will walk through the quick steps actually, where you can in fact, find these items but it is a little bit different. So I understand that there’s some frustration. And I want to say I definitely know and associate and sympathize with that. You know, when I first checked out some of the earlier demos of the new site, was very accustomed to using the existing site. And I actually found, “Wow, this is difficult. I got to change the way I do things.”  You get very accustomed to using a site and of course, the existing site has been around for a number of years and new functionality has been added to it. But as I began using the new site more and more, I discovered that I could actually do the things that I used to do with the old site but do it even better. And also, accommodate new functionality that I didn’t have access to with the existing site. And so you know, while certainly I think there are going to be some growing pains for some of the more experienced members, you know, we’ve been in testing of this new site for much of ’07 and we found that our qualitative, as well as our quantitative results from this testing shows that the overall majority of the users actually do really prefer the new eBay Motors. It’s doing a better job of connecting buyers and sellers than the existing site. It simplified the buying experience for the less experienced buyers and it’s also incorporated new features and functionalities, such as price information, user reviews, specifications, even enabling buyers to compare models in a way that they never could’ve done before. And therefore, you know, really trying to make it easier for most users to find where it is that they want, decide what they want and then actually buy it. So I would say you know, my guidance to this, to the person who posed this question, would be, “Give it a little bit of time, poke around on it and I think you’ll be very happy with what you find.”  To answer your specific question, on the eBay Motors Home Page, you’ll see front and center, there’s a Parts and Accessories tab, click on that, and then click on the Show All, Cars and Trucks Parts, and from there you’ll be able to access your Salvage Parts Cars category and you’ll see the 1,500 or so salvaged parts cars that are currently listed on the site.
Griff:
That’s good advice. Thank you, Curtis Kroeker:  Which one should we take next?  Okay, we’ll take a question that came in earlier before we go to the phones. “Do we as customers have any recourse when we have problems with eBay sellers?  For example, we don’t get the item or the item is not as described.”  

Colin Rule:
Yeah, sure. I think, that’s from me. This is Colin Rule:  And I’m on the PayPal side but I can speak to the eBay side as well. Yeah we’ve got great options for buyers that have a problem. The number one thing you could do is probably report that problem to both eBay and PayPal. The way to do that on eBay is you go to My eBay and on the left hand menu, there’s an option there that says “Dispute Console” and then you can go and report, as Griff mentioned, an item not received or an item not as described. On the PayPal site, what you want to do is go into the Resolutions Center, which is in that blue bar at the top and then you just click the Report a Problem link as well. And you know, if you have paid with PayPal, there’s $200.00 coverage for any eBay purchase and if the seller that you bought from is eligible for PayPal Buyer Protection, there is coverage up to $2,000.00. And if you pay with a credit card, for instance, off PayPal, you can file a charge back with your credit card. But, so yeah, the key thing is most of these problems, 80-85% of these problems can be worked out through direct communication between the buyer and seller. So that’s what we really try and encourage at the beginning but if it doesn’t work out and you can’t work it out through direct communication, you have the ability to come to eBay and PayPal and then we can try and get some recourse for you.
Griff:
Thank you.

Curtis(?)
I’d like to point out one other thing. 
Griff:
Oh sure. Yeah.

Curtis(?)
This actually isn’t associated with the new site. We’ve actually had this for a couple of years. But in Motors, for the vast majority of vehicle purchases, the buyer is actually covered up to $20,000.00. So as an additional, we call it “Protection Plan” which is available to all buyers of vehicles on eBay Motors.
Griff:
And regardless of how they pay, correct?

Curtis(?)
Yeah, correct.

Griff:
Thank you for that. Let’s go to 877-474-3302. Rich, in Orem, Utah. What is your question, Rich?

Rich.
Oh, hi. Thanks, it’s a pleasure to be able to speak in this forum. As a power seller, eBay holds us to certain standards so that we can retain the power sellers status. And it seems as our business is growing, that we’re spending an inordinate amount of time in the Resolution Center with non paying bidders. My question is uh, is it possible for us to set a standard for buyers that meet certain criteria so that we’ll want to deal with them?  In other words, can we choose as a power seller, to only deal with certain buyers that meet criteria that we set?
Griff:
Well yes, and Matt will explain those to you. Go ahead.

Matt Halprin:
Yeah. This is Matt from Trust & Safety. A few years ago, we built something called “Buyer Requirements” which you can find, go to My eBay, in the left hand Nav, under Seller Preferences, and you can set it, and basically, it allows you to set five parameters for the buyers that you don’t want to deal with really. And basically, you know, examples are, “I don’t want to accept bids from buyers who are from countries to which I have not specified I will ship.”  And another one is . .
Bill Cobb:
You can do feedback level, right?

Matt Halprin:
You can do feedback. You can only do Net Negative Feedback, so minus 1, minus 2, or minus 3. You can say you only want to deal with buyers who are registered through PayPal. And buyers who are registered through PayPal, that’s what we call our “UPI Hammer” that has 80% low or unpaid item rate. If you’re really focused on non pay bidders, just turn on the Seller Preference that says, “I will only accept bids or BINS, Buy It Now, from buyers who have registered for PayPal and that’ll really help take care of that. And there’s a couple others in there as well. And I would also say that we are exploring with Jim’s team and the Sellers Experience Team, we are exploring expanding those 2008, because we think they’ve proven to be very effective and we hear a lot of requests for more. And you know, should we, for example, change the feedback one again, and let people actually block a zero feedback buyer. We said we’d never do that before. I think we ought to think about doing stuff like that for some buyers who are too worried about you know, new buyers. Uh, sellers who are too worried about new buyers.
Rich.
Well I appreciate the input. The thing is we have employed all of the options that are available to us at the present time and it still seems since we have grown quite a bit in the year and change we’ve been members, that it just doesn’t seem like it’s enough of a chance order, so to speak.
Matt Halprin:
Is there something in particular you’d like to see us build?

Rich.
What I would love to see build, would be for us to be able to set the criteria of being. Let’s say we only want to deal with people that have a 99% or better, positive feedback. I believe that would allow us to frequent the Resolution Less and also, probably provide a better experience for both buyers and sellers. More importantly, what happens is when a non paying buyer, as you well know, when they don’t pay, the item kind a sits on the shelf for a little while, until uh, once the UID is opened, it has to sit there for some time for the buyer to respond. Nine times out of 10, when the non paying buyer does not respond, that item’s been sitting on the shelf for probably fourteen days or more.
Matt Halprin:
Right.

Rich.
So I think that in many respects, inventory would certainly be effected less when you’re dealing in bigger volumes selling.

Matt Halprin:
Yeah. There are a couple thoughts. First of all, love the suggestion. I think having something about feedback percent positive, you know, not less than whatever you want to call is, is uh, and we could actually create a mean . .
Bill Cobb:
Well, this goes back to our earlier conversation on various approaches to feedback, various new approaches. 
Griff:
A seller can set the percentage they want.

Matt Halprin:
Yeah, we could do that for sure. The other thing I just want to make sure you and other listeners know is that, you probably already know this but just to make sure everybody knows. You don’t have to wait until an Unpaid Item Dispute plays itself out before relisting the item. If you specify in your item description that payment must be made within three days, or payment must be made within seven days, that’s your contract. And if the buyer breaks that contract, you’re no longer held to hold the item for that buyer. You can go ahead and relist. If they don’t pay within how many days you specify, you can still let the Unpaid Item Process go through but go ahead and relist. It doesn’t have to sit and lose value for you. 
Rich.
That’s true, I do understand that. But we also try in the off chance that they do pay late, we do try and give our buyers every opportunity to pay for the item because we don’t arbitrarily like to assign negative feedback or anything like that. 
Matt Halprin:
Great. Thank you for the suggestions, by the way.

Griff:
Those are great suggestions. Thank you. Shall we take one that came in earlier, Bill?

Bill Cobb:
Sure.

Griff:
All right. Here’s one that eh, I guess either Jamie or Josh, maybe could take this. “How is eBay addressing the problem of keyword spam in Item Specifics?  Currently, some of the Item Specifics are pre populated and they do not necessarily match the item being sold. This is causing keyword spam in the searches because the search is picking up keywords in the Item Specifics.”
Josh.
That is a great question. So thanks for letting me back on the call. This is Josh Loftus. I work with the Find Team, with Jamie and Jeff King. And I love to hear about folks who are using Item Specifics. It’s so important as part of both the selling and buying experience to have that detailed information available. And you know, to be clear, folks who are abusing the you know, kind a free text fields in Item Specifics to introduce keyword spam like that, our committing a lists practices violation, just like we were talking before, about the example of you know, a “not” word in an item title. So please, if you see things like this, report them so that Matt and his team can get a read on whether we’re dialed in enough on the enforcement of those areas. And if we’re not, we’ll step up to the plate and make sure that we’re looking at this area as well.
Griff:
Thank you for that. Where should we go, Bill?  Ah, let’s go to 877-474-3302. We have a call on the line. Ted from Norwalk, Connecticut. Welcome to the Town Hall, Ted. What’s your question?

Ted.
Hi, guys. Thanks for having me on. Hey, real quick, I make a living as a trading assistant here in Connecticut. I run a pretty successful operation. On thing I’d really love to see come back, if it’s not already back, is any sort of cooperative advertising, that you used to have. Any word on that?

Jim Ambach:
Hi, Ted. This is Jim Ambach, from the Seller Team. And I think you’re talking about the old eBay Keyword Program that we had where we offered sellers the ability to purchase certain placements, or?

Ted.
Yeah, purchase certain placements in newspapers, local newspapers and advertising. 
Jim(?)
Yeah, this is, I can take it. So you know, we had this program out for awhile with our trading assistants because we love the program  We think it’s great. And we’ve been trying to help promote it more. We had trouble making kind of some of the marketing program scale, just in terms of making them, you know, reaching our folks, etcetera. So you know, we’ve tried using email and ways to build up kind of a trading assistant portal, etcetera. I don’t believe that we’re doing the coop advertising anymore, really because we had to choose scale. It sounds like you had success with it when we were running it, so maybe it’s something that we’ll revisit in the future. But that’s why we currently don’t have that program anymore.

Griff:
Okay, great. Ted, thanks for your question. Let’s take one that came in earlier. I’m not sure who will take this one, Bill Cobb: I guess you can decide. Oh no, maybe it’s Colin Rule: We’ll see. “Why doesn’t PayPal have the option of the International First Class mail?  Because of that, I end up running to the post office to post my International First Class packages.”
(?)
Well I can take it. Jim, why don’t you?  Because we were talking about this earlier.


Jim(?)
Yeah, we were. So thanks for the question. It’s something that  we’re currently working on with the USPS and so stay tuned for that. We’re going to see if we can get that, eh, that postage available. But one thing I do want to note, and that is that um, one reason we don’t have it now is that that is not a service that currently offers tracking, which is increasingly important, especially when you’re doing international shipping. And so uh, in the meantime, I do encourage folks who are interested in this to explore using things like USPS International Priority, which does offer tracking and does provide a great international shipping experience. But we are looking into this, so.

(?)
And I will say just to follow on. On the PayPal side, as a seller, you have an obligation to prove that the buyer actually received that item. So if you ship with International First Class and you don’t have that tracking information, you’re really exposed if the buyer subsequently reports an item not received because you have no way to prove that it was there. So I think following along with Jim, other options may be better.
Jim(?)
Yeah. And one thing to note is that if you do use one of the offered international services, there are discounts available for you, if you purchase that postage online through the PayPal process. So I think it’s either 5% or 8% on USPS Priority International, which is a discount you get from a standard pricing, so. 
Griff:
Thank you, guys. That’s great information. “The free gallery photos through December are great. I tripled my eBay listings because of it. I normally don’t post gallery because of the extra cost. And after the offer is up, I won’t be listing as many items either. Why not keep this offer all the time?  I personally am more inclined to put up more listings and add extra pictures because I don’t have the gallery fee. I will be putting the bulk of my items on until this offer is over. Then I will wait for other offers, or next season, to list others. It was a huge incentive for me. Thank you,” and this was signed, “Miss Ladybird.”

Bill Cobb:
Well!  The former first lady has written in. 
Griff:
From beyond the grave. 
Bill Cobb:
Boy, have I gotten a lot of emails on this one. First of all, we’re very pleased. We think the site looks great. And I understand, all the emails I’m getting are saying the same thing here, “Keep it going or make it permanent.”  And so let me just say that I hear you. And stay tuned. We’re taking a look at this.

Griff:
Great. Thank you, Bill Cobb:  877-474-3302. I remind our Town Hall audience that we only have about five minutes left. So if you’d like to get a call in, do so now. Let’s go to Myrtle, in New York City. Hi, Myrtle, welcome to Town Hall. What’s your question?

Myrtle.
Thank you. Well first let me just preempt this by saying that I went to my first eBay Live in June, in Boston. Had a great time. Thought the eBay stuff was all great. However . .

Griff:
Terrific.

Myrtle.
However, I would like to piggy back on one of the previous callers, Bonnie, with this problem. It’s a big issue with zero bidders, negative feedback that ultimately affects the seller’s account. How is this going to be fixed by eBay?  Is there anything that’s been looked at?  You know, communications are hard but somehow, it’s not getting resolved in terms of the seller’s position.

Griff:
So what I think Myrtle is saying is for new buyers, zero feedback, who have left a negative and it was undeserved, are we looking at a way to fix this so that it’s not weighted as heavily as other negatives?  Is this what you’re saying?

Myrtle.
It’s weighted and it does have a very detrimental impact on the seller. And these bidders just, it seems like they’re out to have fun on eBay but not from just buying or from, you know, wanted to sell and really participate. They just bid and then they disappear. Literally disappear.

Matt Halprin:
Yup.

Myrtle.
And the sellers are left with you know, no way really of continuing on eBay.

Matt Halprin:
Right. So this is Matt Halprin:  Let me go ahead and take your question. First of all, a couple things that we did do about I don’t know, it was a year or two ago, is we now remove all feedback from any member who is suspended within 90 days of registering. So if they literally just come in and then disappear, that feedback’s not going to stay on anybody’s record, whether you’re a buyer or a seller. We also introduced a tutorial for anybody leaving negative feedback, their first negative feedback if they have under 10 feedback. So if they’re a newbe, we introduce the tutorial to explain the feedback system. And then as Bill and I mentioned earlier, we are looking at more fundamental changes to the way the feedback system works, to address the over arching need, which is to be able to have an honest feedback system and also to address retaliation. 
Bill Cobb:
So I think we probably can take one last call. 
Griff:
Yes, I see that. Uh, 877-474-3302. This is Christopher, in Warba, Minnesota?

Christopher. 
Yes, that’s perfectly correct.

Griff:
Christopher, thanks for calling in. What’s your question?

Christopher.
Yes, my question is a sellers question also, from like the last caller. I have a current situation that I actually have been trying to work with eBay on and it has to do with an auction that I had listed and had actually been quite successful in receiving quite a few bids and the auction ended with a final price of $750.00. But after the auction ended, eBay removed the auction under the understanding that a fraudulent bidder had received the highest bid. And in removing that, I was unable to get contact with the second highest bidder who I believe should be offered the item next in line. I do understand that fraudulent bidders need to be removed and that the account that was violated needs to be taken care of. But in this situation, I don’t think the seller is being considered at all because I’ve lost all contact with all the honest bidders who bid in all honesty with eBay. Plus eBay removed the auction, which in my opinion, violated my agreement with them when I listed the auction and wasted an week of my time.
Matt Halprin:
Yeah, this is Matt Halprin:  I agree with you. I mean the first thing we want to do is make sure we get the fraud off the site. The way we’re doing it in this circumstance, we can do better. And there’s a team actually looking at this right now, which is when there’s been an account takeover which leads to a fraudulent bid, how we handle the auction and the other bidders on that auction is something that the team’s looking at because we need to make it better for you.
Christopher. 
Yes. And I guess what my concern has been is it also then leads to your help line as well. I’ve spent numerous hours with live help and on the phone. I actually found a number to call someone. And the only answer you end up getting from these people is, “Oop, sorry. Relist your item. There’s nothing we’re going to do for you.”  And when you have a seller who in my situation, I’m consigning these items for someone else. So not only am I out the time for the week, eBay said that they would credit my account for the listing fees and the final value fees but I’m still going to have to pay them again if I decided to relist the item. But I’m also out of 15% commission on the item. Which to me is a pretty good chunk a change when you’re dealing with $750.00.
Griff:
So we hear you. And as Matt said, we’re looking at ways to address this in a way that’s equitable to the seller so that it results in better commerce. So thanks for that question. We appreciate your call. It’s time to wrap up today’s Town Hall but it’s been quite a year. Do you have anything to add as we wrap up, Bill?

Bill Cobb:
Well I just want to congratulate all the tur-duck-en winners, Griff, for everyone who called in.

Griff:
Is that what they’re getting?

Bill Cobb:
Where do they get a tur-duck-en?

Griff:
I don’t even want to . .

Bill Cobb:
At your local grocery store or?

Griff:
I can’t even think about it, sorry.

Bill Cobb:
So anyway, no, it’s been a great year. We’ll have our first one after the New Year starts. We appreciate everybody taking the time with some great questions. We will follow up at the next Town Hall with a couple of these. And again, I just want to say personally, a very warm and Happy Holiday Season and Prosperous New Year. And we’ll see you in 2008. So back to you, Griff:
Griff:
Thanks, Bill Cobb:  I’d like to quickly thanks the folks working the backend of these Town Hall events, including our friends at WS Radio, who make sure we sound good through the internet airwaves and help our callers. Like Bill mentioned, please check the general announcement board to stay on top of what’s going on around eBay, which is where we’ll announce when we’ll hold the first Town Hall of 2008. If you’d like to listen to a repeat of this Town Hall, go to www dot eBay dot com forward slash town hall (www.eBay.com/townhall). Have a great Holiday Season, a Happy New Year and we’ll see you in 2008.
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