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eBay Community Town Hall

March 17, 2008
9:30 – 11:00 AM PST

Griff: Good afternoon and welcome to eBay Community Town Hall for March.  Yes, it’s true, I’m Griff and I’m pleased to be here with you today, as your moderator for today’s Town Hall.  Those of you who are familiar with these events, know that we hold a live Town Hall each month as a way of keeping in touch with our community.  These events give our executives and other leaders from eBay and PayPal, a great way to share their thoughts about the business.  It’s also a way for us to hear what’s on your minds and answer your questions.  We’re broadcasting today’s live event via internet radio from our Headquarters, in San Jose, California.  We want to thank our friends at WS Radio for all their help in making this broadcast possible.

In a few moments, we’ll be taking call-in questions from all of you listeners out there.  Also, a few months ago, we started giving away surprise gifts to our callers, so if you phone us now at 877-474-3302, you’ll receive a small token of our appreciation for taking the time to call us in with your question here, on the air.  

So we’ll go through our introductions and we have a lot to talk about and we want to get to your calls.  I’m gonna first start off by introducing some of our panel.  I’m gonna start with Lorrie.  Lorrie Norrington who serves as President of eBay Marketplace Operations, and for of those you who were not able to turn into last month, last month’s broadcast, Lorrie has taken the helm here and will now help lead our Town Hall events moving forward.  Welcome, Lorrie.

Lorrie:Thanks Griff.  It’s great to be here.

Griff: We’re glad you could make this event.  I know you’re gonna want to say a few words before we take calls, so I’ll be right back to you after I introduce the rest of our panel.  And we have a number of leaders who manage different areas of the business with us today, many of them who you know, some who are brand new to our panel.  First we have Stephanie Telinius.  Stephanie is our new General Manager of eBay North America.   Welcome back, Steph.

Stephanie: Good to be here, Griff.
Griff: We also have with us here today, Jamie Iannone.  You may have read the recent announcement on our general announce board from Jamie, regarding Best Match.  Jamie is the Vice President of Search Experience and he’s here to answer your questions about Best Match.  Welcome back, Jamie.
Jamie: Thanks, Griff.  Hi, everyone.  

Jamie: Glad you could make it today.  Joining us from the Finding team to help Jamie answer questions related to Best Match and other finding related issues, is our own Josh Loftus, from the Finding team.  Welcome back to the Town Hall, Josh.

Josh: Thanks, Griff.  Great to be here.

Griff: Oh, there you are.

Josh: Sorry.  

Griff: I’m looking over here and you’re over there.  
Josh: Boo.

Griff: And thanks for stepping in for Jeff King while he’s away.  Next we have Jim Ambach, Vice President of eBay Seller Experience team.  Jim, always good to have you here.  Welcome back.

Jim: Thank you, Griff.  It’s good to be here.

Griff: And up next is a familiar name and voice at these Town Halls, Matt Halprin.  Matt is our Vice President of eBay’s Global Trust & Safety.  Welcome, Matt.

Matt: Hi, Griff.

Griff: Love your hat, by the way.  Matt’s wearing a Shop Victoriously hat today.

Matt: And this will be one of the prizes we give to the callers, right?

Griff: Uh, it’s used.  Right.  And another familiar name is with us today.  You know him, Brian Burke.  He’s with us today to talk about lots of things, including well, maybe your questions on feedback, and I’m guessing there will be a few.  So welcome back, Brian.

Brian: Thank you, Griff.  Glad to be here.

Griff: Last but definitely not least, we have a relatively new member of our crew with us today, Monroe Labouisse, our representative from PayPal.  Welcome, Monroe.

Monroe:Thanks, Griff.  Hi.

Griff: Get ready.  I think we’re gonna have calls and questions that are PayPal related.

Monroe: I’m ready.

Griff: Okay.  So, things have happened in the last month since our Town Hall, Lorrie, and I’m sure you have some thoughts you’d like to share with us.  So tell us about your first month, your new role, how it’s been going and what’s happening with you.

Lorrie: So it’s been a great first month, Griff.  We spent a lot of time with sellers.  We spent a lot of time with buyers, either through Voices or through Glistening and customer service and there’s a lot going on.  So uh, it’s absolutely great to be back in the US and to be working with the team and to really be in the middle of the heart of eBay, and I’m looking forward to every month that’s coming ahead.  But this first one’s been a particularly wild ride and I’ll talk about some of the changes that we’ve made and some of the changes coming up, but I think the theme that we’ve all uh, we’re all living here by eBay is listening and then responding.  And that’s really what we’re doing over the last thirty days, both to our employees and to our sellers and buyers.

Griff: It’s true.  So I wanted to touch on a few of the topics here and get your thoughts on them.  For example, these are issues that are of great interest to people in the community themselves.  What about Best Match?

Lorrie: So as you know, Griff, Best Match has been made default.  It’s been an option in Search for well over a year.  In Germany and France, it’s actually been in other countries for several months.  We launched it last year.  And the purpose behind this is to really make it the buyer experience both safer and faster and easier for buyers to find things on the site.  In addition, and Jamie will talk about this later, but we integrate other factors, like seller performance and excessive shipping so that we make sure that the best buyer experience rises to the top.

Griff: Um-hm.

Lorrie: And so that’s really what Best Match is about and we’re early days in the US but looking forward to it because we’ve seen some positive results abroad.

Griff: I think, I was just gonna ask you that.  I know it’s a little too early to look for results here in the US market but this has been a positive experience for the marketplace outside of the US.

Lorrie: Absolutely.  And uh, not only have we seen positive buyer feedback from it but more importantly, we’ve seen improved buyer conversion.  Especially in places where it’s been in for a few months, such as France.  We’ve seen a good lift in buyer conversation, which is what we really care about, is selling more and being more successful.
Griff: Absolutely.  I know our sellers care about that as well.  Another issue that’s come up in the last week was the issue about safeguarding Member ID’s and we’ve kind of made this now, or we have made it default, and I thought we would talk to Matt, maybe a little bit about this.  Are you ready Matt?  Just what’s going on with the safeguarding Member ID’s program.

Matt: Sure.  Yeah, I’d be happy to.  So I think it was last week where we rolled out something that we had originally rolled, well I guess it was a little over a year ago, for all auctions above $200.00.  And we’ve rolled it down to all auctions total, where we basically mask or safeguard the bidder ID’s, so that people can’t see exactly who’s bidding on an item.  And the reason that we had to do this, it was unfortunate, but the reason we had to do this is because we had criminals, fraudsters, who were sending very targeted fake offers to our under bidders on these items with the exact item price, you know, title, description, etcetera, and saying, “Just you know, go ahead and send me the money for this because the high bidder didn’t win the auction.”  And uh, a fraudster doesn’t even need an account to do this.  They’re sending it out to any one email address.  They’re just sending it to an individual’s User ID at Gmail.com, at AOL.com, at MSN.com, at Yahoo.com, Hotmail, etcetera.  They’re just blasting it out to you know, ten ISPs, hoping that one of them actually lands in their account.  As it turns out, a lot of eBay members actually do have User ID’s that match their email addresses and domains.  So the problem began to be too significant to let continue to happy and so we’ve made it so that the first letter and the last letter are there but there are other asterisks in between.  And you know, unfortunately, this removes a little bit of transparency from the site, but I do want to mention a couple of things.  I’ve heard concerns about schill bidding that people have raised.
Griff: Yeah, there’s been a lot of talk about that.

Matt: Yeah.  And you know, of course you know, Brian and I and the whole T&S, Trust & Safety team, obviously, you know, we’re responsible for ensuring that schill bidding doesn’t happen and gets punished if it does.  So you know, we’re kind of vigilant on both these things.  A couple things first of all, both from our perspective and from the members’ perspective, I’d like to point out; from our perspective, we have great detection techniques, in terms of finding when there appears to be either the same individual bidding, you know, acting as a buyer to try to shield their own items or acting in concert with other individuals to do so.  So we proactively do detect a lot of this stuff.  We do also rely on our members to report stuff for us and then we’re able to investigate and take action where appropriate.  And so we’re very vigilant on this.  Sometimes I hear, “Hey, you know, eBay, they don’t mind schill bidding.”  And boy, nothing could be further from the truth.  That’s really short sided to think you know, to make a little extra money on what a single auction would be willing to trust on the site.  It just doesn’t make sense.  The other thing is for members, members said that it’s hard for them to find out on the auction, you know, is something elicit happening.  And when we rolled this out to the items over $200.00, we actually created some additional features which really help people who are trying to track and see if there’s any of this behavior going on.  And what you do is you go and you click on the high bidder or go to the bid history page, and you click on the uh, the bidder.  And we’ve summarized a bunch of statistics that are really helpful, like the thirty day view of you know, what the bidder has been bidding on, what categories they bid on, what sellers they bid on.  The percentage of their bids that are only on this particular seller’s items which you know, exclusive bidding can be associated with schill bidding.  And it’s all in one place. It’s really actually, and we did this by actually asking the community for help.  We asked some of our best schill hunters; “Hey, what information do you look for,” and then we went ahead and designed that into the site.  And so while there is some information that is not as easy to find, other information is actually at everybody’s fingertips now, whereas they used to have to go search all over for it.  And we found from listening to the members that it’s actually very helpful for them and it’s working out well.
Griff: Yeah, I was amazed when I saw the enhanced version of this and the recent release.  There’s more information on that page that shows you the activity of a bidder than we’ve ever had aggregated in one place and it’s actually brilliant.  If you’re still interested in helping eBay out by looking for possible bad activity by buyers or sellers, this is a great way to do it.

Matt: Yeah.

Griff: So I wanted to move back to Lorrie and talk about a big first.  And I know that you know the history of the company and this was a really big first and I wanted to get your thoughts about it.  But you know what I’m talking about.

Lorrie: Yeah, the category based approach to pricing.

Griff: Absolutely.

Lorrie: Yeah, there you go.  So to just remind everybody, we announced category specific pricing in the media category.  And uh, this actually came out of again, engaging with the community and really stepping back and understanding what’s the best for the health of the marketplace.  And so what we did was we reduced insertion fees for the first three tranchés uh, substantially, by 40% to 50%, and we want to step back and evaluate this and see the impact it has on the marketplace over the next few months.  Our current view is that this may be a trend that we go to as we said in our AB post, across many categories.
Griff: Oh.

Lorrie: But this is a first step.  We want to see if it actually has the intended outcomes to improve the health of the marketplace and if so, that’s a direction we’ll move in.
Griff: I know there’s a lot of sellers in other categories very happy to hear that.  Also, I have one more thing to ask you about because this is actually another kind of first.  In fact no, it is a first.  We never did this at eBay, and that’s the idea of repeat feedback credit.  What are your thoughts on this?

Lorrie: So this has been one that I know sellers have asked for for a long time, which is, “If I’ve got satisfied buyers, why can’t I get repeat feedback?  I know, I sell to several people.  I’m a seller as well as a buyer on eBay and I certainly want to get repeat feedback for satisfying people over and over again,” so that’s what we did.  We started on February 19th and we captured all repeat transactions between 1996 and February, 2008.  That’s actually coming in May.  And you know, this is something that we think is all about making sure that we grow buyer loyalty and we want to recognize sellers for doing that.
Griff: Yeah, I can’t wait for this to roll because I know my feedback personally, is gonna shoot up about a thousand points.
Lorrie: Hah, hah.

Griff: And I’m not the only one.

Lorrie: And we recognize you know, Griff, that there, these are some big changes, right?  These are huge changes if you look at the history of eBay.  We’ve probably thrown more change at this community in the last eight weeks than we have in the prior two years.  And so we recognize it’s a lot of change.  Uh, one of the reasons that we’re here today is to clarify a lot of the detail and to take your questions and then to make sure overall, our intent is very clear, which is to improve the marketplace.  And that’s where we’re going.
Griff: Well thank you, that’s valuable information.  So I want to tell everyone how we work this here.  As you know, we take all the questions and comments we can live on the air.  And to put your question into the cue, you have to call us at our toll free number, both in Canada and the US, 877-474-3302.  And as you know, we love hearing from you.  I mean we actually need to hear from you in order to make the Town Hall a success.  So tell us what’s on your mind.  We’ll be happy to clarify any questions or concerns you have.  And if you have suggestions or input, we also like those.  
Today’s Town Hall will run for ninety minutes, so we have about an hour and fifteen minutes for questions right now.  It should give us ample time to answer a wide selection of questions but you have to start calling right now, 877-474-3302.  Also, if you’re a little shy about calling us on the phone, there is the option to email us your question at Town Hall at eBay dot com (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 your questions.  We’ll also answer some of the most common questions we received via email in the past few days.

All right, so I don’t want you to wait any longer.  Here’s the number; 877-474-3302.  Our phone greeters will give you instructions on how to collect your Town Hall gift in appreciation for calling in, so be sure to listen for that when you make the call.  And also, remember to keep your question as general as possible, so that it’s of interest to the wider community.  The listeners will benefit from the answer if it’s a general question.  If you have a personal question about your account, please contact eBay customer support through our web forms or through live chat.  You can also again, email us your question at Town Hall at eBay dot com (townhall@eBay.com) and I think we’re ready to go.  877-474-3302, to the phones.  Edward, from Waltham, Massachusetts, welcome to our Town Hall.  What’s your question?

eBay Member: My question is basically with the changes that took place on February 20th, and you mandated a minimum one dollar insertion fee for all store items.  I was just curious how you came to that decision and why it was implemented.

Griff: Thanks, Edward.  

Brian: Thanks, Edward.  This is Brian Burke, from Trust & Safety.  So just a quick clarification, we didn’t mandate a minimum insertion fee but rather, we mandated that any fixed priced item must have a minimum one dollar listing amount.  And the main reason that we made this decision and came to this conclusion was there’s a lot of items on the site, especially multi item fixed items, where you see one penny items.  And what was happening were members were using that format to list items that really had no value for the sole affect of padding or manipulating the feedback system and we felt like we needed to take that away.  And this was you know, internally what we would call some low hanging fruit where items below a dollar seem the natural place, especially in a fixed price format where there was no opportunity for those prices to rise higher than the list price.
Griff: Thank you, Edward.  Our number here is 877-474-3302.  Shall we take a question that came in earlier?  I think we will.  Let’s go to, in fact, Lorrie, if you want to help me here.  Lorrie always helps with selecting questions.  I don’t want to just pick them myself.

Lorrie: Let’s try the Best Matched one.

Griff: Let’s do that one.  So this question came in just recently to our email address, Town Hall at eBay dot com (townhall@eBay.com).  “As a small power seller, I’m finding the new search is tough on my business.  We tried several variations of listings but can never get to the front page.  As long as we stay on the back pages, we have no hope of being successful on eBay.  Prior to Best Match, we at least had some control of our listings.  Now we don’t.”  
Jamie. Yeah, this is Jamie.  I’ll take this one.  So you know, the goal in Best Match is really to make sure that we’re putting the most relevant items that the buyer is seeking at the top of the list and also to make sure that our best sellers are being promoted and that our buyers are having great buying experiences as a result of that.  On your specific question, I think the key things to focus on are your DSR scores and making sure that you’re hitting the minimum thresholds that we’ve set for those scores.  In the case that you’re not, your items will actually receive less exposure until you’re able to get your thirty day average above those limits that we’ve set.
The second thing I would say is that the time ending soonest, especially for auction items is still a heavyweight in the Best Match factor, so you may not be seeing those items but as they get closer to close, they will actually start surfacing closer to the top of the list based on time ending soonest.  If it’s a high dollar product that you’re selling, you may also want to consider Category Featured or Feature Plus as an option for making sure that you’re at the top of the page.  Of course, that you can probably only afford to do that if it’s a high dollar item.  But those are the three things to make sure that you’re on top with your listings.  And with that, you should have good selling success.
Griff: Thank you, Jamie.  Does anyone else want to add something to that?  No?  Okay.  877-474-3302 is our number here.  Let’s take this one.  This is also one that just recently came into our email address at Town Hall at eBay dot com (townhall@eBay.com).  “If a seller has an item listed with Best Offer, how can the seller choose between offers without having the full benefit of information about the buyer’s purchase history?”  And I believe the question, is this um . .
Jamie: I can take it.  So um, so we did not intend to uh, to mask those IDs.  As a seller, you should be able to see the buying IDs of folks who are sending you Best Offers, so that you can look at their history, etcetera.  We will have somebody on the team take a look and see if there might’ve been a bug when we rolled it out, such that we’re masking those.  But the intent is that if you are logged in as the seller, you can actually see the buying activity and the full buyer ID of people who sent you a Best Offer.
Griff: Because I assume that would make a difference for some sellers who wanted, in accepting a Best Offer, is to see.
Jamie: Absolutely.  So the functionality should be that you can see the whole ID.  If it’s not, it’s a bug and we’ll get it fixed.

Griff: Oh, okay, great.  Thanks for that.  All right, here’s another one that came into our email address at Town Hall at eBay dot com (townhall@eBay.com).  Again, our number here is 877-474-3302.  I know that no one’s in the cue at the moment so this is your perfect opportunity to get your call right in.  And the other thing I know about our community is they’re not that shy.  So we’re expecting some calls at 877-474-3302.  
Here’s an email that just came in.  “I have to wait fifteen or more days for a refund on postage that does not print.  Can’t something be done about this delay in reimbursement when I have to reprint postage right away?  And this is through printing through PayPal” 

Monroe: Yeah, hi, Griff.  This is Monroe. 
Griff: Monroe will take this one.

Monroe: I’ll take that one.  We have heard about this from our customers and we know it’s a point of frustration with PayPal shipping.  Um, and so the explanation for why it takes so long to get the refund is that we are working with our carriers, our shipping partners on getting those refunds and reversing the labels after they’ve been created.  So we’re dependent on the connection to the shipping carriers in order to process those refunds.  So um, so unfortunately, it’s just a shortcoming of the technology in being able to process that refund quickly but I understand that that means that some of our customers have to print a label again, and it feels like you’re paying for it twice.  But I guess what I would say is that the carriers that we work with are uh, large and reputable and you will get your money back.  It just unfortunately, takes fifteen days.
Griff: So we just have to put a little poke about, maybe get them to do this easier.

Monroe: Yeah.  It’s an area we’d like to improve and we’re constantly working with the carriers to improve the service but it’s something that we just haven’t been able to do yet.
Griff: Terrific.

Jim: And Monroe, just to add to that, this is Jim from the Seller Experience team.  One of the reasons it takes them a little bit of time is that they have to confirm that the label is not actually getting used and into the postal system.  So it’s a fraud prevention on their part too.
Griff: Thanks.  Here’s another question that came in to our Town Hall address, Town Hall at eBay dot com (townhall@eBay.com).  “When can we expect to have the Seller Dashboard available?  Right now all we know is quote, “March” or “April” unquote.
Lorrie: Is it Jim?

Griff: Jim.

Lorrie: This is Jim’s favorite project.

Jim: How about I take that one?

Griff: I think you should.

Jim: Okay.  So you know, we don’t like to necessarily announce when specifically, things will be coming live at the site because there’s always things that can get in the way of that at the last minute.  Um, but I can say that as we’ve talked about before, we’ll have a light version of the dashboard that will be available before April invoices.  So folks can take a look at their thirty day DSRs and also see if they qualify for that first discount.  That will be available.  I can’t say exactly but pay attention next week.  Okay?  So that will be available next week and then very shortly after that, I can’t say exactly but, you know, a month and a half after that we’ll have the full blown version of the dashboard but of course, I’m not saying any exact dates.

Griff: Jim benefits from lower expectations.

Jim: Yes.

Lorrie: Jim, can you just remind us what is in the dashboard light?  You talked about that.  That might be helpful to just remind everybody.

Jim: Yeah.  So the dashboard light is specifically for those, for PowerSellers so they can determine whether their thirty day DSRs qualify them for the discounts which will appear in their April invoices for the first time.  So that’s all the information that will be in dashboard light is whether you qualify for that discount in April.  And we’ll also show you your thirty day DSRs which will be the first time folks will be able to look at those numbers that the discount will be based on.

Griff: I know that’s something that sellers really want.  And the enhanced version or the full release version will contain a lot more information for sellers as well.
Jim: Absolutely.  Yeah, the full version will contain things like, gosh, I’ll try and remember all this, but it will contain your PowerSeller status.  It will contain the full view of your DSRs, thirty day and twelve months.  It will show you whether your items are being promoted or demoted in Best Match.  It will show you what your buyer satisfaction rating is.  Um, and also what your account status is, your billing account status.

Griff: That’s a lot of information that isn’t available right now.

Jim: Some of it is, like the billing account status you can get today.

But it’ll put it all in one place and it should be significantly easier for you to get that information.

Griff: I know I can’t wait to see this, so.  877-474-3302, that’s our number here.  Brenda, from Union Dale, New York, welcome to the Town Hall, Brenda.  What’s your question?
eBay Member: Hi.  I was calling to find out with all the changes that are going on, if eBay ever was going to institute some form of call-in customer service?

Griff: Good question.  Who wants to take that one?  Lorrie?

Lorrie: Sure, Griff, let me take a shot at this one.  So um, first of all to remind everybody, we are, we always do experiments, so if you actually have a different experience with customer service via phone, that’s because we’re continually experimenting and one of the things we just did in Germany over the holiday season was actually launch phone support.  So we’re watching Germany very carefully right now.  There are eighty million people in Germany and about two hundred additional million in the US, and so we’re going to learn from the German experience, and really decide whether or not that is something we want to roll our for the US market.  So we’re experimenting and learning and we’re starting with the first eighty million and um, again, if it’s a good experience for us, we’ll continue to build on it.

Griff: Brenda, are you a PowerSeller or a buyer?  . . . 

eBay Member: A buyer .

Griff: Ah, good.  Currently you know, if you’re a PowerSeller, there are various levels of phone support as benefits to the program, depending on what level PowerSeller you are.  So here’s hoping that you’ll pick up, start selling and become a PowerSeller before we actually do rollout phone support sometime in the future.  You’ll have it, you’ll have it quicker that way.

eBay Member: Well I just feel that it’s easier to understand when it’s verbal.  
Griff: Yes.

eBay Member: Nothing else has gotten me to listen to the radio shows because it gives me a chance to talk to a person.

Griff: I understand.  Yes, Brenda, I think you called into the show, if I remember correctly.

eBay Member: Yes, I did.

Griff: Thank you for that plug, by the way.

eBay Member: I would love for you guys to make this available.  I want to take full advantage of it.
Griff: Fantastic.

Matt: So Brenda, have you ever gotten a prize from Griff?

eBay Member: No.

Griff: Ut-uh

Matt: Griff, maybe you can do something about that.

eBay Member: Do I get a toy?  This is cool.

Lorrie: You got to be careful here Brenda, because you might get Matt Halprin’s used hat.  But uh, we’ll try and get you something else.

eBay Member: Well if I hung onto it long enough, couldn’t I just sell it as my first item?

Griff: Yes, you could.  That would actually be very interesting to watch.  Good idea.  I think you’re gonna do fine, Brenda.

eBay Member: Once I learn all the rules, I’ll be okay.

Lorrie: One of the things I would encourage is with the new, the new user flow and the SYI flow we just rolled out.  Uh, I could even sell easily that way.  So Brenda, it’s been very helpful for me personally, and I just encourage you to check it out.

eBay Member: Well right now I’m a little bit shaky because I keep reading the community answer centers and quite honestly, there’s intense emotions going on there that sort of effected me a little.  So like I said, I quite honestly want to wait for the dust to settle a little bit with the new rules coming out.

Griff: Yeah.  Well when you’re ready Brenda, you know you can always call into the show and you can always ask, you can always ask me too, as well.  I’m always willing to give a hand to any new seller.

eBay Member: Thanks a lot.

Griff: You’re welcome, Brenda.

eBay Member: Well I’m determined to do it.  I just want to pace it out the right way.

Griff: You’re gonna be, you’re gonna do just fine.

eBay Member: Thanks.

Griff: Thanks, Brenda.

Jim: One more point, Brenda, before you go.  

eBay Member:Yes.

Jim: I just want to say that if you do ever open a store, you’ll also get access to phone support for CS.  Okay?

eBay Member: Okay.  I just think that it would clearer sometimes than waiting for emails to come back.

Griff: Yes, we agree.  Thank you very much, Brenda.  877-474-3302, or you can email us here at Town Hall at eBay dot com (townhall@eBay.com).  Shall we take this one next Lorrie?

Lorrie: Sure.  
Griff: “Why don’t you explain DSR ratings in more detail to buyers?  When should a rating of “accurate” be given versus “very accurate”?  My DSRs on description, communication and shipping time are 4.8, yet, I’m at a 4.6 on shipping and handling charges.  I only charge actual shipping, no handling fees.  How do you suggest I improve my DSR?”  I think all of us have something to say about this, so.

Brian: Would you like to start, Griff?  So this is Brian.  So I think this is actually some input that we’ve received from a number of different sources over the last couple of months.  And you know, one of the things is, you know, in the lead feedback flow, what we’re trying to do there is just provide some very brief concise guidance to buyers.  Most of our buyers understand a one through five system, and that the one is low and a five is high.  And what we’re trying to do is just give them some general guidance.  We actually don’t want to put a whole bunch of text in there guiding.  We’re providing guidance around exactly what we think that should be at this time.  This is something that we will look at after we make the changes in May, to see if we do need to make some changes with the specific language used, but that’s not something we’re going to do immediately.  With regards to improving your scores; so first off, the 4.8s are great and 4.6 in shipping is a solid score.  When we look at it across the averages, you know, the one thing that I would suggest is you can always communicate.  If you’re only charging actual shipping and handling charges, make sure that your customers understand that and that might help you with regards to the ratings.
Griff: And you know, I was gonna echo the same points here which were, the communication end of this is really important.  A lot of sellers who have high DSRs right now are actually finding legitimate ways of promoting the best aspects of their business.  They talk about it in their listing descriptions.  They make it clear.  They educate and set buyer expectations by providing information about the weight of an item for example, or the fact that they don’t charge a handling charge.  I know some sellers, and this is always an individual seller choice because it can be a cost, some sellers have actually taken to um, refunding a little bit of the shipping back whenever possible and saying, “You know, it was a little bit less expensive than even I thought so I’m sending this refund back.”  And it would be very difficult for any buyer to argue with that activity as not being beneficial for them.  So there are many things that a seller can do that can help delight their own buyers to the point where they’re gonna really want to leave fives because they had such a good experience.  When I look at people who have good scores but could be better, it’s usually because they’re not, they’re not doing what other sellers do to actually go that extra mile.  And it doesn’t take a lot of effort and it doesn’t take a lot of money, it’s just always keeping the buyer in mind.  So what would, what would delight you Mr. or Mrs. Seller, as a buyer?  And then provide that same experience to your buyers and you’ll see your ratings go up.  It happens all the time.  
Okay, so let’s go to the phones.  877-474-3302.  And Keith, I’m sorry, I didn’t see the name.  Welcome to the Town Hall, Keith.  What’s your question?

eBay Member: Um, yes, a one pound priority package costs me four dollars and sixty cents to ship. If I offer it as free shipping in my listing, then with PayPal and eBay fee, that will actually cost five dollars and twenty-five cents out of my pocket.  Is there a way eBay can discount someone that offers free shipping?

Griff: It’s a good question, Keith.  Thank you.

Lorrie: So Griff, let me take a shot at this one.  This is Lorrie again.  Hey, Keith, thanks for calling in.  Um, so one of the things we’re finding with many sellers is that offering free shipping is helping their conversion so much that it’s actually worthwhile.  It’s something that we monitoring very closely and it’s something we’ll evaluate going forward.  Again, what we want to do is make sure that we get the right kind of conversion for sellers.  So we’re seeing some of these things work and then there’s some other options where we’re seeing sellers just communicate better with shipping and get the same kind of, in lifting conversions as well.  So.
Jim: Yeah.  And just to add to that too, some of the things we’ve been experimenting with are what could we do if we do offer free shipping to sort of highlight your item that is being offered as free shipping?  So now when you do specify that shipping is free, we’ll put special icons next to your items in Search and also on View Item.  And we’ve done promotions in the past for sellers who are offering free shipping to give them, to drive even more traffic to those listings on the site.  So we’re really trying to I’d say feel our way into this and figure out what works best for sellers who do want to talk that path.  But we think that it will definitely we be reflected in their DSRs. 
Griff: Thank you, Jim.  877-474-3302.  Tammy, from Jacksonville, Florida. Welcome to our Town Hall, Tammy.  What is your question?

eBay Member: Hi everyone.  How are you all doing tonight?

Griff: Great.

eBay Member: Um, my question concerns the upcoming feedback changes that are supposed to take place sometime in May.  Currently, I’m a small time seller on eBay.  I started many years ago as a hobby and it still remains a fun hobby, and I hope to keep it that way.  But my question is with the, in the last couple of months I’ve had numerous nonpaying buyers.  And I’m afraid with the upcoming changes, that I’m not gonna have any way to let the community know about the buyers that did not pay me and all the trouble I had to go through getting payment from them.  Does eBay, once they put the changes in that they have predicted, do they have a backup plan that they’re gonna quickly insert when it doesn’t work out too well?

Brian: So Tammy, this is Brian.  So I guess first, I’d like to say we actually think it’s gonna work out really well.  And then I think there are a couple of things.  As a seller, especially with UPI’s, um, with Unpaid Items, we currently have a process that you can leverage now to report a buyer who doesn’t pay for an item.  And if that buyer gets reported by numerous sellers, we’ll actually suspend them from the marketplace.  Now in addition, when we make the changes in May, if they have left you negative or neutral feedback, and they don’t respond to the Unpaid Item process, we will completely remove the feedback.  In addition, if multiple sellers report that buyer for Unpaid Item and we suspend that buyer for Unpaid Item, any negative or neutral feedback that that buyer has left will be removed.  
There’s also some other things that you can do as a seller.  Today we have a tool for sellers called Buyer Requirements.  And you can set a Buyer Requirement for not taking bids from anyone who’s received two Unpaid Item strikes within the last thirty days.  And in May, we’re gonna actually make that a little bit more flexible for sellers.
Griff: Well, to provide more control.

Brian: Yes.

Griff: Matt, you have something to add.

Matt: Yeah, I mean a couple things. We’ve heard that there’s a lot of concern in uh, from some sellers about you know, Unpaid Items going up or other policy violations.  The first thing to callout is actually, so far the Unpaid Item Rate hasn’t changed.  It could change in May but we’re watching it very closely.  And the second is to you know, make sure, reinforce what Brian said, to add something more specific which is sellers who are concerned about Unpaid Items, go into your Seller Preferences, select the Buyer Requirement that you will only accept bids from people who have a PayPal account.  Okay?  It has an 80% lower, eight-zero percent lower Unpaid Item Rate.  Now people that have verified through PayPal, you know, they tend to pay and they have a really easy way to pay too, because it’s with PayPal.  We often are asked, “Why don’t you verify all your buyers,” and we may do that someday.  But in advance of that, a seller has a way to have all their buyers verified.  And if you take care of that, I think you’re gonna find that there won’t be any problems.  I don’t think they’re really gonna be any problems anyway but certainly, sellers have it at their disposal right now, a way to you know, almost eliminate Unpaid Items.  And if you sell Fixed Price, use immediate payment which does eliminate Unpaid Items.
Griff: So I’d like to extend on Tammy’s question because I get a lot of, recently in fact, just a lot of email about this.  There are sellers who say that one of the things that they will miss, and sellers not being able to give buyers appropriately negative feedback, is that they use this as a way of determining whether or not you know, they’ll check out buyers and then you know, either cancel their bids or block them.  And I was wondering if we have any information to show that that is a practice that currently plays a major role in seller strategy.  Or is this something that actually is not as widespread as many sellers believe?

Matt:  Yeah, so I don’t think we have direct data to show what’s happening there, other than we can say definitively that it’s less than it used to be.  Because you can’t do that for fixed price and fixed price is a much bigger part of our marketplace today than it used to be.  It continues to grow every year.  And so as a portion of the marketplace, the activity happens less and less.  On the other hand, it does still happen a little bit.  And to that end, we are gonna build, and Brian eluded to, we are gonna build to enhancements to Buyer Requirements that actually you know, in some ways make it ever better than having to go check buyers’ feedback.  And this is the ability to set a Buyer Requirement that will allow sellers to block bids where other sellers, at least two other sellers have reported a buyer for a policy violation; not just Unpaid Item but something like extortion or you know, a transaction interference or something like that.   
In that way, if at least two other sellers have reported a buyer for something, you can automate as a seller I don’t want a bid from that person, right?  I think we’d encourage sellers to be careful because you might, just because a person reports it doesn’t mean it’s happened, you’re not sure, and so you want to make sure you know, you use that judiciously and the feature actually has something called a Buyer Activity Log, which allows you to see which bids you’ve blocked and which User IDs, etcetera.  But in this way, instead of a seller having to go to look at all the feedback from different sellers, they can simply say, “I’m gonna let this happen automated in the background and let eBay,” you know, if two other sellers have reported it, “go ahead and block the bid for me.”
Griff: And I know that we also have, and I’m sure that it will still be, eh, correct me if I’m wrong, the Buyer Requirement Exemption List, so that if somebody who is blocked, contacts you and makes a case for their bid worthiness and you agree to give them a chance.  You can always then put them on the list and they can bid or purchase.  So that you’re actually without having to search them out, have a betting process available to you as well, for those mechanisms.

Matt: Exactly.  Any time a buyer encounters a Buyer Requirement where they get blocked, they’re served with a link to ask the seller a question and asked to be added to the seller’s Exemption List.  

Griff: Cool.  877-474-3302 is our number here and you can also email your questions to Town Hall at eBay dot com (townhall@eBay.com).  Let’s take one that came in recently to that very email address.  “The Final Value Fee rate for items over twenty-five dollars has jumped to 8.75% and the fee for items under twenty-five dollars has also increased to 3.5%.  You said that these changes are beneficial to sellers but I don’t understand how this helps me.”
Stephanie: Hi, Griff.  This is Stephanie.  Let me spend a minute talking about our goals for pricing and why we actually do think this is good for sellers.  So we had two primary goals with the pricing change.  One was to rebalance fees.  And what does that really mean?  That means to move away from listing fees and have most of the risk on the backend be paid through Final Value Fee, so essentially taking out the risk of selling on eBay.  And the second goal is to create a better buyer experience.
So let me talk about what we actually did.  We increased final value fees but we lowered listing fees and we gave away free gallery.  And in addition to that, we offered 5% to 15% discounts if you have high DSRs.  And so if you combine all the changes we made together, we actually lowered the overall cost of selling on eBay for the majority of sellers.  And we rebalanced fees to enable sellers to actually lower their overall cost of taking a risk on selling on eBay.

Griff: I think it, actually reiterating this that what we mean by “lowering the risk” is that when you list something and pay for it and it doesn’t sell, there’s no benefit to you at all because you paid the money to list it.  By lowering the insertion fee and making more of the fee on the backend, at least the item has sold.  That actually is better for sellers because it gives you better control of how to plan your business.  Because you know that for it items that sell, you’ll pay this amount of fee, as opposed to, “I’m gonna list this item.  I gotta pay this amount of insertion fee, how do I plan ahead if I don’t know what the sell through rate is gonna be?”  So in that . .
Stephanie: Exactly.

Griff: having to pay for something once sold and having to pay a fee is a lot better for a seller when it comes to planning and managing their business on eBay.

Stephanie: You only pay when you’re successful.  I think that’s where we’re really trying to get to.  And the other point I’d like to stress is that we’re really trying to partner with sellers to create a great buyer experience on the site.  And so we’re rewarding sellers who are offering a great experience and we’re measuring that in part through DSRs.  And so we’re offering discounts from 5% to 15% if you hit those great DSR scores and offer low shipping cost and great handling and a great buyer experience.  And so we’re gonna be testing, you’re gonna see lots of activity from us over the next few months and we’re gonna test, as Lorrie mentioned earlier, category based pricing.  We’re gonna test promotions around creating a great buyer experience.  We’re gonna test promotions for auctions sellers that are listing low, low priced items.  So you’ll see a lot of activity and we’re really just trying to create a better partnership with sellers and create a better buyer experience.
Griff: Terrific.  Thanks, Stephanie.  Another question that came in recently to our email address, again, at Town Hall at eBay dot com (townhall@eBay.com).  “I sell many items to newly registered eBay buyers.”  Eu, I like that.  “It would be nice if eBay would reward sellers who attract new customers to eBay with some kind of discount.  What do you think?”  And Jim, I think this is a question perfect for you.

Jim: All right, well I will take that one, Griff.  So uh, I think it’s a great idea.  We know that our sellers actually provide a lot of education through our buyers, eh, taking new buyers on the site and sort a help walk them through the process.  We do actually have two programs that I would like to callout, that are available for sellers.  One is the affiliate’s program, which will, you can get to just by going to the bottom of any of our pages.  There’s a link that says Affiliates, and you can learn about that.  Basically what that does is you know, for folks who drive traffic to our site, we pay them a bounty for our users that register and are active.  So that’s one way that you can get credit for traffic that you drive to the site.  And also, we have a store referral credit program for folks who own stores.  And the way this works is we’ll actually give you a discount on your Final Value Fee for traffic that you’re able to drive yourself to your eBay store.  And that’s up to 75% Final Value Fee credit, so something to look into if you’re interested.
Griff: So I’d like to extend again on this question, because I think a lot of people aren’t familiar with the Affiliates Program.  It’s not something that we really heavily promote but it is still in affect, and where do you people go to learn more about it, you know?

Jim: Uh, Griff, if you were listening.

Griff: I was listening but Jamie was writing so I got distracted.

Jim: Okay.  But if you can go to, just go to the bottom of any of our pages and in the footer you’ll see a link that says Affiliates.  Click on that.

Griff: I knew that.  I just wanted to hear it again.

Jim: Okay, good.

Griff: All right.  Oh, one other thing; so the Affiliates Program, for some people, is actually quite a source of income.  I hear that there are some people making quite a bit of money on our Affiliates Program.  So the opportunities here for those who are prone to know how to market probably are pretty good.

Jim: Yes, it is.  

Griff: I just wanted to do a little plug for you.

Jim: Okay, thanks.

Griff: 877-474-3302.  Let’s go to David, in Bridgewater, Connecticut.  Welcome to the Town Hall, David.  What’s your question?
eBay Member: Hi.  My question is regarding schilling uh, bidders User ID.  My question is recently uh, that ability to see other bidders was removed and I think that that reduces competitiveness in auctions, especially amongst communities of people with similar interest that see each other bidding all the time on the same groups of items.  And I was wondering if eBay would consider reinstating the ability to see those.  I know it was due to fraud with second chance offers that it was removed.  Uh, but I personally have found the bidders bid tool invaluable and it’s permitted be to bid on many, many more auctions than I would otherwise and probably generate a lot of business for eBay, as I am a PowerBuyer.
Griff: Thank you David, for your call.  Who wants to take this one?

Matt: Yeah, I’ll take it.  It’s Matt Halprin.  Thanks for the comments.  A couple things; certainly by you know, masking the User ID’s so that the individual can’t be targeted with a fake offer, there was a risk of reducing bidding for people’s fear.  And we had a lot of concerns about this, especially fifteen months ago when we launched this for all auctions above two hundred dollars.  I mean I personally was concerned about the impact of bidding.  We were pleasantly, I don’t know, surprised but you know, pleasantly learned it was a surprise that actually, there was no impact to bidding at all.  We studied it over and over again.  We studied it by category, by top buyer, by all buyers, new buyers, experienced buyers and for listings above two hundred dollars where we were masking the ID, there was no impact to bidding.  And we’ve been watching very closely in Australia where we launched this a week earlier than we did in the US, and again in the US, and again, there’s been no impact to bidding.  And we certainly hope that it stays that way.  Uh, and but totally, totally hear you that there, we know there was a risk, that this would happen.  Uh, but it turns out that apparently, the risk isn’t realized.  And I think that’s in part because you actually can learn a lot about the bidders still.  I mean you get to, you know, in small communities or circles where there’s a lot of you know, common interest, what we found is people tend to recognize the first letter and the last letter and the rough feedback amount that’s there.  And you kinda get to recognize the same people even though the full ID isn’t exposed.  It’s no longer Bidder 1, Bidder 2, Bidder 3, which is what we did originally when we launched and it was really (inaudible) . .  Now actually, you get to start to recognize bidders trying to get a recognize um, other bidders that are bidding on common auctions.  And then they can go check actually, like I described before, and look at the last thirty days and see exactly which categories these people bid on in the last thirty days, on which sellers.  Or at least if it’s relative to this seller, what percentage of the items are on this seller?  And so a lot of these things have turned out to be okay.  So of course, we will watch uh, continue to watch and make sure things go okay, but so far so good.
Griff: You know, I’d also like to say that I over the last twelve years, received a lot of email from bidders who maybe they’re new to eBay but uh, and then are kind of unpleasantly surprised to find, or in the old days, find out that they’re User ID was available.  And I used to have people on a regular basis, different people, it was a common theme, I would get an email where people would say, “You know, I don’t want people to know what I’m bidding on because then they follow me around, and I want my bidding to be private.  It’s my own business.  Why do you show my Bidder ID to everyone out there?  It’s just making it harder for me to buy items.  So actually, there were, I mean it’s just one more perspective to add to this, that I think that there are some people who became very use to being able to see the ID’s, and we had fun following people around.  But the jump and the conclusion that now that they’re not as easy to follow, it’s no longer as fun and bidding will decrease, isn’t true, as you said. And also, there’s the other side where there are bidders who really don’t want their Bidder ID showing.
Matt: It’s been interesting.  I mean we’ve been tracking it very closely and we uh, tracking reaction, and people who have tried to call in to talk about the issue into some of our customer support centers, and interesting enough, what we found is that a little bit over half buyers are either happy or neutral about the change, and maybe a third are unhappy about it.  And almost all sellers are happy about it.  Because they’re happy that the fake offers and the bidders aren’t being targeted any more from it, so.  
Griff: Thank you for that call.  877-474-3302 or our email address, Town Hall at eBay dot com (townhall@eBay.com).  Let’s go back to the phones.  Catherine, from Bellingham, Washington.  Welcome to the Town Hall, Catherine.  What’s your question?

eBay Member: Hi.  I use PayPal shipping and they have a new flat rate box available but it’s not available on PayPal shipping.

Griff: Oh, thanks.  I didn’t know this.  What size is that box?

eBay Member: It’s larger.  It goes for twelve ninety-five.

Griff: Oh.  Yeah, I want that.

eBay Member: Can we get that on PayPal shipping, please?

Griff: Yeah, let’s.  Can we get that?  I see Christina wants to get on her Mic.

Brian:
I was just gonna say hi, Catherine, this is Brian.

eBay Member: Hey, Brian.

Matt: Oh, hey, Catherine, it’s Matt.

eBay Member: Hey, Matt.

Griff: Hey, Catherine, it’s Griff.

eBay Member: Hey, Griff.

Griff: Hey, Catherine, it’s Jim.

Catherine:
Hey, Jim.

Kristina:
Catherine, you’re famous.

eBay Member: Hey, everybody.

Kristina:
Catherine, it’s Kristina Klausen, from the Shipping team.  Thanks very much for your question and we’re delighted about the new USPS larger flat rate box that has been recently launched.  You’re correct.  The large shipping box is available in the eBay shipping calculator, to be included in your listing but we don’t have it integrated into the PayPal label printing solution yet.  We expect that to come later this summer.  It takes a little bit longer to make the changes there.  So hope the box meets your needs and we’re excited that it’s been launched.

eBay Member: Can you also, did you know that they’re raising the rates on the (inaudible) . . and that will be ready to ship?

Kristina:
Yes, we are aware that USPS will be raising some of their rates in May.

Griff: Will we be ready for that, by the way?

Kristina:
We will.

Griff: Okay.  I think there’s always a concern that there might be a disconnect and that could affect a lot of people’s business.

877-474-3302 or Town Hall at eBay dot com (townhall@eBay.com) if you’re shy, if you’re one of those shy persons who wants to email it in.  This is one that somebody emailed in, a shy person.  “On the new feedback profile page, you can still easily see someone’s feedback score but their total number of feedback is now much harder to see.  It’s in very small print and lower on the page.  Why did you make that change? The total number let’s me know that the seller has a lot of repeat business, which is a good sign.”  Brian.

Brian: Thanks, Griff, I’ll take this one.  So good question and the reason for that is um, in February, we started counting repeat feedback going forward and you know, by the end of May, we will have done a recalculation to give credit for people’s repeat feedback going backwards.  And so your total score actually will be representative of all of your repeat feedback going forward.  And so you know, at least the feedback that we count.  So it’s one per week that we will count for repeat feedback.  

Um, the other reason for the change is there are a lot of numbers on that page and what we’re trying to do is get buyers to focus on the most important numbers on the page.  And so reducing or being able to eliminate a number on that page is definitely a goal.

Griff: Thanks, Brian.  877-474-3302, and that’s our toll free number.  And let’s see, I think Orin.  Orin, welcome to the show; sorry, Town Hall.  What is your question?

eBay Member: I was trying to issue a (inaudible) . .  with one of my clients.  The system wouldn’t allow me.  When I was calling technical support for technical support, they said there is some problem in the system and it’s (inaudible) . .  account and I should try in a couple of days again.  Um, I asked if there was any way I could refer my client and there wasn’t any way to show my client, “Look I’m trying to issue an account. I can’t do it and then but PayPal is saying that they have a problem in the system.”  I ended up obviously, sending money, which I shouldn’t do it because I didn’t want my client that he wasn’t happy with, to have to resend it.  The items (inaudible) . .  wait for the refund.  If there was a way for me like a log or any kind of page that would say uh, this would allow me to refer my client, then he might’ve been sympathetic to the situation and wouldn’t be upset with me, in taking the time to issue the refund.

Griff: Orin, that’s a very good point.  Thank you for that suggestion.  Who wants to take this one?  Sure, go ahead, Monroe.

Monroe: Sure.  Orin, this is Monroe, from PayPal.  So it’s a great idea is what I would say.  And what eBay does have is a Systems Announcement Board which does post announcements when there are technical issues on the eBay side.  And so if there are technical issues with the PayPal, that are affecting things like eBay checkout, then that would show up on the Systems Announcement Board.  But what you’re suggesting I think, is something that is a purely PayPal functionality that’s not working.  Which I don’t think today is making it’s way to the Systems Announcement Board.  So it’s again, I would say it’s a great suggestion.  I think that if we do make that kind of information available to the eBay community, then my opinion is the best way to do that would be through the eBay Systems Announcement Board.  Um, but what I can also do is look into whether or not that exists in some way on the PayPal side.  I don’t think it does.  But I think I can uh, that’s something to follow up on and if it doesn’t, then I agree, it’s a great idea.

Griff: You know, something for all of us to think about because as we move forward with this, with eBay of course, and PayPal, the idea of being able to communicate effectively with individual members is going to put a place of challenge with us.  Maybe there is a way of pushing messages like this to the appropriate people or providing sellers the ability to communicate a message to appropriate people.  So rather than a mass you know, system announcement board relying on that, is being able to you know, target messaging directly to buyers.  I know in this particular case, I’m sure I speak for Orin, that would be something that would be very beneficial to their business.  You know, and especially since we now have you know, the seller status is tied to DSRs and it’s important for us not to get in the way of that, so their DSRs stay up there.

Griff: Thanks for that call.  877-474-3302, our email address is Town Hall at eBay dot com (townhall@eBay.com).  Here’s one that just came in.  And although we kinda touched on this earlier, I think it gives us an opportunity to maybe revisit it.  And the question is, “How exactly does Best Match work?  How do you decide which items show above others?”  And Jamie wants to take it.  He’s chanting at the bid.

Jamie: Sure.  So the way Best Match works is we take kind of three major things into consideration in determining how items are sorted on the list.  So the first thing to be clear of is it doesn’t actually change which items show up, it just changes the sort order of those items in the results.  The three components that are in Best Match are the listing components of your listing.  So things like you know, when is your listing gonna end, etcetera, what category is it in, those types of things that are listing factors about your item.  The second big piece is demand factors.  And we’re actually using what other buyers have done and found success with back in the algorithm with future buyers in the experience.  So if certain buyers who are searching on a query are always buying on a certain type of item, we’ll actually preface that item because it’s bringing in more relevant items to the top of the experience.  And the third component of what we’re using is seller performance factors.  And those are factors that we’ve been talking about, like the DSR scores, where if you have a very low DSR scores or detailed seller ratings, we’ll actually demote that listing in Search Results to make sure we’re providing a good buying experience.  So those are the three components.  I think the levels that we demote sellers performance are actually on the web, on the internet, so you can see in the FAQs, it’s 4.6 or higher um, in the last thirty days is promotion and 4.2 or lower DSR in shipping um, is demotion.  Uh, Josh, anything you want to add to that?

Josh: No, that covers it.

Griff: And I have something I’d like to add, or ask a question of from either Jamie or Jim.  Will the Seller Dashboard in it’s final release, provide some view or tool or way of sellers for figuring out how they can improve their placement in Best Match based on the data that shows up in Seller Dashboard?  Is that a possibility? 

Griff: When it comes to seller ranking, yeah.

Josh: Because you’d want to do that on an item by item basis, right?  Um, because it would have, as Jamie indicated, it would have things to do with like the titles that you’re using and other factors of the list.

Griff: But that one component, where it comes to a seller’s rating based on their standing in comparison to other sellers.  The Seller Dashboard, I guess I was asking it rhetorically, will actually allow a seller to have a better understanding of where they improve.

Josh: Absolutely, yeah.  And we will show you in the dashboard too, whether your items are subject to promotion or demotion, so.

Jamie: I think you know, the two things I would say is definitely check out the Seller Dashboard, which is I think where you were leading us on that, Griff.  And accurately describe your item and put it in the right category.  I think one of the things that you’ll find is that sellers have often put it in a different category or some sellers have kind of stretched the bounds of accurately classifying it to get more exposure.  In the future, that will actually harm you and not be as good as a strategy with the Best Match sort.  So the other recommendation I would have is just make sure from a category standpoint that you’re properly classifying your items.  And um, from your title, that you’re actually reflecting the true product that you’re selling.

Griff: You know what, and another point in here, and I just remember, I’ve seen this a lot when I’m browsing the site.  A lot of sellers who have the ability to do so, seem to not use Item Specifics.  Will that make a difference when it comes to Best Match?

Jamie: It absolutely will.  So um, absolutely encourage all sellers to use Item Specifics.  If you’re selling through a tool that doesn’t provide ‘em, talk to your tool provider and make sure that they get that functionality included.  Um, for two reasons; one is obviously, it helps in things like Best Match and how you show up there.  Two, when a buyer constrains down, like they will in the new Finding experience, um, to a specific aspect; let’s say a specific color or a specific size or any of the Items Specifics.  If you haven’t chosen those Item Specifics, your item won’t show up, so you’re essentially losing free visibility.  The third thing I would say is if you’re selling in a category where we have a catalogue enabler, like books or movies or music or some of our consumer electronics categories, I encourage all sellers to make sure that they list with the catalogue.  Because as you may have noticed, we’re putting more products at the top of Search Results when there’s a high match.  So if a buyer has searched on a specific book and we know we have lots of those books for sale, we’ll actually show the product or the catalogue item of that book, and then all listings that are for sale.  And so even if you have your own content and your own pictures around a product or a catalogue item, I encourage you to actually link it to the catalogue, which you can do through almost all of the eBay selling tools.

Griff: That’s good information to have.  Thank you.  877-474-3302 and our email address is Town Hall at eBay dot com (townhall@eBay.com). David, from Denver, Colorado, welcome to our Town Hall, David.  What is your question?

eBay Member: Thanks for having me.  The question is about DSR.  And if eBay, or will they consider the category that you list in for giving Final Value Fee discounts?  So like we sell used items as opposed to somebody selling a new item, it’s kind of different.  Um, one you can take it right off the shelf, the other one you know, it’s usually a unique item, and so sometimes you know, the shipping might be a little bit more than people expect it to be and so on and so forth.

Griff: Yeah.  Good question, David.  Thank you.  

Jim: Yeah.  Hi, David, this is Jim Ambach from the Seller Experience Team.  So we’ve been looking, we’ve been sifting through a ton of DSR data, as you can imagine, both for sellers who are asking questions of it all, so we understand how the marketplace is working ourselves.  And um, and we have found no correlation between DSRs and categories.  In fact, it’s pretty interesting, if any correlation has been found, it’s definitely counter intuitive.  So we thought probably if this was gonna happen, we would see worst DSRs in some of the categories where people have to ship very heavy items, like furniture or things like that.  And if anything, we’re seeing that those categories sometimes have the best DSRs.  And the ones where you would think that it would be very easy to specify, you know, reasonable shipping and you know, postcards, things like that, sometimes those categories have the worst DSRs.  So it’s not a ton of correlation on a category by category basis, and uh, and definitely counter intuitive.  So we haven’t seen anything that would lead us to indicate that we should consider the category when evaluating DSR scores.  
And then the other question that you were asking was you know, do we see a difference between new versus used, and we’ve looked at that as well.  We’ve had uh, we’ve looked at sellers who offer a mix of both and compared, and we haven’t seen any correlation either, in terms of bad DSRs or good DSRs, for folks who are selling used versus new.
Lorrie: So Jim, this is Lorrie.  I would jump in on one item which is while we haven’t seen any difference in the data by category, we’ve seen a lot of difference in seller behavior. 

Jim: Oh, yeah.

Lorrie: So for example, regardless if you’re shipping something bulky or shipping something that may be unusual, doing two things; one is really making it very clear in the listing that this is an unusually sized item or it’s particularly heavy.  And then in addition, once you get a bid, then clarifying and communicating to the buyer, just to make sure and remind them that for example, one of the things we’re seeing is the best practice in people that actually sell in cross border trade is to say, “Hey, I’m shipping this from another country.  It’s gonna take you ten days.  I know I put it in the listing but I just want to remind you.”  And that’s making a huge difference in the DSR ratings and therefore, enabling sellers to qualify for the discount. 
Jim: Yeah.  And by far, that’s the biggest differentiating factor right, or the seller practices themselves.
Griff: Yeah. So set Buyer Expectations is the moral here.
Jim: Yeah.  Setting Buyer Expectations is really key.  It’s been surprising, you know, we actually, I’m gonna offer a couple things here.  We actually looked, for example, a cross border trade where he heard, “Boy, that’s gonna be a lot lower, those DSRs.”  And it turns out that just over half of sellers who do cross border trade, the cross border transactions actually lead to higher DSRs for them, uh, then their domestic DSRs.  And then maybe because they’re managing the expectations more clearly, they’re doing a good job of explaining it.  And so the actual type of transaction, whether it’s cross border trade or not, doesn’t necessarily matter.  

The other thing is, every time we get a request, like this one, where on the face of it, a guys says, “Yeah, you know, you ought to do something different for heavy items,” or “You got to do something different for not just cross border trade but you got to do something different for Italy,” and, “You’ve got to do something different for Canada,” and, “You know, Singapore’s tough.”  And then, “You know what else, it’s kind of funny because you know, faceplates for cell phones are a little different than uh, furniture in the new  and used.”  And then pretty soon, if you looked at all the permutations where you would do something different, your DSR rate card or whatever, would end up being thousands of different things, transaction by transaction, for sellers who sell across categories.  Some you know, domestic, some CBT, some used, some new and it becomes unwieldy.  And so you end up kind of talking yourself back into you know, a simpler approach.
Griff: Thanks, Matt.  877-474-3302 or our email address is Town Hall at eBay dot com (townhall@eBay.com).  Let’s go to one that came in earlier because I think there’s a lot of concern about this and we should probably address it here.  And this one will be for, yes, for you, Monroe.  “I’m interested in hearing the definition of quote, “A high level of risk associated with the transaction,” unquote, that is stated in PayPal’s policy about holding payments,” otherwise known as our Safe Payment Policy.  “I’m a PowerSeller with 100% feedback and an overall DSR of 4.87.  I mainly sell in the sports and memorabilia category.  Will this policy affect me in any way?

Monroe:
Thanks for the question, Griff.

Griff: You’re welcome.

Monroe:
So the short answer to this seller’s question about whether or not the policy will affect him is no, it won’t.  What we have heard confusion or concern among sellers about how often holds will be placed.  And what I want to reemphasize as I have in other communication, is that a very small percentage of transactions will be subject to holds.  So specifically, for the seller and other sellers out there, there are a couple of conditions where PayPal will not place holds.  One is that if your average DSRs are 4.5 or higher, and you have at least twenty DSR ratings in the past twelve months, then your funds will not be held.  The other condition is that if you have a hundred feedback or more, you’ve been on the site for at least six months and your buyer satisfaction rate is at least 95% or higher, then you also will not experience holds.  

So getting to the first part of the question, the questioner was interested in what does quote, “A high level of risk associated with the transaction mean?”  And the risk we’re talking about here is the risk that the buyer may be dissatisfied with the transaction.  And I might ask Matt Halprin to jump in if I get anything wrong here, but the way that we define or the way that eBay defines buyer dissatisfaction is a few ways; 1) the buyer either leaves a negative or neutral feedback score, 2) they either leave a one or a two DSR on any of the DSRs, or 3) they file an Item Not Received or Item Significant Not as Described Dispute.
Matt: Yes, that’s correct.  And then we’re gonna get a little more sophisticated about it going forward where we’ll do things, like we’ll rate a neutral a little bit less than a neg and things like that.  But those are the factors that we use.

Monroe:
Right.  And so as Matt has said in response to other question, eBay and PayPal both have sophisticated ways of detecting and predicting when transactions may result in either fraud or buyer satisfaction.  So based on the lots and lots of history of transactions and the information that we have about the buyer and the seller or any item in the transaction, we are pretty good at predicting when the transaction may result in a bad experience for the buyer.  And so based on that, we are planning to take, as I said, a very small percentage of transactions that are, you have, have the highest probability of resulting in a bad experience.  And in those situations, place a hold on the funds, instruct the seller to ship the item, and when the seller ships the item, confirms delivery on a domestic transaction in the US or the buyer leaves positive feedback, those are situations where we may release the funds much more quickly.
Griff: So Monroe, there’s a lot more information there and I want to play devil’s advocate for a minute, or at least be an advocate for the sellers who I think, and I’ll use this seller as an example.  So one of the things I heard you say was that if somebody leaves a negative or files a UPI, or leaves a very low DSR, that that is a potential trigger or flag that could result in a payment hold but it doesn’t mean it will necessarily result in a payment hold, correct?
Monroe:
So, right.  So let me clarify.  If any of those three things happen, then we count it as Buyer Dissatisfaction, and if on more than 5% of your transactions, they result in Buyer Dissatisfaction, or rather, let’s state it the other way around.  If less than 5% of your transactions have resulted in Buyer Dissatisfaction, and you have a hundred feedback or more and you’ve been on the site for more than six months, you will not experience it.

Griff: Okay, so that’s important.  Because I think what happens is, and I think not unfounded fear on the part of any sellers who don’t quite understand what, how this will all work, is that when they hear us say something like that, they immediately think.  But that can happen to me. Somebody could you know, almost maliciously leave me a negative feedback.  Does that mean those funds will be held?  And I think I just want to give us the opportunity to reiterate that it’s only one of several factors and that that’s not the case.
Matt: Yeah, a couple things, and first of all again, it has to be more than 5% of the transactions.  It has to be more than 5% of the transactions over a period of at least thirty days.  If someone does something maliciously, we have policies in place to remove you know, if somebody comes in and leaves malicious uh, you know, their intent is only to disrupt and leave negative feedback, we can remove the feedback when that’s clear.  But this is gonna happen very infrequently.  One thing I’d like to callout too, is Amazon holds money on all transactions.  And any seller that goes to Amazon, they hold the money up thirty to forty-five days on all transactions.  And even after you’ve been there for a long time, they hold the money for a period of time.  And so what we’re doing here is actually uh, only on a very small percentage of transactions, mostly for new sellers, um, and then when not for new sellers, just somebody who has shown you know, a pattern of too high a rate of dissatisfaction and the rate that they were describing is only about 1% of sellers.  I’m sorry, it’s not even 1% of sellers.  It’s real infrequent and it’s actually quite competitive relative, and it’s one of the ways that we’re gonna be able to help ensure a safe marketplace for our buyers, which actually ends up helping sellers.
Griff: So again, to clarify, as you said, new sellers.  If you’re a new seller, it does not necessarily mean that your funds will be held by PayPal.

Matt: Correct.  Yeah.

Griff: This is as Lorrie has pointed out, very unlikely.

Matt: Right.  Yeah, I mean it’s uh, on Amazon if you’re a new seller, they will get held.

Griff: Yeah.

Matt: Uh, on eBay, no.  It’ll be very infrequent.  And for sellers who have been on the site for over six months and never had a feedback, it’ll be rare.
Monroe: Yeah.  And so Griff, let me just finish it off by saying something about new sellers as well.  Because the conditions I talked about earlier said you know, if you’ve been on the site for at least six months or if you have you know, at least twenty transactions, and those are some conditions where you will definitely not have experienced holds.  So if you are a new seller or you know, a relatively less experienced seller on the site and you’re providing a good buyer experience and you don’t have any you know, negative or neutral or have received complaints against you.  Then your chances again, go way, way down of you actually experiencing this.  So it’s more to new sellers that have a little bit of a track record of some bad experiences for buyers or um, or if you’ve been on the site for awhile and it’s at least 5% of those transactions that are resulting in bad experiences.  That’s when you have a higher probability of experiencing holds.  And again, we’re doing this to ensure that the transactions go smoothly, the buyers have a good experience on eBay.  And even if you do experience the hold, as long as you ship, use tracking, and the buyer leaves you positive feedback, then the hold, the money will be released.
Griff: Okay, that’s it.  I think we just gone a long way to reducing a lot of unnecessary seller fear and that was my reason for wanting to make sure it was clarified.  I don’t want sellers to be, and none of us do I say, not just for me but none of us want sellers to be unduly afraid of this project.  This actually is not going to affect our good sellers.

Monroe:
Yeah.  And that was a lot of information to absorb.  The information is also on the site, on the eBay site, we have FAQs.  Uh, and likewise, a couple weeks ago at The PayPal Blog dot com (www.thepaypalblog.com), I put a blog post that explains all this and listeners can go there to read more.
Griff: Thanks, Monroe.  Uh, shall we, well actually, I think Patsy’s been waiting.   We should probably get to her.

Lorrie: We should take Patsy.

Griff: Yes, Patsy.  877-474-3302, Patsy, from North Carolina.  Welcome to the Town Hall, Patsy.  What’s your question?

eBay Member: Okay, my question is this.  Today I tried to go in and refund some shipping to one of my customers.  And when I went into that page and taken out to do so, it asked me for the email address of that person or to click on the name below.  Which I did see his name, I clicked on that and it asked me for the Option Number.  I put that in and tried to go ahead and do the transaction.  PayPal sent me a message that said that they did not show that that person had bought anything from me. 
Griff: Yeah.

Patsy: So what I ended up doing was sending the refund, or rather just sending money over PayPal.  So I want to know if PayPal can put something in place that will give you an option to refund shipping perhaps, or um, I also want to know if that customer was charged a PayPal fee when I refunded that shipping.
Griff: So it depends.  There is a process in place.  Oh, I just kinda jumped in, sorry.  Uh, there is a process for doing this that’s very effective.  If you, Patsy, if you go to your PayPal Transaction History Page and you locate the transaction itself, there’s a link in the ledger, the online ledger, for details that shows the detailed page, its quite long, of all the components of the transaction.  At the very bottom of that page is a link that says Refund.  If you click that, it will allow you to send a complete or partial refund.  And what happens in a case like this is any eh, when you issue the refund, it goes on its record of that transaction, any fees that you paid PayPal are refunded per percentage back to your account for that percentage of the refund.  If you give a total refund obviously, all of your PayPal fees are refunded back to you.  And the person receiving the money, I believe, doesn’t, eh, this is the one part I’m not clear on, does that person get charged a fee for accepting the payment, the refund?

Monroe:No.  No.
Griff: Okay, so that’s the clarification.  I’m sorry I jumped in, it’s only because this is an eBay University question we get all the time so I have the answer memorized.

Monroe: So Griff does an excellent answer.  
Griff: Thank you.

Monroe:
And it is also possible to do this from My eBay.  If you find the item and the drop down menu to the right, there is a link there that says that you can refund, and then from there you can do a partial or a full refund.  But Patsy, in your explanation you said that you went to do this on PayPal and then it didn’t indicate that this payment was actually for an eBay item.

eBay Member: Right.

Monroe:
And I think there’s another situation here where that might be the case and it may have been that your buyer, when they went to pay for the item, went to PayPal and instead of going through eBay checkout, and when they made the payment to you, they didn’t indicate that it was for an eBay item.  And so in that situation, PayPal doesn’t have any record that the payment that was sent to you was actually for an eBay item.  So what I would, yet, this happens very rarely, and Griff is waving over there because he wants to jump in, but let me just finish, Griff.

Griff: I will, I will, I’m sorry.

Monroe:
By saying this happens very rarely and what I would encourage you to do is to encourage all of your buyers to use eBay checkout to pay for their items.  Because when they do, then the payment is linked with the item and all these things can happen much more easily; like refunds, like printing shipping labels, etcetera.

Griff: I didn’t have the answer, I had a question for you because I wondered if this was a possibility.  If you already, if somebody has paid for the item through the checkout flow, and that is then a completed transaction.  If you then go to PayPal and try to reenter that information in manually from the PayPal Page for Send Money, which is I think what Patsy did for this one, is it possible because you already paid, that you might get an error message?  Since it is already completed and paid for, you’re trying to send more money for it.  I don’t know if that’s the case or not.

Monroe:
Yeah, it’s a good question.  I don’t know the specific answer to that.  It is possible but I can also say that this ability to send money to other PayPal customers is, that’s what PayPal started with, right?  And so that’s been around for a long time and we still make that available for lots of reasons.  But it is possible that it’s not necessarily checking to see you know, have you already been paid for an eBay item like that.  But it may be, I just don’t know the answer.

Griff: We’ll have to look into it.

Monroe:
Yeah. Good question though, Griff.
Griff: Thanks.  And we have time for some more calls.  I think we’ve only got about eight minutes left to our Town Hall, so let’s try to get some more here at 877-474-3302.  We have a very eager panel.  Everyone wants to be able to jump in and answer a question, so let’s go right to them.  So mystery caller, welcome to the Town Hall.  What is your question?

eBay Member: Is that me?

Griff: Yes.

eBay Member: Oh hi, I’m John from Chicago.

Griff: Hi, John.  Welcome to the Town Hall.

eBay Member: Hi, Griff.  So here’s my question.  When a buyer leaves star ratings for me on eBay, they say that a four is reasonable.  But why does eBay punish me if my average score is a four?
Brian: So this is Brian and I’ll start.  My guess is Matt and others might have a comment on this as well.  So I think you have to breakup the lead feedback flow from what we’re displaying on the site.  So when a buyer is going through the process of leaving the feedback and leaving the DSRs, what we were trying to do by putting language such as you know, Accurate or Very Accurate in that flow, was to provide some guidance to the buyer on what to leave.  When that average then is displayed on the site, what we’re looking at is your average and how you are performing compared to all other sellers on eBay.  And so we’re not looking at you know, say a four as you know, punishing you on the site, as much as it is how is your performance comparing with other sellers on the site.
Matt: Yeah, I’d like to add some things here.  You know, what’s our goal with DSRs and with (inaudible) pricing discounts to DSRs and search to DSRs.  Uh, you know, it’s pretty simple, which is we want to have a marketplace that gives, ensures the buyers have a great experience and rewards sellers who provide the best experiences for our buyers.  And so if uh, something might be reasonable.  I mean a seller may have, if a seller has an average of fours or low fours in their DSRs, that might be reasonable but we’re actually not aspiring just to have a reasonable buyer experience on the marketplace.  We actually want to have great buying experience over the marketplace and we have a lot of sellers that provide great buying experiences on the marketplace.  Um, you know, something like 80% of PowerSellers average 4.5 or above on all uh, four of the DSRs and 60% or 70% do have 4.6 or above on all four of the DSRs.  And we want to provide incentives for sellers to provide great buying experiences, to really satisfy their buyers and not provide just reasonable.  And so we’re gonna put incentives in place to do that.  It doesn’t mean, you know, we’re not gonna suspend a seller for uh, which is you know, when you talk about punishing, for not, you know, for getting fours.  Uh, but we also, we want to award sellers who are doing better.  And there are a lot of sellers who are doing better.  And the best part that I’ve heard is a lot of sellers who have described how they are changing their practices to up their game and do an even better job with respect to shipping and handling of their communication and set their expectations.  Lots of stories we’ve heard about this and that they’re seeing their averages go up and they’re getting better comments from the buyers in their feedback comments, and I think you’re gonna see a thirty day DSR average reflect these efforts as well.
Griff: Yes, great answer.  So we have about six minutes.  877-474-3302.  Dave, from Sherman, New York, welcome to the Town Hall.  Dave, what is your question?

eBay Member: Well, my question is there seems to be an inordinate amount of glitches in the last couple of weeks with the uh, Feedback Page not showing up appropriately, problems with listings showing up inexplicably on the site.  My question is are these growing pains or are these because of all the changes that eBay’s trying to make uh, pushing maybe too fast.

Lorrie: So hey, Dave, this is Lorrie.  I’ll take that one.  I think that there’s a couple of factors here.  First of all, we’re always doing experiments that you might see.  So for example, when you saw the SDC items appearing, we were also doing an experiment on SDC, to have eBay items appear on SDC.  So guess what, you got double exposure during those couple of hours that that actually took place.  So I would say that we’re doing a lot of experiments on the site but also, clearly, given the fact that we’ve just rolled everything from new feedback, to thirty day DSRs, to new pricing changes, we’ve had some exposure based on that, just based on the changes.  So I would say that we’re putting a lot of active emphasis with our Tech Team on a daily basis, on making sure that you guys don’t feel anything from a seller or buyer perspective.  

But the other thing that we’re doing is we’re really making sure that we’re trying to balance that with as going as fast as we can to try and drive experimentation.  So certainly not a trend in the future to have glitches on the site, in fact, one of the things that we’ve done is changed our uptime significantly in the last year.  And we’re a site that’s 99.99 and we measure down to the fourth decimal place.  So this is something we are on everyday and every minute of everyday.  But it’s also something that we’re very aware of that we don’t want to slow down, as we try and get the learnings on the site so we can continue to improve the experience for buyers.  
Griff: Thank you Dave, for that call.  We only have about four minutes and I think what I’d like to do before we end up out Town Hall, is to ask Lorrie for her thoughts about the questions today and any last remarks that you might have in closing.

Lorrie: So Griff, first of all, this is the monumental, sort of historical moment, right?  This is the end of the first radio show that you’ve and I have done, so uh.

Griff: That’s correct.

Lorrie: So just to let everybody know on the phone there, Griff’s been holding me up by the back the entire hour and a half, so thanks for that.  But in addition, I’d just like to make sure that everybody recognizes that the way that we get better everyday at eBay is to hear from the community.  So we really appreciate all your feedback.  By the way, this has been such an active show today, we have about fifteen questions still sitting in front of us that we’ll get back to on via email.  And again, it’s the most valuable thing we do, is to spend time with our community, so we appreciate the feedback and look forward to the next Town Hall.
Griff: That’s true.  And I think, sorry, two and a half minutes, all right.  So we’ve got, Brian, we have to stretch, right?  Anyone else have any final thoughts they’d like to?  I’d rather not talk actually, so.  

eBay Member: Well that, that’s the first time I’ve ever heard you say that.  

Griff: Then you better take advantage of it, Jim.

Jim: Okay.  I’m speechless.  

Griff: Yeah.  I think this was a good Town Hall, actually.  Well I am gonna say it, I think it was a good Town Hall.  I would say I think these, this, and I don’t want to do a commercial for ourselves, but I think what’s so great about the fact that we do this, and I take great pride in both as a community member and as an employee is I don’t know of any other company that does this.  And I know that we get valuable input from this and I know it keeps us engaged and it keeps our eyes you know, on the prize, so to speak, and that we’re hear to help buyers and sellers and to help our marketplace do better.  I’m very proud of that.  So on behalf of everyone on the panel, thank you so much.  

It’s time to close up, so.  And yes, I’m missing Page Seven, thank you.  Please check the general announcement board to stay on top of what’s going around eBay.  We’ll also announce the details for our next Town Hall event, which will be on the general announcement board, so don’t miss it.  If you’d like to listen to a repeat of this Town Hall, please tune in to our audio archive, which will be available soon on the Town Hall Page.  You can get there by going to www dot eBay dot com forward slash Town Hall (www.eBay.com/Townhall).  For those of you who are not able to listen to the audio archive, we’ll have a transcript available as well.  
Finally, a quick reminder that Registration for eBay Live opens this Friday, on March 14th.  Let’s hear it for eBay Live.  [applause]  . .    We’re gonna have a lot of fun.  We hope you’ll join us in Chicago for this year, great new classes, great experience.  I’m privy to a little bit about who the entertainment is but I’m not telling.  My lips are sealed.  Let me just say you’re gonna have a ball.  If you’ve never been to an eBay Live before, this is the time to go.  We’re gonna have a great time in Chicago.  So keep an eye on the site at eBay dot com forward slash eBay Live (www.eBay.com/eBaylive).  That’s the URL to go to on Friday of this week, March 14th, so that you can register.  There are benefits to registering early.  One of them is you get a lower price and those VIP passes went really quickly last year.  We look forward to you joining us both at eBay Live and of course, at our next Town Hall.
