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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 as always, emcee for this Town Hall.  
Today we’re broadcasting live to you via the internet radio from our Headquarters, in San Jose, California. We want to thank our friends at wsRadio as always, for their help in making this broadcast possible. And we have a familiar face or voice back with us here today. I’m very happy to welcome back our regular Town Hall host, eBay’s North American President, Bill Cobb.  Welcome back to the Town Hall, Bill. So uh, where you been?

Bill Cobb:

It’s great to be back, Griff. How are you? Only kidding. Hi everybody. It’s great to be back. One of the things, and actually, Griff, I think you are going to do the same in a little while.

Griff:

Yes.

Bill Cobb:

You know, I’m coming up on seven years at eBay and we have a wonderful benefit here, that after working for five years, you have a chance to take a sabbatical, a four week sabbatical and you can add some vacation time onto it, and that’s just what I did this summer. And I got to spend a lot of time with my three boys, my wife, a bunch of friends of ours, family, and it was actually quite wonderful. I spent the, you know, all of July and the better part of August doing that, and it was really great. It was, I came back and you know, you get a great perspective and you know, I thought a lot about what we’re doing here and I came back really pumped up, really energized. It was a great break for me. It was probably a great break for all of you. But it really was great. So it’s great to be back and I’m looking forward to our first Town Hall.

Griff:

Well it’s good to have you back. You look tan, rested and ready.  So…
Bill Cobb:

For now.

Griff:

For now. That’s right. So I’m going to say, I’ll let you back to say a few words in a few moments. I just want to take care of the important instructions here. As Bill mentioned, we’re here to take your eBay related questions today live on the air, when you call our toll free number, I’ll let you jot this down; 877-474-3302. And 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’s on your minds.

Today’s Town Hall is scheduled for 90 minutes in length to give you lots of time to address questions. If you start calling now, we’ll get to your questions in just a bit. You can also email us your questions by sending an email to: 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’s get right onto the introductions for today’s Town Hall panel. We have Jim Ambach, from eBay Sellers Experience Team. Jim is a regular Town Hall panelist and we’re glad he can be with us today.  Hi, Jim. 
Jim Ambach:

Hi, Griff.  How are you?

Griff:

Great. How’s your summer been?

Jim Ambach:

Hah.  It’s been a good summer. Good summer.

Griff:

And you didn’t take a sabbatical?
Jim Ambach:

I did take a sabbatical actually, yeah.

Griff:

Okay. Welcome back.

Jim Ambach:

Thank you.

Griff:

We, I didn’t even know you were gone.  (laughter) . .  Sorry. That’s a testament to your team. They kept things running really well.  

Jim Ambach:

Yeah, exactly.
Griff:

Next on our panel today, Matt Halprin, our regular Town Hall Trust & Safety guru is with us today. Hi, Matt. 
Matt Halprin:
Hi, Griff. I did not take a sabbatical this summer.

Griff:

No, I know you didn’t. And if you’re a regular to these events, you’ll know Matt has asked challenging questions at these Town Halls and I’m sure we’ll hear some good ones today as well.
Next, representing the Buyer Experience Team is Renee VonBergen. Those of you who joined us during the last Town Hall may remember Renee, and she’s been busy posting about Sneak Peek on the chatter, which you may know as the official blog of eBay. Hi, and welcome back, Renee.
Renee Von Bergen:

Hi, Griff. And if we’re doing sabbatical confessions, yes, I did take a sabbatical this summer.

Griff:

Well I hope you’re rested and ready to go as well.

Renee Von Bergen:
Absolutely.  

Griff:

Next, our regular Town Hall panelist who represents PayPal is not here.  

Bill Cobb:

He’s not?

Griff:

No. Oh, I’m sorry, yes. For a minute there, I’m so use to seeing Colin here and I just looked around and I said, “Oh, there’s no Colin.” But we have someone just as well, sorry. Colin is away attending an important meeting about Dispute Resolutions, so we’ve asked a colleague of his, Jeff Clementz, from PayPal to stop by. Jeff is responsible for reducing fraudulent transactions at PayPal. Welcome, Jeff Clementz.
Jeff Clementz:
Hey, thanks.  (laughter) . .
Griff:

I was so expecting more.  

Jeff Clementz:
It’s hard to fill Collin’s shoes but I’m excited to be here.

Griff:

Our last panelist is another familiar Town Hall guest. He’s filled my spot as emcee in the past, as well as he’s a regular panelist, and I’d like to welcome back Gary Briggs, our Chief Marketing Officer, who’s here to talk about our new TV commercials, along with other marketing campaigns that I'm really excited about and I think you will be too. Hi Gary Briggs.
Gary Briggs:
Hi, Griff. Good to see you.

Griff:

Also, we have a number of eBay employees attending in the audience who have worked on the topics we’re going to cover today or who simply want to hear what people in the Community are thinking about these days, so they take this opportunity to join us in the room. Welcome to all of you as well.
Employees in the Audience:

Hey, Griff. 
Griff:

And finally, we welcome all of you, our most important part of this broadcast, listening in today.  

So Bill, I know I’ve said it a million times but it’s great to have you back. Kip Knight did a really good job hosting our Town Hall while you were away. But we missed you and I saw some post on the forums from members who missed you too. So I know we talked about it but let’s, what did you do on your vacation? I mean its one thing to take the sabbatical, and you got to spend time with your family and kids. Did you do anything fun or productive?

Bill Cobb:

Well I played a lot of golf. And my golf game got worse. So what does that tell you?

Griff:

No more sabbaticals.

Bill Cobb:

Exactly. I think I need more stress in my life for my golf game, but. We bought a new boat, so, only put one hole in it the whole summer. So that was exciting, yeah.

Griff:

What’s the boat’s name?

Bill Cobb: 

The boat’s name is Wizaja, W-I-Z-A-J-A, which are the first two letters of my three boys’ names.  
Griff:

And do you have a website for that name?

Bill Cobb:

No, we do not.

Griff:

Well there’s one now.  

Bill Cobb:

But uh, yes, so we had fun with the boat and learning how to steer that and not run into other people, which, and like I said, we only put one hole in it so that’s pretty good.

Griff:

No, it’s great.

Bill Cobb:

It’s a small hole. It did not, no water entered.

Griff:

Okay, good.

Bill Cobb:

We still had to get it fixed.

Griff:

But it’s now time to come back to work, right?

Bill Cobb:

Yes. I’ve been back to work for over a month now, so I’m fully engaged.

Griff:

Great.  
Bill Cobb:

And I tell you, it’s been fun for me to come back. Because when you do, you know, you live this stuff every day and when you go away for awhile, I’m really amazed at how much you know, this you know, you see this stuff on the drawing board but then when you come back and see the new eBay, I think Jim will talk about this later, this new selling flow we have, which is an easy way to list, which I think newbies are going to love. I think the new Home Page, eBay Countdown, you know, we’ve committed to re-ignite the core of what makes eBay great and I think we have a ways to go, of course, but I feel really good about what the team’s accomplished so far.

Griff:

Great. And we’re seeing some great feedback from the Community too.  

Bill Cobb:

Yeah. I’ve been picking up on the positive comments. I love seeing some of the comments about eBay Countdown on the bidding forum, where “biddies” have discovered the beta and this has always been one of my favorite features from a long time ago. And we’re also, it’s really important to us, and you mentioned this with Renee earlier, that we get feedback through Sneak Peek or sneakpeek@ebay.com. Tell us what you think of the changes. You know, we are as with everything like this, it’s important that we hear feedback from the Community. So please help us make the products even better. 
And I know it’s a lot of change but I think we’ve heard for so long that the Community wants this kind a change. I think also, from an eBay perspective, we’ve become better at testing and retooling and testing some more and then gradually turning things on. So we have really increased our ability to test things and I think we’ve also increased our ability to say, “No, this isn’t working. Let’s go back and retool that.” And you know this is different than what we used to do.  We often just flipped the switch and then figured it out from there. But now we know the Community is too large and we have to have an ability to test and retest things.  
Griff:

And that’s meant our Product Teams have been really busy all summer, but they’re not the only ones who have been busy, our Marketing Team also had a big launch of their own; one that I was happy to take part in, in fact, so. 
Bill Cobb:

Yes, I know. And I won’t give up the secret, unless it’s already out.  But uh . .

Griff:

It is out.

Bill Cobb:

Oh, okay, it’s already out. But you can talk about the secret.  But yes, Mr. Briggs, whose main job is to drive buyers to our site. That’s what the Marketing Department is set up to do, is sitting right here. And I’m really, and Gary and I each share our enthusiasm for the new television campaign. So why don’t we let Gary talk about it.
Gary Briggs:

Hey, great. Thanks, Bill. Well no, it’s great to be able to talk about, “Shop Victoriously!” and the launch that we’re in the midst of right now. So just a little perspective on this because it’s always interesting for a lot of us to think about how we got to this idea and, essentially, what we’ve gotten to is that online shopping has gone mainstream but we think it could be a lot more exciting if people did eBay more. And the way we kind a contrast it is in the world of the land of the bland, eBay is really the antidote to that in a great way for people to be shopping. So we wanted to highlight and promote what makes eBay unique and particularly against other ways of shopping and what’s great about shopping on eBay is there’s winning, that great feeling of winning.  
So we started out the summer with our “Windorphins” campaign, which was definitely built around this euphoric feeling that you get when you win, and “Shop Victoriously!” builds on that from then out. And I’m sure all listeners can relate.  On eBay, you get a great item at a fantastic price but you also get this sense of winning, that thrill of winning, and we call those “windorphins.”  
So you may have seen our commercials. We actually started this in cinemas.  We actually started it in movie theaters, which we have never done before on the opening weekend, which was about two weekends ago. And then it first aired on TV on Sunday Night Football and now we’ve been kind of more and more showing up on season premieres. We’re actually on Grey’s Anatomy. We were on and we’re going to be on the season premiere of Heroes tonight, on NBC, your local station.

Griff:

That’s a big one.
Gary Briggs:

And if you watch the Home Page, we’re running links and so it allows you to be able to look at the commercials right there. And pretty soon we’re going to launch a mini site on the site, which is at  www.ebay.com/shopvictoriously, as it sounds. Because everyone spells victoriously all the time.
Bill Cobb:

Gary, do you think McDreamy is going to go after Meredith’s sister?

Gary Briggs:

It’s on Heroes tonight too.

Bill Cobb:

On Grey’s Anatomy?  
Gary Briggs:

Yeah.

Bill Cobb:

Oh, all right.

Griff:

Well we know what you watch.  
Gary Briggs:

I’m waiting for 24 in January myself, but anyway.  
Along with the commercials, we’ve also sent out personalized catalogues to about four million buyers. We’re in the process of doing that. I know there’s a question about that. I think we’re going to come up and talk about that later. And so certainly, what we want to do there is get people really the personalized recommendations which is really so powerful for our buyers. And then we’re going to be displaying the “Shop Victoriously!” message all over eBay and matter of fact, all over the web. I mean people often times focus on the TV commercials but we’re in these catalogues as I mentioned. We’re going to be in online advertising all over the internet, as well as email and direct mail too. So in total, we’re going to be reaching 90 percent of people and an average of 20 times, 21 times each during the holiday season. This is the largest integrated marketing campaign we’ve ever done. And I’ve been here for six years, it’s really a huge integrated effort done by the team, so we’re really proud of it and want more and more people just to get out there and “Shop Victoriously!”
Griff:

That’s fantastic. I’ve seen the commercials. They’re really good. I also, I’m already starting to feel that windorphins myself. Yesterday we had an eBay University here, in San Jose, and we had a moment we got off track, as I’m prone to. And I actually ended up in front of the crowd, buying a pair of really cool blue suede shoes and it was really exciting, everyone was like clapping and cheering. So I thought, “Yeah, now we’re in the shopping season.”
Gary Briggs:

That’s great.

Griff:

So it was fun.

Gary Briggs:

Yeah.

Griff:

We’re all excited about this holiday shopping season, in fact. And I know it’s a little early but for a seller, it’s never too early to get a great start.  

Bill Cobb:

Yeah, and before we go on, Griff, I wanted to talk about a couple of other things. First, a reminder, and I know a lot of folks who sell are aware of this. We are in the final few days of our big September listing promotion, which will end on September 30th. Philipp Justus announced this back on August 28th. In case you missed it, but I doubt you have, the promotion gives sellers a 25% discount on their Insertion fees when they choose the Gallery feature. And if you list your item at $9.99 or less, and use the Gallery feature, we’ll waive the Insertion fee completely.  
And I’ve heard a lot of great things from our sellers about this promotion and I know we’ve even gotten some questions in on that. And I know that a lot of sellers have made the most of this month long opportunity to save money and sell more of their things.
I also wanted to say a few words about another recent announcement that actually happened this morning from Steve Hartman, our director of On-Site Advertising. Now people have been curious about where we are with the advertising, putting ads on the site and the testing we’ve been doing. And I think Steve’s update on our progress was an important thing to share with everyone.

Griff:

Yeah, it was. And I get a lot of these questions, both in email and on the radio show, and I know the Community will really appreciate hearing more about this from you on this topic.

Bill Cobb:

Yeah, and obviously this is different for us. I understand the concerns out there and I think many people don’t completely understand, this is a bit counterintuitive. But I think when it’s done correctly ads do serve a positive purpose on our marketplace that ultimately serves our sellers’ interests. I think it makes us look more contemporary, more relevant, and I think it does give people more options when they’re looking for something to keep coming back to eBay.
We want eBay to be the first destination people go to whenever they’re looking for something to buy. And I believe, and I think you know, the team feels strongly, that giving people even more choices under the right circumstances on today’s Internet, is a good way to satisfy an unmet need.
Griff:  

So I think what we’re saying is that those of us at eBay believe that if we’re the ultimate shopping experience for buyers, that is if a buyer always finds something that interests them by coming to eBay, they’ll be much more likely to keep coming back again and again.

Bill Cobb:

Yeah, that’s exactly right. And Steve and his group, and he’s got a group of very talented, very bright, very analytical folks, they’ve been determining when and how we show the ads so that we deliver the best experience. And we don’t want to risk any eBay transactions. And I think Steve even said this in his posts, “Let’s be clear, the first goal for eBay is, always will be, to get people to buy on eBay from our sellers.” But the truth is there’s a lot of traffic on eBay that never converts to a bid or purchase, and that’s true with other websites around. But I think thanks to Steve’s team, we’ve gotten a lot smarter about predicting when it’s likely that a person will bid on or buy something, and we don’t get in the way of that. And when it’s likely that they won’t, we now have an ability to display ads that will actually enhance the overall experience. 
Because again, what is good for all sellers is for us to have the maximum amount of traffic coming to our site, all the time, and this is a very good team. Steve is a very talented executive and he leads a great team. And to date, we’ve seen no significant impact to our core business. And as I think Steve said, we aren’t completely there yet. We’ve got more to learn. We’re still doing various tests but we’re comfortable with the direction we’re headed.
Griff:

Great. Thanks, Bill. That’s helpful. Okay, changing topics now, you know, we put a lot of focus on the buying experience this past spring and throughout this summer, which seems to be coming to an end now, something I hear a lot on my show and in the emails I receive is, “What about sellers?” And I think some of our sellers are, quite frankly, Bill, feeling a little neglected and worry that we don’t care about them as much. So can you comment on that?  I know they’d like to hear from you about this.
Bill Cobb:

Yeah, and I think it’s a very fair question. I’m going to let Jim Ambach speak about this in a second. And he’s got a very large team that spends every waking moment worrying about our sellers.  

Really, the relationship is a circle. We need buyers, sellers and eBay all to be successful. We’re making all these changes to the buying experience for a simple reason; so our sellers can sell more and that they’re more successful.  That said there are things about our selling experience we need to improve. And if you’ve been watching the announcement board in the last couple a weeks, you saw a note from Jim and other members of his team about some important things we’re doing. So why don’t we let Jim take a couple a minutes to elaborate on what he and his team are working on.

Griff:

That’s great. Yeah.

Jim Ambach:
I’d be happy to. Thanks, Bill. Thanks, Griff. So as Bill mentioned, my team is constantly trying to find ways to take the work and friction out of the selling process and we have a number of things that are coming live to the site shortly that we think actually make quite a bit of the process much simpler.

As I mentioned recently on my announcement, on the announcement board that went live, we have a new listing process that is now available. For those of you folks who go to the site today, you’ll see it. If you’re in the 50% of the population that will get it immediately, and it’s an option that allows you to, it’s called, “List with Popular Options”. And what this does is simplify the flow, gets it down to approximately one page, everything in there. 

This is not something that’s for our more experienced sellers, because those of you who are already familiar with the listing flow and actually make good use of those options, but we all know people who would like to sell on eBay but are daunted by the prospect. And this flow is really meant for those new sellers that are trying to for the first time. So available today, again, only in front of 50% of the people who go to that sell page, and as we’re just sort of completing the testing now and we’ll quickly ramp that up so that 100% of the people will see that.
Griff:

Great. That’s a great idea and I know sellers have been asking us for a one-page form or a simplified form for years, so this is great for them. I think that, you know, I looked at it, Jim, and I think there are some experienced sellers who will find it actually is helpful for certain types of items.

Jim Ambach:

Yes.

Griff:

So it may just be more than newbies, new sellers who are using it.  I may have to try the simpler option myself, just to make sure and take a break from all the buying that I do. And I have to skip back to sell a few items, because it’s been like a month or so longer, since I’ve sold something. Oh, who am I kidding? I’ll always be buying.  
Bill Cobb:

And we need you to keep buying. But you know, Griff, I think on this new flow that Jim talked about, I think we’ve all been in this situation where we talk to someone in our everyday life who said, “Gee, I want to sell but it’s too daunting.” And I’ve gone to the flow, it is really simple, and I think it’s, I’m really excited about this. And like Jim said, this will get out to 100% of the site.  And the great thing about it is I think our best features are when we give everybody an option and that’s why I think this will work out so well.
Griff:

Okay.  So, Jim, do you have any other news for us?

Jim Ambach:

Yeah. And since we’re talking about the Sell Your Item flow, I’d like to give an update on that, since we changed it out on folks earlier in spring. And we’ll be among the first to sort of admit that that launch could’ve gone smoother and it was disrupted to a lot of our sellers and I apologize for that. I think we heard back from those sellers that were most disrupted and actually got a lot of great feedback from them as well. And because of that, I’d like to say that that flow is working very smoothly now.  Thanks in part to the suggestions and input we’ve received from the Community.  

A couple things that I’d like to share with folks is that we’re seeing results now that show that we’re actually making a very positive difference. And the biggest thing to shout about is that the time it takes to list an item has been reduced by about 20% on average, thanks to the customization and the templates that are available in that new flow. So, we’re happy about that.
Griff:

Yeah.

Jim Ambach:

Yes, just some other things that I’d like to talk about that are going to be changing on that flow in the next couple of weeks; nothing too disruptive, I promise, but we are going to be making some cosmetic changes.  We’re going to be, there’s a lot of blue in that old flow, and as the rest of the site has been upgrading, we want to upgrade our look and feel too, so we’ll bring that up to speed.

Griff:

You mean blue color.

Jim Ambach:

 blue color, yeah.

Griff: 

Not the blues.

Jim Ambach:

No; No, not the blues no. And we’re also going to be introducing a new way to upload images more effectively, which will actually give you a realtime progress bar, which is something that a lot of sellers have been asking for.
Griff:

Yeah.

Jim Ambach:

Then one of the things that we hear back pretty frequently about the new flow is that sellers lover the customization but they don’t always know how to find it and how to change that.

Griff:

Yeah.

Jim Ambach:

And that’s something we heard loud and clear and we have a new design which we think will get that in front of people more, because that’s a big part of the new listing feature.  So we’ll be doing that and then a lot of things that we want to do to simplify the shipping section.  Things again, that we heard a lot of feedback from the community, so a couple things will be coming live there in the next couple weeks.  One will be more effective integration of those wonderful flat rate boxes and envelopes that the USPS provides for Priority and Express mail.  We’re going to integrate those so it’s much easier to use those more effectively.

Griff:

Oh, great.

Jim Ambach:

Yeah.  Those are my favorite shipping methods.  And we’ll be doing some other things around that part of the flow in particular, just to simply it and make it a little bit easier.

So again, I don’t want to, we’re really not making large changes.  I know that this is the busy time for sellers.  We’re just making some cosmetic changes that we think will ultimately make it easier.  And we’re not taking anything away obviously, so.

Griff:

Great.

Jim Ambach:

Yes.

Griff:

So anything on the workshop front?

Jim Ambach:

Absolutely.  So for those of you who want to learn all about the new simplified listing process, my team will be having a next workshop that will be focused specifically on selling and it will be on Tuesday, October 25th, at 3:00 PM Pacific Time.

Griff:

Terrific.  Thanks, Jim. That all really sounds great. Thanks for the update.

Jim Ambach:
Sure
Griff:

Well, Bill.
Bill Cobb:

Well time to get to the phones, Griff.
Griff:

It’s that time. You’re right. We don’t want to keep them waiting any longer.  So let me remind everyone about our toll free number that you can call.  The number is 877-474-3302.  Now please remember to keep your question general, so that everyone listening is interested in hearing the answer.  If you have a question about your account that’s more personal or specific and you want some help, you can always contact eBay customer support through our web forms or through live chat.  
And of course, most of you know my email address if you want to talk to me.  It’s griff@eBay.com.  But if your general question, please, do feel free to call it in.  It doesn’t even have to be a question. It can also be a comment or a general concern about something as well.  And you can email all of this to us as well if you’d like, if you don’t want to call 877-474-3302, by emailing 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.  This is one that came right in.  I think we can get right to this.  This is one I think would be for you, Bill.

Question # 1: 
 
 I want to thank you for the promo this month on the listing fees.  I’ve noticed a huge increase in my sales since I can afford to use the gallery option.  Please, please keep this a permanent policy.  Both eBay and I will profit from increased sales.
Answer from Bill Cobb:

Yeah, I’ll take that, Griff. Yes, I have heard this sentiment from others.  I’m glad that people are taking advantage of this. And not only taking advantage of it but also finding some success with that.  So this was a test.  We wanted to run it, generally we run a lot of price promotions a day or two.  We wanted to do something different and run it for a month long test.  We’re still gathering the data on this, so I think I appreciate what the caller, or the person who wrote in with this, and we will look into this.

Griff:

Great.  And let’s go to the phone.  Frank, in Ann Arbor, Michigan. Welcome to our Town Hall.  What is your question, Frank?

Question # 2: 

Good afternoon, gentlemen.  My question is, is what is eBay doing to help the buyer if they have to take the seller to court for failure to deliver on what was bought?

Griff:

I think this would go to Matt Halprin. Thanks, Frank, Matt will answer this for you.

Answer from Matt Halprin:

Okay. Thanks, Frank, and apologies for if you’re having difficulty with a seller on eBay. So there’s kind of a variety of things that we do, not necessarily directly related to the legal process. If you, if any buyer has not received an item or it is significantly not as described, we do have an Item Not Received process that you can file via PayPal. And everybody’s covered up to $200.00, as long you paid with PayPal or up to $2000.00 if it’s the right kind a seller.  
So the first thing we do is try to take care of the buyer by reimbursing them.  And then of course, you know, we monitor very closely how, you know, how sellers are performing and if we find you know, a seller that’s perpetrating fraud.  We of course, take action by suspending the account. And then if the case is big enough, we refer it to law enforcement because we have relationships with law enforcement all over the world.  
In terms of a specific case, in terms of helping a buyer in a specific court case, I mean I think the first thing to do is you know, we have information on the site.  Like you know, we keep a listing live for ninety days and you’ll probably want to have that to take down yourself, to be able to bring it in as evidence.  And then we can’t provide more information for privacy reasons, unless law enforcement requests it of us and it’s typically in the form of a subpoena.  So it’s a bit of a long winded answer.  We try to take care of the buyer directly in terms of PayPal buyer protection but just the way privacy laws work we can’t go much beyond that, unless you can get law enforcement to contact us.

Griff:

So in a case where somebody like Frank, it sounds like, Frank, you’re actually at that stage where you’re going to take a seller to court.  There would be maybe a subpoena that would come in and then we could provide information that we might have to them.

Matt Halprin:

Yeah. I mean if you can get law enforcement interested, then we may be able to provide something more, if there’s something more that’s worthwhile to provide. Sure.

Griff:

Thanks, Frank. 

Let’s take our next question here.  Should we do this one?

Bill Cobb:

Yeah.

Griff:

Okay.  This came in via the email address that we gave earlier.  And that email address is uh, oh, I’ve lost it already.  I wanted to reiterate it. townhall@eBay.com  And just I’m getting old and sometimes I forget things, so.  

This comes in about the detailed star ratings, the rating system.  And the person asks:

Question # 3: 
Why is there no star Feedback system for buyers?  Buyers should be rated on the different aspects of the transaction, just as sellers are.  
And I think who wants to take it?  Gary?  Matt?
Answer from Gary Briggs:

Sure. Yeah. I think the, first of all, the first answer I guess would be that as far as the general Feedback system, we really are proud of the fact that it’s one of the places where sellers actually rate buyers.  And the ability to have your total user profile out there in terms of your buying activity, your selling activity, is something that’s obviously pretty unique to eBay and Trevek.  What?
One of the things though, that we have as far as the Feedback system obviously, is the verbatims.  And we ask and encourage people to use the verbatims as fully as possible to give buyers and sellers alike, like a broad understanding of how people are transacting on the site.  

As far as going to detailed buyer ratings, much like we’ve done on the seller side, I think that the general feeling, as we’ve discussed, is although we’ve debated it and talked about it certainly internally and looked at that kind a parallelism between buyers and sellers, the general feeling was that level of detail for buyers is beyond probably what we think buyers in general, broadly speaking, are comfortable with.  And the idea here is and the important thing for eBay is to bring as many buyers as possible to our sellers.  We want to make sure we don’t do anything to discourage that.
Griff:

Yeah. And I think it actually would be kind of a first too.  In no other marketplace do sellers actually rate buyers.

Gary Briggs:

Well we go further than anyone does today, right?  I mean it’s pretty unique to eBay.
Griff:

By allowing Feedback to be left, yeah.

Gary Briggs:

Yeah.

Griff:

So there’s, and I actually saw in the pile of questions that have come in, and there are a lot of questions coming in through our townhall@eBay.com, there’s a question from the other side, which is you know, from the buyer’s perspective of you know:

Question # 4: 
Why should I be rated for anything?  I should just get my Feedback for paying.
Gary Briggs:

Right; Right.

Griff:

So it’s important to have both of those perspectives.  Yes, Brian is just pointing out to me that all callers get an eBay prize.  Really?  . . .  Really.  So if you call the phone number, well let me get my phone out.
Bill Cobb:

But they make us turn our cell phones off, Griff.
Griff:

Well they mean call in to 877 . .

Bill Cobb:

Oh.

Griff:

474-3302.  And we can’t call in to talk to ourselves.
Gary Briggs:

I’ll be out for like a minute and a half.  I’ll be right back.

Bill Cobb:

Oh, so eBay employees are not eligible for any prize.
Griff:

eBay employees are never eligible for anything.

Bill Cobb:

Oh.  (laughter) . .

Gary Briggs:

Except sabbaticals.

Griff:

As I’ve learned over the years.  Yeah, and then they force you to take a sabbatical if you don’t take it, so.  I’m kidding; kind of.  So here’s one that came in. Here’s one for Bill.  And this question, I’m sure there are a lot of folks that have been asking this as well because I actually got this on the show.  

Question # 5: 
Why are you still running competing Amazon ads on eBay?
Answer from Bill Cobb:

So this was a mistake.  We, they are no longer running.  We you know, as we test advertising, like in Steve’s posts that went up today, we are refining the system. Some Amazon ads did get through and they have been taken down.  So we will not be running any Amazon ads on eBay.  Please let us know immediately if you see those, if something went wrong.  But as a policy, you know, we talked about advertising, but no Amazon ads should be showing up.
Griff:

Great.  877-474-3302 is our number here.  877-474-3302.  
You can call in and speak to one of us directly here on our Town Hall panel. We are having a lot of questions emailed in and we did get some questions before. 
So maybe we could take one that came in before. Do you think? So here’s one for Matt Halprin.

Question # 6: 
When I bid, I like to see whom I’m bidding against. It sort of lets you know how they bid or if they’re serious bidders or just the guy that bids but never goes the full distance. It wrecks the bidding process to see all of the, what this person says, are “phony Bidder No. 1, Bidder No. 2.”  Let us know the bidder’s identity, give us honest bidders a break.

 Now Matt, what would be your answer to that?

Matt Halprin:

You left out some of the explanation points in this one, right?

Griff:

I don’t know how to do that.

Answer from Matt Halprin:

Yeah. So just briefly, for those who may not know.  For items over $200.00, about nine months ago, we changed the User ID’s on the View Item Page and the Bid History Page, to say, “Bidder 1, Bidder 2, Bidder 3,” etc., because bidders on high priced items and under bidders were being targeted by fraudsters with spoof offers, fake Second Chance Offers.  And so we had to take some action to make it harder for the bad guys to do that, and in fact, it worked.

Griff:

Yes.  
Matt Halprin:

A huge amount of fraud went away when we did that.  And bidding actually held up just fine in terms of the bidding metric.  Still, there’s nobody on this panel or at eBay who wanted to do that or wants to keep it the way it is.  We love transparency and we wish we could keep it that way.  We did roll out about a month ago, a change to this.  It actually doesn’t say Bidder 1, Bidder 2, anymore, at least on the US site, on dot com.  It shows the first letter and the last letter of the User ID with their feedback score, with some asterisks in between.  And while that doesn’t go back to the way it was, it provides a little more transparency.  And to remind people too, we actually provide more information if you hover over the User ID and you can actually see a lot of great bidding statistics on those members. And you know, if you’re worrying about somebody shill bidding or something, there’s great statistics there that we designed in as a result of working with the Community. So you know, we don’t like having had to take away some of that transparency. Obviously, since we rolled something out a month ago, we’re trying to bring it back, and we’re going to keep working on it.
Griff:

Great. Thanks, Matt. 877-474-3302 or you can email your question to townhall@eBay.com And this has been a very common question, so we can get this one out of the way. I think I’ve been answering or dealing with this question for the last 12 years. But it’s never, it’s always fresh. This just came in.  “I feel the seller should leave a positive Feedback for the buyer as soon as the seller receives his payment. Is there anything you can do about this?”
Bill Cobb:

So Griff, this is one of our favorite questions. I wish I could do something about this.

Griff:

What would that be, Bill?

Bill Cobb:

Well because you know, I understand the sentiment here.  Because, and I do want to share a couple of antidotes. Because I do think if you’re a buyer and you complete the transaction, you pay right away, you’ve effectively done your job. And I, you know, I’ve always been frustrated because as a buyer, I always hit the “Pay Now” button, go through PayPal and pay immediately. What I’ve noticed lately and I haven’t had this experience, but over the last couple of months, I have had like three sellers who have immediately left me positive Feedback. And I think it gives you such a good feeling that this seller is being upfront, “You’ve done you’re job, that I couldn’t wait to almost give them their positive Feedback.”  And it almost, it felt differently to me.  

We are not going to you know, as Griff taught me, Feedback is an opinion and we shouldn’t legislate the opinions when they should be given. But I do think it’s important that there be integrity in the system and it does bother me when this becomes a game of, “I don’t want to leave an honest opinion,” because the whole business of eBay is built on trust. And so I don’t think there’s anything, well I shouldn’t say that. There are some things we can do about it. I don’t think they’re planned for right now but I do think it’s important that if you receive as a seller, you know, the buyer doing the right thing, I think the right thing to do is to leave Feedback. But I’m always curious about your latest thoughts on this.

Griff:

Well my latest thoughts are I noticed something too lately, and I can understand why sellers do this.  So especially in light of our recent changes to the way we kind of look at sellers’ activity and performance on the site.  Sellers are very concerned now about receiving underserved negatives.  So I think what a lot of sellers are doing, and correct me sellers if I’m wrong, but a lot of sellers use a case by case basis. So if they find a buyer with a high feedback and you can read their feedbacks and kind a get a feeling about them as a person, they’re more prone to leave that person feedback quickly after they pay. I think buyers may be hesitant to do so with the new buyer. And under the circumstances, it’s not hard to understand why.  But you know, this will be a discussion that goes on forever and it’ll always be interesting, everyone will have a different strategy for this.
877-474-3302.   Let’s go to Ellie, in Cincinnati.  Hi, Ellie, welcome to the Town Hall.  What’s your question?

Question # 7:

Hi, gentlemen. Thank you. I have a store on eBay and so far I’ve just been selling in the country.  And now I would like to go international but I am having a problem finding out where to go on eBay to learn how to do this.

Griff:

Yeah.

Jim Ambach:

Hi, Ellie, this is Jim Ambach.

eBay Member:

Hi.

Jim Ambach:

How are you?

eBay Member:

I’m well.  Thank you.

Jim Ambach:

Hah.  So congratulations.  I’m excited to hear that you’re going to go and start selling internationally. I think that you’ll find there are some great opportunities there.

eBay Member:

I believe so too.

Jim Ambach:

So we do have a lot of information on the site that should help make it easier for you to sell and ship internationally. Have you tried going to our Sell Hub, that has all the information that we have for sellers and looking at that for the selling internationally section?

eBay Member:

I have been many places, Jim. And just get bits and pieces.

Jim Ambach:

Okay.

eBay Member:

I can’t quite get it together where I’m comfortable.

Griff:

I think if you go, Ellie, it’s Griff. I think if you go to the site map on the top of an eBay page, there’s a series of links there and there’s actually under “Selling Resources” a link for selling internationally.

Jim Ambach:

Yeah.  And if you want to get information specifically about shipping internationally, which is usually the main source of friction here.

eBay Member:

Absolutely.

Jim Ambach:

So try going to www.ebay.com/shipping.   

Griff:

That should get you right to where you need to be.

eBay Member:

Yeah.

Jim Ambach:

And if all that fails, then you can email me and I’ll point you to the other sources you need.

eBay Member:

Oh.

Griff:

And what’s your email address, Jim?

Jim Ambach:

Uh, it is Griff at eBay, no, hah.  It’s J. Ambach, J-A-M-B-A-C-H, at eBay dot com jambach@eBay.com.  

eBay Member:

All right, I will do that.

Jim Ambach:

All right, go for it Ellie.

eBay Member:

Thank you, gentlemen.  Thank you very much.

Griff:

Thanks for your call Ellie.  877-474-3302, and our email address is townhall@eBay.com.  Bill, this is one I think, do you think Gary should take this one?  This one came in before the Town Hall.
Bill Cobb:

Yes.

Griff:

Okay.  

Bill Cobb:

I’m in charge of the circulars.

Griff:

I’ll read it and then he can respond.  And it says:

Question # 7:

I received in the mail the week of September 16th, the latest circular from eBay. I was very disappointed to see that my eBay ID was used in the unsealed circular, which contained my name and home address.  With identify theft, all of the scams we get that get used on eBay, with hacked into accounts, this was in my opinion, a breech of personal security that was not necessary.  I would hope in the future that eBay might safeguard the personal information that they have on me just a little better.  What steps are in place to ensure this?  Or is eBay committed to continue this type of advertising that may contain my personal information, coupled with my ID?  If they are, I will likely try to do my online shopping somewhere else.
Answer from Gary Briggs:

Well first of all, great question and hopefully the answer I’ll provide will have this person continue to shop on eBay.  So just to give you, have everyone listening to understand what this is. As part of launching the “Shop Victoriously!” campaign, we are in the process of sending out about four million catalogs to our buyers. 
And we did as part of this, on the front page of the catalog, it’ll say, “Hello, Griff:  Here’s all your, you know, check inside for items that might be of interest to you.”  And on the third page, so the inside of the catalog, we then have for each individual who gets the catalog, an individual URL, so a link that you can go to, to find your personal recommendations.  And in that link, in the text of that link, we use the person’s User ID.  So if a person were to get somebody else’s individual catalog, for example, you know, just take it out of their mailbox or something like that.  They could get the first name and obviously the mailing address of the individual, as well as the User ID on the inside.  
And so the intent of this was to give all of our kind of top folks an ability to find their own personalized recommendations, which we find is really successful when we have people using it.  I think the issue that this member raised of being able to link this information is exactly right.  

So we did two things, actually.  One is on the page that you now will go to, we’ve taken the individual’s personal name off that page when you go to the site.  And we did that right away because what’s helpful in this case, is we got this feedback as we were sending the catalogs out.  Not all the catalogs had gone out yet.  
And second, going forward, we will not be using the member’s User ID on that third page of the catalog. We will not be using that as part of the URL.  We’re going to use something else.  We use the user’s Member ID because it was then easy for them to remember and type back into the web address, of course.  But I think the member here is right, we did what was right from an ease of use standpoint for the members but again, we understand and agree that we need to change the process by how we do this going forward.
Bill Cobb:

And Griff, I want to add, and I think Gary explained that well and I think this is why these forums and events are so important to us, because I think this is well pointed out.  I do think a credit to Gary and his team, because we’ve gotten a number of emails written back how excited people are that they’ve gotten this information and you know, they feel like it’s very personalized to them.  It’s not just a catalog they get from anybody.  So Gary and his team have their hearts in the right places.  Again, when you try things like this, there’s always something that may come up. I think we’re going to adjust to that, so that this is a great watch out.  We’ve adjusted already.  And I do think we want to continue to do this.  Because I know when I got mine, it’s kind of fun to see it so personal.
Griff:

Yeah.  I haven’t gotten mine yet but I’m waiting for it.  Thank you for sending that in.  And of course, this is a great opportunity to point out that it’s this kind of feedback that can be very helpful and this is for something very specific obvious, so it is important.  
Let’s take a, let’s see, here’s one.  This one came in just recently to our email address, which is townhall@eBay.com.  

Question # 8: 
Is there a way to change the Feedback that if a buyer doesn’t pay for an item, they can’t leave a Feedback.  I had a buyer that didn’t pay and they gave me a neutral.

Matt, I think this is kind of up your ally.

Matt Halprin:
Sure.  I’ll be happy to take this one, Griff. What this really gets at is retaliatory negative Feedback or retaliatory in this case, neutral Feedback, and how we deal with what really can be unfair Feedback.  And what I would like to say is that we are actually looking and studying and actually working with outside research firms to study different ways that we might handle this.  It’s kind of about time and we’re finally getting around to it.  

You know, I would say there are questions often raised, “Why would you let somebody who didn’t pay for an item leave Feedback?”  And I’ll just share the answer which is the only way we know that a buyer has not paid for an item is when a seller tells us.  And you know, there are unfortunately, some sellers who you know, may actually have not shipped the item and simply claim that the buyer hasn’t paid for it in order to block the buyer from leaving Feedback.  
I know it sounds crazy and I’m sure no one listening would do that but we’ve seen it before.  There are also maybe reasons where a buyer you know, after the transaction, purportedly doesn’t pay because the terms of the sale were changed or something like that.  And you know, the seller may want to recoup their fees but the buyer may legitimately want to not leave positive Feedback.  That said, I want to repeat what I said at the beginning, which is we are looking at retaliatory Feedback, both buyer to seller and seller to buyer, and hope to have more information to share sometime in 2008.
Griff:

Oh, that’s great news.  Thanks very much.  877-474-3302.   877-474-3302.  Jim, here’s one that came in earlier to our email address.  And I think, I’m just assuming this would be, Bill, this is perfect for Jim, but it is about a particular seller issue.  

Question # 9: 
It should be easier to re-list a bunch of items if you don’t want to make any changes.

That’s all it says.
Answer from Jim Ambach:

Yeah, hah.  And I agree with that.  But I’ve got good news here, and we do have a couple a different tools that we can offer someone in this situation.  So there’s a tool that we offer, called Selling Manager.  Selling Manager is free to anyone who owns a store or if not, you can pay.  I think its $4.00 for four 65 per month, to have access to this tool.  And among many other things, it does offer a very easy way to re-list a bunch of items, just by selecting those things that you want to re-list and then hitting one button at the bottom that says “re-list”.  
Griff:

Oh, that’d be great.

Jim Ambach:

It’s available now.

Griff:

Oh, it is available now.

Jim Ambach:

Yeah.

Griff:

Oh.  Oh.

Jim Ambach:

It’s Selling Manager, Selling Manager Pro.  Plus also, if you, for those of you who use Turbo Lister, you can also do similar things with that tool as well, so.

Griff:

Yeah.  I knew that.

Jim Ambach:

So there’s a number of solutions that we can offer the seller.

Griff:

I actually knew that, Jim, I was fainting surprised to add some drama to this.  Oh, gees.  

Jim Ambach:

Hah.

Griff:

Let’s go to the phones, 877-474-3302.  Vicki, in South Carolina, welcome to the Town Hall, Vicki.  What’s your question?
Question # 10:

My question is when do you plan to fix on My eBay Summary Page, where it shows how many items you have bids on?  It’s not been working since last Thursday.  And I was wondering if it’s part of the change that’s occurring on eBay now or is it a problem?  I understand it’s only affecting some sellers.  I’m one of the sellers and it’s very annoying not to have it.

Griff:

Thanks, Vicki.  I think Renee will take this one.

Answer from Renee Von Bergen:

Vicki, hi.  I have a question for you actually, as far as clarification goes.  Are you talking right now about the Summary Page that’s out from My eBay in beta or is this the standard page that’s been out there for some time?

Griff:

Eh, Vicki, are you there?

eBay Member:

Yes.  

Griff:

Yes.  Renee wants to know if you’re viewing the more recent beta version of My eBay or is it the older version?

eBay Member:

I’m doing both and it does not show on either one of them.

Renee Von Bergen:

Okay.  So I’m going to go ahead and get back to the team to see if we can go ahead and reproduce this.  I currently am not aware of such a problem.  But if you’re seeing it, especially since Tuesday, it sounds like you can reproduce it.  If you can do a couple things; one, I’ll go ahead and get back and post something on the Sneak Peek page so that you can know what the resolution is.  And if you could also do me a favor please, and email us at Sneak Peek at eBay dot com (sneakpeek@eBay.com), to let us know about this through that vehicle, we’ll go ahead and followup both ways for you.

Griff:

Well Vicki, can we also do this, Vicki?

eBay Member:

Yes.

Griff:

Off line, can you make sure you give the screener your email address and we’ll record it and someone can get back to you?

eBay Member:

Yes, that’ll be fine.

Griff:

Great.

Renee Von Bergen:

Great.  Thank you very much.  And we do apologize that this is impacting you.  We want to fix it as soon as we can.

eBay Member:

Thank you.

Griff:

Thanks, Vicki.  877-474-3302 is our number here.  And we’re taking your calls about any topic related to eBay and you can also email us at  townhall@eBay.com.  I want to say griff@eBay.com.  It just kind a rolls off my tongue now but it’s townhall@eBay.com.  
Which one should we take next?  There’s so many, Bill. So let’s take this on.
Question # 11:
  How about some free listing days for the holiday selling season?  And I don’t mean the token gesture you are offering this month. 
Bill Cobb:

I’ll have to read this one to our chief financial officer.  Who would not describe this…
Griff: 

As a token gesture, no.
Answer from Bill Cobb:

Yes, we plan on having incentives for Q4, so stay tuned.

Griff:

Great.  And 877-474-3302.  

Question # 12: 

Why do you keep changing the way the eBay pages look?  I could list things faster if I didn’t have a different page to get use to every time I try to sell things.
Answer from Bill Cobb:

So I’ll take this first and then if Jim or anybody wants to weigh in.  This is always a delicate balance, and Griff, you’ve been here the longest and you’ve seen this where you want to evolve and update the site and the flows and sometimes we have to do things.  I remember a few years ago when we had to update the billing system and that caused a number of concerns in the Community and outright you know mistakes that were made during that time.  And, but sometimes things, this thing has scaled, eBay has scaled so quickly that you have to make changes in order for it to scale.  So we’re constantly in this balance of trying not to change anything because people build their business and get use to pages and yet, try to evolve and freshen the site.  

So I hear the sentiment in the question and just know that we’re conscious of it and we do try to strike the right balance.  Now on a particular selling question, Jim, I don’t know if you have anything you wanted to add?
Jim Ambach:

Nothing that, nothing in particular.  Other than that you know, I think we’re going through a period right now where we are changing a lot of things on the site in August and September and that period will come to an end very soon, so that people can get ready for the busy season.  So hopefully, the things that are coming out now are not nearly as disruptive as some of the other things we’ve done.

Griff:

Thanks, Jim. Now Bill, this question came in earlier to our email address at townhall@eBay.com. 
Question # 13: 
 Why are you endorsing our competitors by advertising them under main category search keywords in eBay and not our eBay stores?  The site traffic and buying and decreased for me since you implemented this advertising, and they say it’s decreased by 25%.
Answer from Bill Cobb:

Yeah.  So I don’t know the particulars; that is you know our analytics show that you know, who knows about the 25.  That is not what our data shows and certainly, as Steve Hartman said in his note today we have seen no significant cannibalization to our transaction business.  
Our number one job is to get buyers to buy items on eBay from our sellers.  Having said that, as we said earlier in the upfront piece, we do think its part of a rich experience and as part of our stated intent to be the place you shop first, the destination.  Whatever it is, you can find it on eBay.  We want to give the full experience that people are use to in today’s internet. 
So that’s why we’ve done this.  Steve Hartman and his team are working very hard to make sure that you know, testing where are the ads are served, who they’re served to, when they’re served, and we’ll continue that testing and that monitoring so that it doesn’t cannibalize or impact our business.  So you know if this were true that the site traffic was down 25%, clearly, we would not even be looking at this.  That is not the case.  And again, we will continue to monitor this.  But I’m satisfied that we’re doing all the right things and I do think it’s a richer buying experience for our visitors.
Griff:

Thanks, Bill.  877-474-3302 is our phone number here and you can call in and you can actually talk to us live and ask your question of our panel members.  You can also email us at townhall@eBay.com.  

This was just emailed in.  

Question # 14: 
Not all sellers are very good at communicating shipping information.  Could a check off box be added to the purchase info, along with payment and feedback, informing the buyer that the item has at least been shipped?  I have sometimes waited weeks with no shipping confirmation from the seller.
Answer from Jim Ambach:

Griff, I’ll take that.  This is Jim Ambach.  So it’s a great point.  We actually do have on the sell side an indicator that sellers can use that marks an item as shipped.  Now we don’t actually expose that to the buyer yet.  And we don’t do that because we find that sellers are using this to indicate any number, so it’s not a very consistent mark that they use and it doesn’t always mean the same thing.  So we’ve been worried about exposing that on the buy side.  
Instead, what we’re very hopeful for is that, so number one is if sellers print labels through the PayPal label printing solution, then we provide tracking numbers with most, if not all of the services that are provided, so that a buyer can go in and actually get realtime tracking from our postal providers about the status of their shipment.  And then later this year, we’re actually going to be opening up a capability so that for those folks who don’t use the PayPal label printing solution, they can provide tracking numbers that will then be made available to the buyer so they can track that information in realtime.
Griff:

That will be really helpful.

Jim Ambach:

Yeah.

Griff:

There’s a lot of sellers, especially that sell in high volume, who rely on a third party service outside of PayPal.

Jim Ambach:

Yeah.

Griff:

And that would be very good for them.

Jim Ambach:

Yeah.  Um-hm. 

Griff:

Thanks so much for that.

Jim Ambach:
Um-hm.  

Griff:

Uh, let’s see, we suddenly had a flurry of email come into townhall@eBay.com and these questions are extraordinarily good ones.  So where will we, this is a good one.  Let’s start with that one.  Bill is going through the questions now and here’s one.  

Question # 15: 
Will Half.com ever utilize PayPal?  
Bill?
Answer from Bill Cobb:

I believe the answer to that is yes. We want to do that so that we have a particular flow right now.  We don’t want to disrupt that.  I think PayPal can enhance the experience.  We are working PayPal on that.  Nothing really to report right now but I think at sometime in the future, we will do that.  It’s just a matter of when and the priorities that will lead to that.  But I think it is the right way to go.

Griff:

Great.  Our next question, 877-474-3302, by the way.  That’s our number here, 877-474-3302, or you can email us at . . .  Sorry for the dead air. 
We’re looking at questions.  Here’s one.  

Question # 16: 
I would like to know why Best Offer offers are only valid for 48 hours, even if the listing doesn’t end for several more days.  I feel that Best Offer should be valid until the end of the listing.  
Well that makes sense.  Doesn’t it, Jim?  What do you think?
Answer from Renee Von Bergen:

Oh, I’ll go ahead and take this.  This is uh . .

Griff:

Oh, sorry, Renee.

Rene Von Bergen:

This is Renee.  Hah, hah.  

Jim Ambach:

I do think it makes sense, yeah.

Renee Von Bergen:

Thank you, Jim Hah, hah.  So. . .

Griff:

Well now you’ve been set up.

Renee Von Bergen:

Well this is a great question.  It’s all about really keeping those “windorphins” flowing.  So basically, when a buyer wants to make a Best Offer on an item, the seller has 48 hours in which that offer is valid and during that time, the seller can accept that offer or of course, decline the offer as well.  And really, as a buyer, you are going to be obligated to buy that item if the seller, in fact, accepts your offer.  Which if it happens soon and you’re ready to get that item, that’s great.  We love that.  You love that.  Win-dorphins are flowing.   That’s exactly what we’re after.  But if time drags on and the seller hasn’t gotten back to you, then you’re kind of in limbo and that’s a dead space that we want to help you avoid.  So if the seller is going to end up declining the offer, then you want to move on and find a similar item on eBay that you can buy, whether it’s through Best Offer or Bidding or Buy It Now.  And that’s really what we’re after.  So we’re trying to keep the velocity up.  We’re trying to let the seller get back to you as a buyer, as soon as possible, so that you know whether you’re going to get the item or not.  And if not, then we want you to be able to find a similar item so you can win that one.
Griff:

So Renée, when somebody does submit a Best Offer and the seller declines it, can this buyer then offer again?

Renee Von Bergen:

Yes, the buyer is then released from that particular offer and the buyer can make a counter offer again to the seller or can make an offer or a bid on a similar item.  

Griff:

And I know as a seller, you can set it up so that you can auto decline offers below a certain amount.

Renee Von Bergen:

That’s right.  And the reason for that is to keep that velocity going so that the buyer isn’t waiting to find out the answer.  Instead, the buyer finds out right away.

Griff:

So that’s a good point.  I hadn’t thought of that but it makes sense.  Here’s one for Matt.  

Question # 17: 
I recently had some items removed for being in violation of listing policies.  It was my error and I just wanted to fix it.  My listing is totally gone and it takes me literally hours to upload pictures.  I’m on dial up while redoing it.  Why can’t these listings at least be made available to me so I can fix them rather than have them totally removed and deleted?
Answer from Matt Halprin:

Yeah, this is Matt.  And I’m so glad that this question was emailed in.  Jim and I are sitting next to each other here and Jim is the side of the seller team and I’m heading of Trust & Safety, and we actually are working on a team right now that is trying to address pain points for our great sellers, that pain points that they experience with Trust & Safety.  And this is one of them I’ve heard about. We’ve all heard about for years and I’m pleased to report that we’re actually building this finally.  But we’re working on it in Q4.  I don’t know a specific launch date in Q1, but we’re hoping to have this available in Q1, so that if we cancel a listing for some kind of policy violation, it will still be available for the seller to edit and re-list, rather than having to start from scratch, which is, we’re so happy that we’re doing this.
Griff:

That’s amazing.  That’s the first I’ve heard of this.  This is great news.  Thanks so much.  Can we have it now?

Matt Halprin:

I wish we could.

Griff:

No, I’m kidding.  I know it takes time.

Jim Ambach:

How’s your coding, Griff?

Griff:

It’s terrible.  You don’t want me to code anything.  I can’t even remember people’s names on the panels anymore, so.  

Question # 18: 
Our household has a couple of User ID’s.  When will eBay make available the ability to sign in as a master account, similar to what many ISP accounts do so that we can manage and monitor the activity of all of the accounts that are linked to our household?

And Gary is frantically waving.  He wants to take this one.  Go ahead, Gary.
Answer from Gary Briggs:

That’s waving for me.  I’m sometimes frantic, I guess.  So this has come up a couple a times.  Actually, not only individual households ask for this but also businesses like to also from a standpoint if you have a number of employees, that you can have one master account and then others linked to it.  This has been looked at from time to time.  I think it has not been frankly as prioritized as some of the other things we’ve done.  And I guess I’d say if the user wants to send a note in to, I’ll give you my address actually; garyb@eBay.com.  I’ll get a direct answer on when this might be on the roadmap.

Griff:

And that’s Gary, B-as in boy, at eBay dot com garyb@eBay.com.  garyb@eBay.com.  There you go.

Gary Briggs:

Thanks.  Just don’t put it on any postings someplace if you would.  

Griff:

Our users would never do that actually.

Jim Ambach:

Can I just comment on that?

Griff:

Yes, please, Jim. Go ahead.

Jim Ambach:

I think I have some good news here too, and that is, and we’ve looked at it in the past.  We’ve always, it’s always been expensive for us to do.

Gary Briggs:
Yeah.

Jim Ambach:

But luckily, I think we found a cheaper way for us to actually get this implemented.  And so we’re very hot on including this in our 2008 product plans because it just comes up all the time.  And I do want to point out that you can currently do this today, with your PayPal account, which is something.  And also, for some of our more professional sellers who use our Blackthorn product, they also have this capability in it as well, so.  But we’ll continue and try to make that available to everyone in 2008.
Griff:

That’s good news.  And when you say “cheaper” you mean less resource intensive without sacrificing quality.
Jim Ambach:

Exactly.  Exactly.
Griff:

That’s what I thought.  (laughter) . .

Jim Ambach:

Not cheaper for the...  
Gary Briggs:

The Griff Dictionary.

Griff:

I want to qualify.  Well you learn after awhile.

Gary Briggs:

Exactly.  

Griff:

Let’s go to the phones.  877-474-3302. Here Sue, in Longview, Washington, welcome to our Town Hall.  What’s your question, Sue?  Hello, Sue.  . . .  Is Sue with us?  Okay, we’ll come back to the phone in a second.  We may be having a technical difficulty.  Here is one that just came in to our email address at townhall@eBay.com.  

Question # 19: 
At one time eBay stated that they were going to do something about outrageous shipping charges that some dealers charge.  Do you have an update or a progress?

You know, we call this excessive shipping.  I love what members come up with.  It’s actually more effective when you say “outrageous”.  

Jim Ambach:
Outrageous shipping? Yeah. 
Griff:

So where are we with this, Jim?

Answer from Jim Ambach:

So glad to give an update. So, we’ve done a couple things. Number one, we’ve increased our policing of this on the site, particularly in certain categories where the costs were more egregious, and that has had an impact. We’re also doing things now like we’re publishing warning messages during the listing flow, when sellers, when we can detect at listing time that the seller is asking a shipping price that we think is way, is outrageously above the norm in that category, for that item. 

And then, finally, we mentioned a couple times, that we’re going to be experimenting with a total cost price sort in search results. We did test this in July. We’re looking over the data now and, and pending that, we should have some announcements around this very soon, so.

Bill Cobb:

And Griff, what I would say since, those of you who are regulars here, know this is one of my pet subjects. And I love the, I think I’m now going to adopt “outrageous shipping” instead of “excessive shipping”.  

Griff:

And “slings of arrows”.  

Bill Cobb:

I think where we are headed is, and as Jim said, we’re not ready to announce, but we’re going to have to have more dramatic change to this area. This problem, we’ve tried a lot of things. We’ve tried to warn. We’re going to have to make more dramatic improvement here. And that’s going to require perhaps a change to the ecosystem. So we have, you know, I think a lot of people have been frustrated that we haven’t done more. I think we’re going to do more in this area. 

And you know, there’s a lot of ways that we can do that.  We’re evaluating those.  But I think just in general, I personally am frustrated that we haven’t made more progress against this. As I said repeatedly, this is not good for sellers because other sellers are gaining search results and putting their item artificially low.  They’re move up in search results and charging outrageous shipping. It’s certainly not good for buyers because they’re confused about what the actual cost of the item is and it’s not good for eBay because it doesn’t make for a healthy, trusting marketplace.  

And as I said before, this is a circle. I mean we need to do things that are good for sellers, that are good for buyers, and are good for the eBay Marketplace overall. So this is very frustrating. Jim and Kristina Klausen, who run this area for eBay, have looked at and are looking at a number of things.  This is still very high on our priority list and I think sometimes the reason I’m jumping in on this one is because I think sometimes people think, well we say things and we don’t live up to it.  But I think that we are headed toward in 2008, a more dramatic change in this area.

Griff:

And it has really turned out to be a lot more difficult to get on top of this than we thought.  It’s also the source of a lot of disputes between buyers and sellers.  And so Jeff, we haven’t heard from Jeff at all and I thought it would be a good time to get him.  What should a buyer do in a situation like this where they have a dispute with a seller who’s overcharging for shipping?

Jeff Clementz:

So, at PayPal, what we’ve built is the Online Dispute Resolution Center.  And so if you have an issue with a seller, I think the first thing that you want to do is if you’ve tried to email them and you can’t contact them is you can go to www.paypal.com and go to our Resolution Center and you can open a dispute. And that is a way where you can try to work out your issue with a seller before you have to get into a situation of a claim or a chargeback which no one really wants to go that route. And we found that since we built the Online Dispute or PayPal Dispute Resolution process, the number of issues; sellers and buyers, they work these things out. And that is probably one of the best things that they can do to start that process.

Griff:

Including confusion about shipping prices.

Jeff Clementz:

Oh, for sure.

Griff:

Yeah. And that’s one we see a lot in the dispute center.

Jeff Clementz:

It is.

Griff:

Thanks Jeff Clementz. Here’s one that came into our email address at townhall@eBay.com. And I want to remind everyone that if you call in at our phone number, which is 877-4, no.

Bill Cobb:

What happened to Sue, by the way, Griff?

Griff:

What happened to Sue? I don’t know. She was on the line and I think she might’ve hung up. 877-474-3302. You think I would have that memorized by this point but I’ve been fighting it.

Bill Cobb:

Sue, please call back.

Griff:

Yes, please do.  And those who do call in will receive an eBay prize of an indeterminate nature in value.   

Bill Cobb:

Hah, hah.

Griff:

Because no one is telling me what it is, but you will receive an eBay prize if you call in.  “It’s a surprise,” says Brian.

Bill Cobb:

A surprise eBay prize.

Griff:

So gianni@eBay.com is saying it’s a surprise.

Griff:

Yeah, but I’m not giving this up.  

Bill Cobb:
It could be a Gianni t-shirt.

Griff:

It could be.

Bill Cobb:

With the likeness of Gianni.

Griff:

It could be dinner with Gianni.

Bill Cobb:

Once again, eBay employees not eligible.

Griff:


Not eligible. So, Gary,

Question # 20: 
I was wondering if eBay would be willing to put a link on the Buy tab to look for charity items being listed.
Answer from Gary Briggs:

Well thanks, Griff. Yeah, this is referring to Giving Works and our platform for charitable giving, which we’re actually very proud of and a lot of money has been raised there.  What people can do now is they can go to the Advanced Search link, and in the Advanced Search link, one of the criteria to narrow it down the listings and look for items is Giving Works for charitable items.  So that’s where I would direct the user to go.

Griff:

Thanks, Gary. This came into our email address,   townhall@eBay.com.  

Question # 21: 
With the new policy on Non-Performing Sellers, how does a seller handle when a buyer files a false Item Not Received claim, when a tracking number is available?
Answer from Matt Halprin:

This is Matt. I’m also going to look to Jeff Clementz. So if a buyer files a false INR claim when a tracking number is available, on the PayPal side?

Jeff Clementz:

Sure.  So with the INR process, PayPal will validate using the tracking number, whether that item was delivered or not. And so, if they file a false claim, PayPal will validate that that item was delivered and will basically favor the seller and the case will be closed. So, the tracking number and the proof of delivery process is actually, really in the favor of sellers in this case.

Griff:

And Matt, in a case like that then, a seller who may have had this dispute open against them doesn’t have to worry that after it’s closed, it’s not going to count against them in any determination of their status on eBay.

Matt Halprin:
Yeah, once it’s closed, it shouldn’t count.  And if the seller is appealing and for some reason it was you know, the original determination was when it was open, that’s one of the criteria that we can use to reverse something that’s been done like that.

Jeff Clementz:

One more point of this.  Jim mentioned earlier the PayPal shipping product and if sellers use that product, PayPal will actually store the tracking number that is produced when that label is shipped. And so if these uh, if a false claim of Item Not Received is made, the seller won’t even be contacted because PayPal will have that tracking number. So sellers do not need to go through the process of responding.  It’s a great timesaver. It’s great for buyers as well, who might get a little nervous about whether that item is going to be received.  Because that tracking number would not only come in email but it would also be in the Resolutions Center when the buyer tries to file that claim.

Griff:

Perfect. Thank you so much.  Matt, this one just came in. Or actually no, this came in earlier. Not that that means anything. It’s still an important question.  

Question # 22: 
Why don’t you have a credit card on file for everyone?  And when someone doesn’t pay for their item, you can then charge them the fees? 

I assume they mean seller fees, “so that will cut down on,” and this is an old term, “deadbeat bidders.”  

Answer from Matt Halprin:

Deadbeat bidders, I haven’t heard that one in awhile. Yeah, the question is really around buyers who don’t hold up their end of the bargain. And that is really frustrating, obviously, for any sellers.  Anybody who sold, you know, you may have experienced this. And we get the question often, which is, “Why don’t we make sure that everybody has a credit card on file and charge their credit card at least for the seller fees, you know, and the insertion final value fees.” There are really two responses for that. One is you know, it turns out that an awful lot of buyers on eBay don’t have a credit card on file and are great eBay buyers and they buy a lot of stuff on the site. And if we required everybody to have a credit card on file, business would actually go down. And so we’ve tested that, and so for the vibrancy of the marketplace, we don’t want to require everyone to have to put a credit card on file.  
On the other hand, if what you’re really trying to do is avoid you know, if you as an individual seller want to be sure that your buyer is fully verified, we do have a feature available in Buyer Requirements, PayPal account required.  So if you go to Seller Preferences, My eBay, click on Buyer Requirements and select the one that says, “I only want bidders who have a PayPal account to be able to bid on my items,” effectively, you’re doing the same thing.  Because to have a PayPal account, you either have supplied us a credit card or a checking account.  And that way you get verified and in fact, Unpaid Item Rates or Deadbeat Bidder Rates for buyers who have a PayPal account is 80% lower than the site as a whole.  So it’s a really good way to get that.

Griff:

Great. Thanks, Matt. 877, 877.  I forget the number.  (laughter)… I know but I want to keep saying the number and I’m just having a mental block about it.  

Gary Briggs:

Why don’t we each take a part of it?  You say 877.  I say 424, and then you say . .

Griff:

It’s not 424.

Griff:

So can we write it on that white board so that Mr. Senile here will remember it?  877-474-3302.

Gary Briggs:

There you go.

Griff:

I think this is a case where you say something twice a week for five hours a week, it actually enters a different, why am I even saying this?  It doesn’t make any difference.  So that’s our phone number here and we appreciate your calls; 877-474-3302.

Matt Halprin:
Griff, it’s time for a sabbatical.

Griff:

It’s time for a sabbatical, yes. Catherine, welcome to the Town Hall.  What’s your question?

Question # 23:

Hi. Lots of things changing on the site. Just wondering if you’re going to put a hold on changes for the holiday season?

Griff:
Good question.

Answer from Jim Ambach:
Hi, Catherine.  I’ll take that.  This is Jim Ambach.  So yes, we will be putting a hold on that so that during the busiest part of the season, which will be pretty much all of November through December, we will limit the number of eh, we won’t do any sort of user facing changes to make things stable for you, so that you’re not working in an environment that could be changed around you.

Bill Cobb:

And also I think it’s fair to say . .

eBay Member:

How about all the testing?

Bill Cobb:

Oh, go ahead Catherine.

eBay Member:

How about all the testing that you’re running?  Are those all going to run through the holidays, so buyers are not always going to get the same thing?

Jim Ambach:
I believe we’re not going to be running any testing through the holidays.  And uh, and if we do run any testing, it’ll be testing that will have very minor impact to, uh, any of the major user experiences on the site.  

Griff:

Thanks, Catherine.  877-474-3302 and the email address here is  townhall@eBay.com.  Here’s one for, and I got a lot of calls about this a few weeks ago, so I think it’s a good, it’s timely, this question.  “I’d like to see improvement in marketing, selling, buying cars and trucks on eBay.  The problem is dealers and individuals both advertise in the same space.  The dealers I speak with admit there’s no motivation to sell vehicles.  The only motivation is marketing the dealership.  With that being said, I’d like to see eBay section vehicles searching and browsing into categories, such as individuals, dealers and both.  I personally would prefer to buy from an individual due to the fact that I have a chance to get a vehicle for a trade-in value, as opposed to retail value that dealers offer.  I find myself not using eBay for vehicle searches and purchases and using eBay competitors.  I’m sure I’m not the only one.  Just food for thought.  Thanks.

Bill Cobb:
So this is Bill.  I think that is um, because I think that is one of the great things about eBay Motors, is that you know, really, the reason we exist is because of the value that you as buyers can get.  And really also, the savings a seller can get relative to you know, the bad trade-in value you always get when you go to a dealership.  So the economics of this work.  I think that is a really good point.  Um, so let me take that back to the eBay Motors Team.  I think that’s really helpful.  We are looking at some various ways to display our listings.  So I like that one.  Let me take that back.

Griff:
Thank you for that suggestion.  877-474-3302.  Steve, from London, England.  Welcome to our Town Hall, Steve.  What is your question?

Question # 24:
My question is in regards to the display of international goods on search pages in US dollars now.  Why has that been changed?  It seems to be quite confusing when I search for goods and they’re displayed in US dollars and they’re not actually sold in US dollars.

Griff:
Hm.  I’m not aware of this.  Renee, would you like to take it?

Answer from Renee Von Bergen: 

Sure.  I’ll go ahead and take this.  So basically, I believe you’re talking, Steve, about on   (www.eBay.com) for instance, the US site, we are very happy that international sellers are able to offer their items to US buyers on the site.  And what we found is that US buyers, as they’re browsing the listings that come up for search results, are expecting to find pricing in US dollars.  And this not only helps them figure out you know, not have to figure out the conversions themselves but it also helps them make them decisions relative to the other US based items that are coming up in that search.  So this is for the buyers convenience when they click through to the View Item Page, the actual international currency is there as well.  But this was in search results for ease of use for those buyers who are scanning items.

Bill Cobb:
And I think, Renee, correct me if I’m wrong, but I think some of the data showed that the international items were converting at like 1/10th the rate or something like that.  That they really weren’t doing very well and I think one of the reasons that we found in the research was people were confused by you know, when items were listed in Australian dollars or British pounds or whatever.

Renee Von Bergen:

That’s right.  And so as a buyer, I might say, “Well, you know, I pay in US dollars.  I can’t pay in euros or whatever.  And in fact, we want to tell you the relative price in US dollars and then, for example, when you pay via PayPal, that conversion is taken care of for you.

Bill Cobb:
And one thing, Renee, and I don’t know the answer to this, because maybe what Steve brings up um, how we calculate the conversion rate, whether that’s once a week, once a day, whether it’s um, because that may not be correct.  Why don’t we try to see if we can follow up on how that’s done?  Because obviously, that floats all the time.

Griff:
Yeah.

Renee Von Bergen:
Sure.

Bill Cobb:
So if we  . .

Renee Von Bergen:
Happy to do that.

Bill Cobb:
Can look into that and then we could figure out how to get back to the Town Hall Board with that answer, I think that would be helpful.

eBay Member: 
And one more quick question, if I could, in regards to international buying and selling?

Griff:
Sure.  Go ahead, Steve.

eBay Member:
Is it possible, is it to show all international items when they’re searching the internet, to select Worldwide?  You know, and it’ll promote international buying and selling?

Griff:
I’m not sure.  Did everyone hear that?  

Gary Briggs:
Does he mean international only?

eBay Member: 
Well, if I’m searching on (www.eBay.com), would it be helpful to show all items worldwide that are available with that search, instead of going to the Advanced Search page?

Matt Halprin:
Yeah, it’s available to versus um, located in.

Griff:
Right.  

Matt Halprin:
So yeah, the question Steve was raising is the way default search is setup.  And right now I believe in the US, it’s, dot com is set up such that if an item is located in or listed on dot com, it shows up in the vault search.  If an item is listed on another site but is available too, as in worldwide shipping to the US, that doesn’t show up naturally, in Default Search.  And so a buyer would have to go into Advance Search and ask to see all the items that are available to the buyer in the US.  And I think it’s been a trade-off that we’ve worked through over the years and the struggle has been a little bit when we do uh, make available to, as default, some of the buyer conversion rates on the pages, there’s been a little bit too much kind a flooding of inventory, I think over time.  And it’s something that’s been tested and I think it actually works a little bit differently, depending on which site that you’re on.  It tends to be a little bit more of an export market or an import market.

Gary Briggs:
I know in Canada, for example, it’s available uh, to market.  And different markets do different things and you’re exactly right, Matt. It’s been an issue conversion as we’ve tried different scenarios.

Griff:
Steve, thank you so much for your call and your questions.

eBay Member:
Okay.

Griff:
Our number here is 877-474-3302.  We have about ten minutes left, so there’s time for some calls.  And definitely some emails, at (townhall@eBay.com).  

This came in early, before the Town Hall.  

Question # 26: 
More and more I see active auctions canceled by the seller prematurely because they’re current bid isn’t high enough.  But they’ll never tell you that.  So the seller cancels their no reserve auction listing, regardless of bids, and gives a,” and I’m reading, “BS excuses, like, “Item now lost.  It’s now broken, or I agreed to sell to the highest bidder before the auctions end.”  With your new crackdown on seller non-performance, this is non performance that gets missed in your calculations.  Correct?  I’m sure this adds to a bad buyer experience but there isn’t really a public way to call out these sellers for creating more bad buyer experiences.  
Comments?

Answer from Matt Halprin:
Yeah.  First of all, the person in the email is correct.  This is not part of any calculation that measures seller performance today.  It is something that we have to keep our eye on.  About a couple years ago, we actually changed the way the site worked, because some sellers were ending their items in the last few minutes, if they weren’t happy with the price.  And if you think about that from a buyer experience standpoint, someone’s been watching, bidding on an item over the course of seven days and then in the last minute, maybe because the seller, the price wasn’t what the seller was hoping for, they canceled the bid.  It’s actually quite frustrating as a buyer.  So I think we changed it so that you can’t end a listing in the last twelve hours, as long as there is a reserve met winning bid on the item.  In other words, a bid that would result in a closing sale.  So in the last twelve hours, a seller can’t do this anymore.  If it’s happening more, even outside the twelve hour window, we should keep our eye on it.  Because like the seller says, or like the email said, it’s a bad experience.  

On the other hand, there are legitimate reasons for a seller to end the listing early, including to sell to a bidder.  A seller is allowed to end the listing by selling to the current high bidder on the platform.  It consummates final value fees and everything in there.  So we’ll keep our eyes on this.  If it becomes more of an issue, then we’ll raise it internally and figure out how to handle it.

Griff:
And when you say, “Keeping an eye,” you mean patterns for one seller.

Matt Halprin:
Yeah, I mean, or I would say more kind of in the marketplace as a whole, because we can keep track of end listings early by seller.

Griff:
Right.

Matt Halprin:
As a metric, and we’ll follow that.  In terms of the seller also asked, or the email also asks, “Is there a public way to call this out?”  We could.  There’s also already a lot of information on the member profile page, but we could actually keep track of the statistics of you know, number of listings ended early, or something like that, just for people to see it the same way we do with bidder tractions, for example.

Griff:
And of course, it’s a difficult issue also, Matt, isn’t it?  Because in an auction format, the item belongs to the seller till technically the listing ends.  So that if they’re the current owner, when they list an item, they’re not giving up ownership of the time.

Matt Halprin:
That’s correct.

Griff:
So that’s why in both, in eBay and in traditional marketplaces that use this type of format, they can withdraw it from sale.

Matt Halprin:
That’s absolutely right.  It’s a seller’s prerogative.  They still own the item.  And uh, you know, we don’t want to remove that from them.  We’ll just have to watch, you know, watch for patterns.

Griff:

Okay.  Another one that came in.  877-474-3302 is our phone number.  

Question # 27: 
I would like to know why I can’t ship immediately to a buyer who paid immediately with PayPal, because of an uncleared status.  I have a buyer who obviously used PayPal before because of his feedback.  Everyone else has that he has paid immediately but for some reason, it’s not clearing my PayPal account.

Answer from Jeff Clementz:
Sure, I’ll take that.  As everyone that has a PayPal account knows, we allow you to pay with uh, one of the great things about PayPal is that you can pay with your balance.  You can pay through a bank account, transfer, or you can pay from a credit card.  And when you pay from a bank account, it often takes three to five days for that payment to clear.  And so we list those items, or they show up in your account as “uncleared” until the payment has made it through the banking networks, and generally, that does take about three days.  And so what we would tell a seller to do is in the even that that payment might not clear; say the buyer wouldn’t have enough money in their account, you would want to hold off on your shipment until that, what we call an e-check, is cleared.  That’s the primary case today.  

But I want to take this opportunity to actually talk about something that Rajiv Dutta, our president, announced at eBay Live.  And it’s called Payment Review.  It’s a new seller protection feature that we’ll be rolling live in the next couple of weeks.  He talked about it back in June.  And Payment Review will notify sellers that PayPal is investigating a very small percentage of high risk payments for buyer fraud.  And those payments will also notify the seller to not ship until the payment has cleared our review.  That review will be done within twenty-four hours, often sooner than that.  And the neat thing about this is that once we review it and we complete that transaction, the seller is completely protected in the event of a charge back.  We expect this to reduce the amount of charge backs in the system quite dramatically.  So again, most of the cases today will be when it’s an uncleared bank account.  But this new feature will be rolling live and it’s a new seller protection, so look for it.

Griff:

If there’s mentioning also, Jeff, that some folks will fund a payment through a bank account but it will clear immediately.  And that’s because they have a backup funding method on hand with PayPal. So this particular buyer that this seller is talking about may have high feedbacks but they’re paying through a checking account through PayPal but they have not a credit card on file with PayPal as a back up.

Jeff Clementz:
That’s right.  Or it could’ve been the first time that they’re paying with that bank account.  It’s about one to two percent of all bank account transfers take about three days to clear.  90% plus of them actually clear instantly.

Griff:

Jeff, thanks so much.  We have time I think, this may, we have about five minutes left in time.  So I think we can take a few more calls.  Linda, in Pittsburgh, Pennsylvania.  Welcome to our Town Hall.  Linda, what’s your question?

Question # 28: 
Hi.  Yes, it’s more of a complaint.  The complaint about the free credit report clicking that’s an ad on the auction page.  I’ve had complaints from would be buyers telling me that when they’re coming to buy on eBay, they don’t want to be reminded of their, how much money they owe and how much credit they need.  And they’re reminded of it by having that tacky free credit report link that’s on the auction pages.  And there’s no way to get rid of it if you want to use your counter.  It’s terrible.

Griff:
That’s a good point. Thank you, Linda.

Answer from Bill Cobb:
Yes.  And I think, Linda, you also wrote in.  Linda feels very strongly about this.  She also sent us an email on this.

Griff:
I don’t think she’s the only one.
Bill Cobb:
I agree.

Griff:
Yeah.

Bill Cobb:
I agree.  We understand that and thank you for your comment.  

Griff:
877-474-3302.  
Question # 28: 
It’s my understanding that PayPal will only confirm non USA addressed to the UK and Canada, which makes me nervous to ship to non confirmed addresses on some higher value items.  Is this true?  And if so, subject to change?  Thanks.  I heart eBay.
Answer from Jeff Clementz:
That’s a question that we do get quite often.  What you’re talking about here is fear of charge backs or a concern about charge backs.  And it’s worth noting that PayPal has a pretty sophisticated system to prevent all of the fraud in our system.  And we’ve also developed something called the Seller Protection Policy.  And the Seller Protection Policy is a guarantee against any charge backs when you ship to a confirmed address.  
And it’s true that today, our confirmed address system confirms addresses in the US, UK and Canada.  However, we are working to overall this system and to greatly expand the number of confirmed addresses in our system, and so that is coming in the next couple of months.  We can’t talk about it today.  But over the past year, we’ve increased the number of confirmed addresses by fifty percent, and it’s worth noting that we are planning to expand this pretty dramatically in the near future.

Griff:
Thanks, Jeff. We only have time for well, I’m going to put these two together, Bill.  They’re for you, before we close out.  

Question # 30: 
I was wondering if you’d be interested in selling (www.eBay.com).  If so, you may write back to me at, and they provide an email address.  So there’s an offer to buy eBay.   And the other question was, 

Question # 31: 
Who is Bill Cobb?  Is he formerly of Ashville, North Carolina and St. Petersburg, Florida?  And more recently, Wilmington, North Carolina?  Is that the same Bill Cobb?’ 

Answer from Bill Cobb:

Is this law enforcement checking on this?  (laughter) . .   There may be a Bill Cobb from those places but that is not myself or my father or my son.  

Griff:
So um . .

Bill Cobb:
We’re all named the same.  Now as for (www.eBay.com) being for sale, I think Griff, what I’m going to do is um, I think I’m going to choose the gallery feature before September 30th, so that I can reduce my insertion fee by 25%, and perhaps put it up in an auction.

Griff:
Oh, that’s . . 

Bill Cobb:
I think that would be the best way.  I both save money and see what the value may be.

Griff:
And you’ll be running from lots of shareholders.

Bill Cobb:
Yes.  Actually, someone did try to sell Belgium the other day. 

Griff:
Yes, brave little Belgium, up on the block.

Bill Cobb:
Although I may have to check with a couple of people before I can put (www.eBay.com) up.  But I think we’re very happy having (www.eBay.com), so.

Griff:
So we’re just about out of time.  It’s time to wrap up, Bill. It’s been great having you back.  I know that everyone in the community is glad to have you back as well.

Bill Cobb:
No, it’s great. I always look forward to these.  And as I said, I’m really pumped up.  And you know, and now we’re you know, as you said Griff, summer ended yesterday morning, so it’s time for the selling season.  And again, thank you for taking the time to share your questions, ideas and concerns.  We always learn at these.  And again, thanks for listening today and please keep checking out the general Announcement Board.

Griff:
And I’d like to thank our Communications Team, Laura Schopen, along with Brian Jones, who manages our Town Hall events; Jeff Kakes, and Ninad Wagle, who help with out taking photos.  We’ll see you next week.  Thank you and have a good fall.
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