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eBay Community Town Hall

April 17, 2008
9:30 – 11:00 AM PST

Griff:
Good afternoon, and welcome to the eBay Community Town Hall for April. I’m Griff, and I’m pleased to be here with you as the moderator for today’s Town Hall.  Those of you familiar with these events, know that we hold a live Town Hall each month, as a way of keeping in touch with the 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 their help in making this broadcast possible.  In a few moments we’ll be taking caller questions from all you listeners out there.  We’d love to hear from you so don’t be shy.  Phone us now at 877-474-3302 and we’ll get you right in the cue.  You’ll also receive a small token of appreciation for taking the time and having the courage to call us with your question on the air.  With me today is Lorrie Norrington, who serves as President of eBay’s Marketplace’s Global Operations.  Welcome Lorrie.

Lorrie: Good morning everybody.  Thanks, Griff.

Griff:
It’s been a busy month and I know you’ll want to say a few words before we take calls, so I’ll be right back to you after I take care of a few housekeeping instructions and introduce the rest of our panel.

Today’s Town Hall will run for about ninety minutes to give us lots of time to address questions.  We love to hear your voices, so start calling us now at 877-474-3302 and we’ll get to your questions in just a bit.  Please keep your question general so our listeners will benefit from the answer.  We can’t address personal account questions on the air for privacy reasons.  If you have a personal question about your account, please contact eBay Customer Support though our web forums or through live chat.  You can also 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 phone but we’ll also take some email questions as well.  So again, Town Hall at eBay dot com (townhall@eBay.com).  And we’ll be answering some of the more common questions we received via email in the last few days.  

Now let’s move on to our panel introductions.  We have a number of familiar voices representing different areas of the business with us today.  First, I’m pleased to say we have with us Matt Halprin.  Matt is our Vice President of eBay’s Global Trust & Safety guy.  Welcome Matt.

Matt:  Hi Griff.  Hi listeners.
Griff:
Another familiar name and voice, Brian Burke, is also with us today.  Brian is our Director of Global Feedback Policy and he’s ready to answer any feedback and detail seller rating questions you might have.  We usually get at least a few of those Brian, as you know, so welcome back.

Brian:
Thanks, Griff.  Good to be here.

Griff:
Joining us from the Finding Team today is Senior Director, Jeff King.  Welcome back Jeff.  We hope you had a great vacation.

Jeff:
I did have a good vacation, thanks.  And it’s good to be here.

Griff:
Well vacation’s over.  

Jeff:
Yes, it is.

Griff:
Next we have Jim Ambach, Vice President of eBay Seller Experience Team.  Good to have you here as always, Jim.

Jim:
Hi Griff.  It’s great to be here.  
Griff:
I want to say Jim almost didn’t make it.  He got stuck in the line at the local Starbucks.

Jim:
It was long.  It was long today.  

Griff:
A lot of our panelists can’t do this without the infusion of at least a few lattes.  Next is Senior Director of Shipping, Kristina Klausen.  Kristina and her team manage the World of Shipping on eBay.  I like that, the World of Shipping, to make it a better experience for both sellers and buyers.  Welcome Kristina.

Kristina: Thanks, Griff.  Glad to be here.

Griff:
And we also have with us, and this was kind of a last minute fill-in but John McDonald, from Trust & Safety is gonna join us.  He’s filling in for Monroe Labouisse, who’s on vacation this week, and John will take Trust & Safety questions along with Matt and Brian, but also can help us out a little bit with any PayPal related questions that you get, I hope.  Right John?

John:
Absolutely. 

Griff:
Great.  We also have a special guest with us, Senior Director of Trust & Safety, John Canfield.  On Monday this week, John announced an important new security initiative and we’ll be back to him to let him say a few words about this separate.  Thanks for joining us today, John.
John:
Thanks, Griff, it’s great to be here.

Griff:
And of course, welcome to you, our listeners who are tuning into this event on WS Radio.  These events are all about you and of course, your questions.  So thanks for taking the time to join us today.  

Lorrie, I don’t know how you feel but this last month has been a bit of a  whirlwind for me and my team.
Lorrie:
It sure has, Griff.  I think it has for all of us.  And I heard you had a bit of a time in the hot seat yourself.  Wasn’t that you out there hosting an online workshop last week on Digital Downloadable Goods, the policy change we had?
Griff:
Yes, that was me and Brian Burke, and what were we thinking?  So yeah, Brian Burke and I had actually a really good time.  We had a few network glitches with the workshop.  So it kind of was a little bit chaotic in the beginning but I think we managed to answer all the questions.  Brian, didn’t we?
Brian:
I would say so and we got some great input in continuing questions.  

Griff:
So again, thanks to all of you who attended that workshop and gave us your thoughts, concerns and questions on the policy change for the delivery of digital content. 

Let’s see, what else is up that we want to talk about?  You know, this policy change has caused us, some sellers a lot of concern.

Lorrie:
Yeah, we absolutely heard that.  I was sitting on many calls last week in the Customer Service Center, in Salt Lake/Vancouver, and we’ve heard a lot of concerns about the policy change.  The change was made because downloadable good pose a unique risk to the integrity of the feedback system.  And as you all know, what we trying to create is the most trusted marketplace in the world.  I know you’ve been emphasizing this, Griff, and we’ll have the opportunity later today, to get into a little bit of this.
Griff:
Yeah, that’s right.  The message to sellers who have been listing eBooks or recipes or digital items that actually yes, we do want you to market these products on eBay.  I think there’s been a misunderstanding amongst some sellers, that the policy change was put in place to kind of differentiate by value, which items we did and didn’t want.  And that’s not true, they’re all great items.  We want to make sure they’re all available on the site.  But this was a policy that dealt with what was the delivery method and the effect that this was having on feedback.  So for those sellers now who are already doing so, the Classified Ad format is the solution in place for now.  There could be better solutions coming in the future.  The Classified Ad format shows up in regular search results.  And there’s been also some confusion about how it shows up if you search Classified Ads search format listings will show up in search and they are not all put in the bottom of Best Match.  They will show up sprinkled through any of the sorts.  But the reason we went to that is because it was a quick solve for the problem because for Classified Ad format listings, as you know, you cannot leave feedback.  

I watched a few sellers, Lorrie, and I think that what’s happened is again, some of our sellers, or most of our sellers, are very savvy at adjusting to these quick changes.  And a lot of them are using this format very successfully as the marketing tool for their e-content.  And in fact, some sellers are finding this as an even better way of selling these types of items.  

Lorrie:
I think that’s great, Griff, and I would just say that obviously, 2008 is a year of change for our sellers and I just want to encourage our sellers to continue to adapt and give us feedback as we make changes.  And frankly, I’m seeing the same thing that you are, which is that some people are adapting very well and learning what it takes very rapidly, to sell in this format.
Griff:
And again, as Brian and I said at the workshop, both Brian and I are available.  Brian more for answering questions about compliance.  I’m available for any advice you need on marketing strategies, tips and promotions, for anyone who sells e-content online in order, to not only be in compliance but also to see your business grow.
Okay, so Lorrie, security is always a hot topic as you know, and this week our friend, John Canfield, who as I said, is with us on the panel today, made a big announcement about a project called “Identify Confirmation”.  
Lorrie:
Absolutely.  So security is one of my favorite topics.  We spend a lot of time here talking about it at eBay.  And it’s important because on today’s internet, buyers want an incredibly secure environment.  And the reality that we face is that as we continue to grow, we’re a natural target for online criminals.  And that means we need to stay one step ahead of their increasingly sophisticated attempts to defraud our members.  So John, I’m excited about the potential for identity confirmation.  Can you tell us a little bit more about that plan and how we can use it to help protect the marketplace?

John:
Sure, I’d be happy to, Lorrie.  So as most members have probably heard about phishing emails, these are fake emails that appear in your inbox and you may get them related to a bank account, or eBay, or PayPal, but they’re really sent by fraudsters.  One way that fraudsters use phishing emails on eBay is to collect a member’s User ID and Password.  So they send a phishing email.  It has a link on it.  And you click on it, you think you’re logging into eBay, but you’re actually logging into the bad guy’s site and giving them your User Name and Password.  So fraudsters try to get this information so they can actually commit fraud on the site by listing fake items under somebody else’s account.  And when a fraudster does this, we call this ATO, or Account Takeover, and phishing is the primary mechanism for Account Takeover but there are other ways, if you have a weak password or there are other methods.  

So these listings that the fradusters create, obviously are for the purpose of defrauding our members and trying to get them to send money to the fraudster.  So this is obviously something that we take very seriously and have been working very hard to try to stop.  So one of the important ways that eBay can stop this type of behavior is to check, to make sure that a seller is actually listing from a machine that they normally list from.  So this you know, basically would be a safe machine.  So in the next few weeks, we’re going to be starting to do some data collection in noting what computer sellers typically use when they list items.  And this is part of this Identity Confirmation initiative that we’re rolling out.  
And then in June, our systems are going to start looking every time that a user lists something and check to see that, “Hey, is this a machine that user has used before?”  And if it is, that’ll be great, no change from the usual process.  But if they’re using a different machine, then this could indicate that the user just has a new computer, but it could indicate that it’s a fraudster.  So we’ll be asking for additional identity confirmation.  And they’ll be a couple of ways this could be done.  The main way would be through an automated phone call to your phone number on file, or potentially another phone number.  We may also ask you to enter a secret question if you’re putting a new phone number on file, so we make sure that it’s actually you who’s changing that phone number.  And then this will allow us to know that it really is you, it’s not a fraudster, and then you’ll be able to proceed with your listing.

Griff:
I have a question before you continue.  This came up yesterday.  What about a member who’s hearing impaired and can’t use the telephone?

John:
Oh, great question.  So we do also have a live chat option, so you can use, you can use live chat on the computer and contact our customer support representative if you have any trouble going through the automated identification process.
Griff:
Thanks, John.

Lorrie:
Great, thanks.  

John:
Sure.

Lorrie:
So John, this is common to what we see with credit cards, for example.  I’ve seen this before in my own life where last year I went to purchase a TV, in France, and before I even completed the transaction, I’d gotten a call on my cell phone.  Is that what this is like?

John:
Absolutely.  Absolutely.  This is really us getting to a higher level of security, security comparable to what people have to have for protecting their bank account or other financial information.  And that’s how seriously we’re viewing the privilege of selling on eBay.

Griff:
You bought a TV in France?

Lorrie:
Well as you remember, Griff, I used to be the International Manager and so I lived in Europe over the last eighteen months.  And um, I had to buy a TV.  I’m an American, I can’t live without a television, hah, hah.  So I got my Slingbox and over the internet, I packed all my favorite TV shows on TiVo.  
Griff:
It seemed like the wrong place for an impulse purchase.  Especially with their Euro.

John:
I do have one request for our listeners, especially for sellers; if you haven’t updated your registered contact information lately, please take a minute to do that.  Because we will be eh, the best way to do this is for us to call you at your registered number, so make sure that’s an accurate one.  It will make the process go a lot smother.  And also, if you’re a seller who is on the road or traveling or selling from other places, we encourage you if you have a mobile phone number, to put the mobile phone as the secondary phone number in your contact information.  That won’t be shared with your transaction partner, so it’ll still be private to you, but it’ll mean that you can get Identify Confirmation easily wherever you are.

Griff:
Yeah, and one of the things I noticed, John, and this is probably a good place to mention this.  When you go to check or change your phone number and you’re in My eBay, My Account Personal Information, make sure that you’re going through the steps for changing the registered address.  A lot of folks are going down to the part of that page for mobile alerts, and then changing that information or adding it there, and that’s not the right place for this.  You want to make sure you go the registered address, click the Edit link and then on the next page you’ll be able to add up to two phone numbers.

John:
Absolutely.  And we’re actually going to do a little bit of text changes soon to make that a little bit more clear.
Griff:
Perfect.

Lorrie:
Great, John.  So I think eh, I just want to thank you and your team.  I know you spent most of your lives thinking about how we make the marketplace more secure and deliver a great experience for both buyers and sellers.  So I just want to thank you for all the work that you guys are doing and I know that more change is coming as we look at 2008.

John:
Thanks, Lorrie.  Yeah, this is a really big year.  We have a lot of initiatives. We’re really doing everything we can to make a substantial change to make the site safer.  So there are going to be more initiatives actually, and one of our priorities is to make sure we’re communicating this early so that everybody knows what’s coming up, just like we’re doing with this initiative.  And I’d like to say we’re trying to make security as easy and as automatic and as seamless as possible, so you don’t have worry about security.  We’ll be worrying about it for you as much as possible.  That being said, there’s always things you can do to keep yourself safe, make sure you have good antivirus and have your operating system updated and there’s a lot more information on the eBay Security Center, if you have any questions about what you can do to help keep yourself safe.
Lorrie:
That’s great, John.  This is one of those places where we really want to help, if we can help you as sellers to be much more productive and to get a lot more velocity in a safe environment.  So thanks, John, and maybe I’ll talk Griff into asking you back at one of the next Town Halls, what do you think?
John:
Excellent.  I’d love to.

Griff:
Yeah, thanks, John.  Maybe one of those fraudsters out there will rethink their career choice and go find real respectable jobs, like selling legitimately on eBay.

John:
Right.  I’d love that.  

Griff:
Now as a reminder, you can phone us at 877-474-3302 to ask your question.  We’ll be taking callers shortly, so start dialing now.  Okay, quickly, before we start with the questions, I want to turn for a moment to Jim Ambach.  As the experienced team export, Jim, you delivered a bunch of stuff for sellers recently.  Do you want to recap for us?

Jim:
I’d love to, Griff.  Thanks.  It’s been a big month for many of our PowerSellers.  Those sellers who consistently delight their buyers as illustrated by either getting a 4.6 or better in their DSR ratings.  Those sellers will have received their first discounts on their April invoice this month.

Griff:
Fantastic.   [applause]  . .   

Jim:
That’s right, PowerSellers with 4.6 or greater will have received a 5% discount and those sellers with a 4.8 or higher, received a whopping 15% discount, so.  Not all sellers have received their invoices for April yet but they will soon if they haven’t already, so.

Griff:
I think we’ll get some questions about that too.  A lot of sellers are trying to figure out how the average is calculated, when they’ll qualify.  Some say, “You know, I’m at that average, why isn’t it on this invoice,” and I’m sure one of you will call in with this question and I’m sure Jim can answer it.

Lorrie:
So this is great, Jim.  This is obviously what we wanted to do, is make sure that all sellers get rewards for delivering great buyer experiences.  In addition to the rewards, we also rolled out a version of the Seller Dashboard, didn’t we?  Do you want to talk a little bit about that?

Jim:
Sure.  So the full version of the Seller Dashboard is still scheduled for May.  It’s on track.  And that will be available to all sellers that have DSRs.  But because the discounts were coming up, we gave PowerSellers a special version of the dashboard, something that we’re calling “Dashboard Lite” because it tastes great and it’s less filling.  And hopefully, that helps folks monitor their performance.  It gives them their first view of their 30 Day DSRs, so.
Griff:
That’s really great news, Jim.  I know members have asked for discounts for years, so this actually a really historic occasion on eBay.
Jim:
Um-hm.

Griff:
And Jim, there’s one more piece of good news for all sellers you announced just a couple of weeks ago and I wanted to give you a chance to talk about it because I’m really excited about it too.  I talked to so many people on eBay Radio who had a listing taken down for some kind of listing violation and they wonder, “You know, okay, I understand why you took it down but now I’ve got to recreate it from scratch and I’ve got to relist it.  And if it’s a matter of lots of listings, ten or more, and this can happen, this just puts a huge dent in my work schedule.”  And we’ve talked about this at past Town Halls and it’s been asked for as a suggestion.  So at this Town Hall, it’s probably a good time to update on this recent feature and how it’s working.  
Jim:
That’s right, Griff.  We just launched a new tool called Recovered Canceled Listings that help sellers save a lot of time and frustration in situations where they’ve had a listing that it was ended on eBay, for some kind of violation.  So there are some exceptions to this and we don’t allow all listings to be recovered like that.  So for some policy violations and things like that.  But yeah, if we do recover the listing, it will go right into My eBay, in the Unsold Items bucket and you can make the changes that goes along with a note from eBay indicating why the listing was canceled.  You make the change and get it right back on the site, so.
Griff:
That’s pretty cool.  Lorrie, we never had anything like this before.

Lorrie:
No, it’s a great productivity tool that sellers have been asking for for a long time and great job to you and your team, Jim.  Thanks a lot.

Jim:
Thank you.  Yeah.

Lorrie:
You know, I think now is a good time to make sure that we step back just a little bit in the show and talk a little bit about our view for 2008.  As you know, our Mantra is about improving the overall experience for customers, and we talk a lot about improving the experience for buyers.  But just to be clear, we’re focused on this so that we keep attracting and retaining loyal buyers to the marketplace.  And sometimes we hear from our sellers that eBay really doesn’t care about their experience.  Let me just set the record straight.  We absolutely do care about your experience and it’s projects like this that Jim and his team are working on that prove that it’s all about making the experience with eBay smooth and we want to work out those pain points so that you can sell more easily on the site.  And the reason that we’re focused on buyers is because we think that that’s a win for you and for eBay because it results in a better, healthy marketplace.  So it’s all about the customer at the end of the day, isn’t it, Griff.
Griff:
That is, and I love that word “customer”.  And speaking of customers, we want to hear from you.  So let’s move on to the questions.  Our number here, 877-474-3302, and we’ll take our first question live on the phone.  Lisa, from Cleveland, welcome to the Town Hall.  What’s your question, Lisa?

eBay Member: Hello?

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

eBay Member: Yes, hello?

eBay Member: Yes, can you hear me.

eBay Member:.
Yes.  My name is Patty but you can call me Lisa if you want.

Griff:
Sorry, hah, hah.   Patty, from Cleveland.  What’s your question, Patty?

eBay Member::
Okay.  Hello, everybody.  The question I have is that most products being sold on eBay, mostly the majority are some type of a brand name.  Like when you first go to the sign-in page, you know, you’ve got all the different hot products.  You’ve got Victoria Secret listed and Nike and Ed Hardy and Guess and Gap and you know, etcetera, etcetera.  So you know, these are all brand name trademark licensed products, so the question is if sellers are listing items that are a brand name and they’re not saying that they’re from that company or they’re affiliated, where is the line that it crosses where it’s becoming this uh, a trademark infringement when you know, you can see there’s all these brand name products?  Like a different example of Calvin Klein is another big designer label.
Griff:
Um-hm.

Patty:
If you were to put in Calvin Klein fragrances, over two thousand listings come up but why would a member be suspended from the zero board for selling a Calvin Klein fragrance?

Griff:
Sure, great question, Patty.  And I think Matt can handle this.

Matt:
Yeah.  Uh, excuse me, this is Matt Halprin from Trust & Safety.

eBay Member:
Hi, Matt.

Matt:
Hi.  Uh, Patty.  Hi, Patty, not Lisa, right?

eBay Member::
Yes.  I’ve been told, I look like a Lisa I guess.

Matt:
Oh.

Griff:
Even on the phone.

eBay Member::
Yes, hah.

Matt:
So we could actually talk about this for several hours, because it can be a little complicated and obviously, we won’t do that.  I’ll try to keep it very brief.  The answer is it depends.  I think probably the simplest way to think about it is if you’re selling an authentic product.

eBay Member::
Yes.

Matt:
Take a Calvin Klein fragrance, something you bought new at a store and you want to list it yourself, you can absolutely use the Calvin Klein name.  If it’s an authentic Calvin Klein product and you’re not copying a picture or any text from their website.  It’s your own description, it’s fine.  You can, when you sell a product, you can use the brand or the logo in the description.  What often happens though, is that somebody will say something like, “Calvin Klein Inspired” or “Calvin Klein Style” or “Like Calvin Klein”.  

eBay Member::
Well yeah, but if they’re not saying that it’s a replica or smells like this, this is a Calvin Klein authentic fragrance, why would the Vero board have that member suspended?

Matt:
It wouldn’t be because if it’s authentic, because of that.  It might’ve been because there was a picture that Calvin Klein reported them and they had you know, image or text theft or something like that.  But it shouldn’t be eh, if it’s authentic product and it’s their own picture and their own description, it should be fine.  And so what we’re, we typically get into a challenge sometimes with sellers is when you know, image or text has been stolen, or it’s actually not authentic and they’re saying “style” or “inspired”.  From that point, they actually are infringing on the company’s trademark, which is against the law, and obviously, we have to take action on them.

eBay Member::
Yeah, I understand those three points but if someone is not, if they’re using their own picture that they took with their own camera and their own description and saying it’s authentic, why would a sud number, the general number be suspended twice and told they can’t be reinstated, when they were selling just authentic brand name products.  That there’s two thousand listings for that same identical product?

Matt:
Yeah, I can’t go into, without seeing the specific situation first hand, I can’t comment on the specifics but the general principles are kind of what I outlined.

Griff:
And also what happens, Matt, and I think maybe this is what Patty is talking about.  The decision about what is and what isn’t authentic is ultimately up to the property rights owner.  In this case, in your description of what the item, the seller says it’s authentic.  If Calvin Klein or a representative of Calvin Klein through the Vero Program tells us it’s not authentic, then we have to take it down.  So a seller’s claims are important, but ultimately, if the property rights owner, as a part of the Vero Program comes to the website owner, in this case is eBay, and says, “That property, that item is infringing on our property rights,” we have to take it down.  And if it’s a repeat offense, then we have them, our policy is to suspend that seller.  So saying it’s authentic is very important but saying it is authentic doesn’t necessarily mean it will be authentic in the view of the entity that counts, which is the property rights owner themselves.
Matt:
Okay.

Griff:
Thanks for that call.  Let’s take a question that came in earlier.  Shall we?

Lorrie:
Absolutely.

Griff:
Okay.  Well I mean, or this one.  Here, this one is a good question.  Do you think?

Lorrie:
I think it’s a good one, Griff.  Go ahead, go for it.

Griff:
Okay.  I’m glad you agree with me, Lorrie.  “I have one negative out of six hundred from a hostile seller I encountered years ago and it still bothers me.  Will it ever drop off?”  Brian?

Brian:
So there are a couple of aspects to this.  Beginning in May, your feedback percentage will be based on the feedback earned over the last twelve months.  So in that instance, it will drop off.  The comment though, won’t be removed.  So if someone wants to go look back you know, six hundred feedback ago and find that particular comment, it would remain.  There’s one other incidence when it could drop off and this also will begin in you know, a roughly mid May timeframe.  Is if we suspend the member, then any negative or neutral feedback that that member has left for others, will be removed.  

eBay Member:: Thanks, Brian.  Let’s go to 877-474-3303.  Kathy, from Haysteins, weclome to the Town Hall.  Kathy, what’s your question?

eBay Member:: Hello.  It’s nice to be here.  My question concerns the new eBay checkout system.

Griff:
Um-hm.

eBay Member::
And my concern is that in the past, when I would make an instantaneous payment through PayPal, I knew that the seller’s account was credited immediately.  But now with the new checkout system, it will take several days for the payment to be processed.  Indeed, on a PayPal payment that I made on April 12th, I received an email from a very nice seller, asking why the payment had not been received yet.  And I checked the status of the payment on eBay and it said quote, “Your April 12th, 2008, is being processed through PayPal.  Remember, your item will be shipped to you after payment is complete.”   That payment was not processed until April 16th.  And so my concern is that even though PayPal used to be instantaneous, with the new checkout system, it doesn’t work that way anymore.  And my worry is that I will receive negative feedback for late payments, even thought the payments were on time.  And I did use the checkout feedback to talk about that concern of mine and I wondered how these glitches would be rectified.

Griff:
Thanks, Kathy.  We’re gonna turn this over to John.  John?

eBay Member::
Thank you.

John:
Yes, Kathy.  Uh, so it’s difficult to understand exactly what might’ve happened to that transaction.  Uh . .

eBay Member::
Actually, it’s several transactions.  It’s happened to me on every transaction now.  And I have  . .
John:
Just one question, was this with different sellers or was this with one seller?
eBay Member::
It’s with all different sellers.  

John::
Okay.

eBay Member::
And it never happened in the past and I have more than four hundred positive feedbacks because all of my payments have always been on time.  But now, they’re going to be, it seems automatically late by four days through no fault of my own.  And how do we deal with that?
John:
I have one further question.  Did you pay with, you paid with PayPal.

eBay Member::
Yes.

John:
Do you know if this was with an eCheck?

eBay Member::
Actually, one of the, some of the information that comes now from PayPal, and we never used to receive this, but it says, it does reference an eCheck on the correspondence.
Griff:
There you go.

John:
Um-hm.

Kathy:
That you got paid for this with an e-check.  And it’s the same PayPal account that we had when we first registered for eBay but it’s only been since the new checkout system was instituted that this started happening.

John:
So if this is actually not due to the new checkout system.  And this is actually I, someone else on this one.  So with PayPal, what uh, PayPal will do is, is if you hit a certain limit of uh, with your PayPal account  . .

Griff:
Actually John, I can answer this.  So um, Kathy, what’s happening is when you pay with an eCheck.

eBay Member::
Through PayPal, is that what you’re saying?

Griff:
Yeah, through PayPal.  Regardless, it says, as John says, it’s nothing to do really, with the checkout system.  It’s always when you pay through PayPal and fund it with an eCheck.  And if you don’t have a backup funding source on your PayPal account, like a credit card, the eCheck processes through the system, the national banking system, otherwise it’s called ACH account clearing house.

eBay Member::
Um-hm.

Griff:
And it takes up to four to five days to process.

eBay Member::
Actually, we have the same backup system, which we always did.

Griff:
Right.  But for some reason, and we’ll have to take this one off line, because we know this is not checkout.  This is a feature of PayPal.  And if you want, we can contact you uh, speak with you off line, find out what is on your PayPal account now, whether or not you have a backup funding source, and if so, if it’s currently valid.  But this again, is something we should take off line.  I think I have your email from yesterday, Kathy.
eBay Member::
Okay.

Griff:
So one of us can delve deeper into this for you.

eBay Member::
Okay. I appreciate that.  Because we’re really worried about it not working like it use to.

Griff:
Yeah.  Again, I want to reiterate though, that this is not a problem with eBay Checkout.  This is actually a PayPal feature.  Thanks.

eBay Member::
Is PayPal owned by eBay?

Griff:
Yes.

eBay Member::
Okay.  So it still could be an eBay glitch.

Griff:
No.  It is definitely a feature of PayPal that we will hold a check, an eCheck payment for four days until it clears through Account Clearing House.  It’s really not related to eBay Checkout.  But thank you for your call.  
We’ll take a question that just came in through email.  “When I search for items I want, I’ve noticed that it’s defaulted to Best Match and I have to change it to “ending soonest” if I want something now.  I notice this is a hot topic among a lot of eBayers, how will I change this?”  Jeff?
Jeff:
Hello, Griff.  This is Jeff from the Finding Team.  That is a good question, something we’ve seen on the boards a lot and we’re looking at a UI change to make this a more discoverable feature.  But you actually can change your sort options to be defaulting to anything you want.  A lot of users like to see the things that are newly listed on the site or “ending soonest”.  So you can go in the upper right hand corner, right next to where you’re changing it back to “ending soonest” and there’s a little link called Customized Display and you can set your default preferences.  You can change the fields in the search box or in the results, etcetera.  So that should solve your problem.
Griff:
Thanks, Jeff.  Another question that came in, and this is just now.  “I’m seeing a lot of items where shipping is too high.”  Can you give an update on what you’re doing to curb excessive shipping,  Kristina?
Kristina:.
Um-hm.  Sure, Griff.  Um, Griff, we take excess shipping and handling very seriously.  And even if buyers don’t bid on it, we hear from buyers that it turns them off when they see it on eBay, and that’s bad for all sellers.  So let me give an update about some of the changes we’ve made recently.  First, we’re leveraging Detailed Seller Ratings to reward sellers based on their shipping practices.  And Jim talked earlier about how PowerSellers are now getting Final Value Fee discounts based on their DSR scores.  We’re also using DSR scores in Best Match and demoting listings with low DSR scores.  So some sellers with low DSR scores for their shipping costs would get less visibility in Search.  We’re also going to be demoting listings based on their shipping and handling cost.  So you’re start to see a lot fewer items getting a lot less visibility in Search if they’ve got excess shipping.  And we’re hearing from sellers that they’ve been making changes to their business and those changes are working.
Griff:
Great.  That’s great news.  Have we noticed any change on the site when it comes to the shipping cost itself as an average?  Are they staying the same or?

Kristina:
We’ve been seeing a drop in the average shipping price on eBay, since we’ve launched these changes.

Griff:
That’s fantastic.  Thank you.  Now this question actually, Lorrie, came in, in our first group of questions.  You know, people start sending them in days before the actual Town Hall and I think we should address some of these.  “I’ve asked this question before and I never got a response.  I’ve also written twice after the last forum to see if this question was addressed and still received no answer.”  And the questioner says, “I’m losing confidence that this Town Hall thing does anything.”  But the question is, “Can some way be made to enforce a required feedback for all purchases and sales a member makes?  This will give a better measure of all buyers’ and sellers’ activities.”  So this is one for you, Matt, and it’s about, or Brian.  Do you want to both take this or?
Brian:
I’ll take it.  
Griff:
About making feedback basically mandatory.
Brian:
Yeah.  So first off, to the person who wrote in, I apologize for wherever it was sent, for it not being responded to sooner.  And hopefully, this response will adequately address your question.  So this is actually a question that’s come up many times over the years where people have felt like it should be mandatory.   And the way that we look at the feedback system is it is a voluntary system both on the buyer side and on the seller side.  And as we look at making something like this mandatory, the question always becomes what would we do to the buyer who let’s say didn’t leave a feedback?  So if we had a buyer who didn’t leave a feedback for thirty days and we know the transaction went, do we prevent the buyer from bidding until they leave the feedback?  And so when we look at those kinds of things of what we would do, we’ve always chosen to leave it voluntary.

One thing I do want to say is even as a voluntary system, we do have a very high adoption rate.  It pushes near 80% for buyer to seller on lead feedback rates, for the conventional feedback system.  So even in a voluntary sense, it’s good adoption.
Lorrie:
And Brian, I’d just add to that one of the reasons we adopted the new feedback system we did, was because virtually every other feedback system that we looked at, like Double Blind Feedback, had a much lower participation rate.  So we’re very conscious that we want to have high participation and good voice on both sides.
Brian:
Agreed.

Griff:
Thanks for that answer.  Let’s go to the phones at 877-474-3302.  I think we have some lines open, so if you’ve been thinking about calling in, please do so now; 877-474-3302.  Keith, welcome to the Town Hall, Keith.  What’s, your question?

eBay Member::
Yes, I have a PayPal security key applied to my eBay account and I love it because somebody could watch me log in and it wouldn’t do them any good.  But now when I’m at eBay Live in my hotel room, logging onto eBay, well I still get a phone call to my cell phone.
John:
Keith, this is John Canfield.  I wanted to compliment you on using the PayPal security key.  That is a really good measure and glad to hear that you’re enjoying it because that does give you strong protection against account takeover.  What we’re planning to do is exempt people who have a PayPal security key tied to their eBay account from needing to go through Identify Information because you’re being protected by the security key.  So thanks very much.
Keith:
Thank you.

Griff:
And Keith, that’s a, I’m glad that you were able to call in because I have to confess, Keith actually emailed me this question yesterday and I didn’t know the exact answer.  And of course, Keith, you’re one of those folks who I think likes to when they’re out of town, stop into the local library to check up on their eBay listings. 

eBay Member::
Hah, yes, I do.

Griff:
And of course, the concern is in libraries, they don’t let you use your cell phone, so.   That would have been difficult.  So there you go, Keith.  Great to hear you’re using your security key.  You won’t need to get that phone call.

eBay Member::
Good.  Thank you.

Griff:
You know, this is a great opportunity while we mention this.  A lot of folks are aware of this new feature, the security key.  John, can you tell us a little bit more about where we can find it.  It’s available to everyone, correct?

John:
Uh, yes, that’s right.  And there are links from both the eBay site and the PayPal site to get this.  Even though we call it the PayPal security key, the same key works both on your eBay account and your PayPal account.  So you can activate it for both.

Lorrie:
Yeah, but there’s a brand new button this week.  I just went onto PayPal last night and there is a “Get your security key” button.  So you’ll see it on the left nav, and it’s a pretty nice picture as well.

Griff:
And what is it, is it like a key . .

Matt:
What is it, is it a picture of you?

Lorrie:
Uh, no, that would be an average picture.  But in this particular case, it’s an outstanding picture of the security key.  

Griff:
Oh, it’s a picture of the security key.

Lorrie:
Yes.  You click on it.

Griff:
It’s not actually a key, is it?  What is it?

John:
It’s a little plastic thing that has a number.  You press a button and a number appears, a six digit number.  And if you’ve activated it for your account, then basically, in addition to your User Name and Password, the system will ask you to enter that security key.  So that’s how that works.

Griff:
So while you’re asking a question, Matt pulled his out of his pocket to show me.  Matt, it was a rhetorical question.  I know very well.  877-474-3302.  This question just came in on an email.  “When the recent policy changes were announced, we were told that you would be cracking down on deadbeat buyers as well.  Could you please tell us exactly what you’ll do to prevent malicious bidding when it is so easy to create new accounts.  And Matt, I guess this is one for you.  Is it really that easy to create new accounts once you’ve been suspended?

Matt:
Um, as a buyer, it’s certainly easier than a seller to do it because you know, the sellers can do you know, do fraud and things like that.  So we make it tougher for sellers.  First, a couple things just so everybody knows.  Roughly 2% of all eBay transactions result in nonpayment.  It’s hovered around 2% of listings for a long time.  And you know, compared to returns that retail or something like that, it’s not that bad.  Now that said, it’s obviously a major hassle when somebody wins an auction or bids on your items and then doesn’t pay for it when you’re waiting around, etcetera.  You can always relist as soon as the terms haven’t been met.  If you said someone has to pay in three days or whatever, you can relist right away.  In terms of what we’re doing, there’s a couple things.  First of all, we’re launching a lot of new technology, some of which John has described.  Which, I’m actually very bullish on our ability to use to help, prevent people from registering new accounts if we’ve already suspended them.  I mean I can’t tell you how encouraged I am with some of the things that are going on, on a professional fraud site, that we can use for things like this too.  

And then there’s a couple other things.  We’re launching a new buyer requirement that’s actually gonna be.  I don’t know if we even announced it exactly yet but it’s coming in May.  We hinted at it.  We’re launching two new buyer requirements; one of which is an enhancement to the buyer requirement for Unpaid Items.  And with this buyer requirement, this is the seller preference feature that sellers can set by going to My eBay and selecting Seller Preferences.  And it will allow sellers, right now sellers can block bids from buyers who have two Unpaid Item strikes in the last thirty days.  We’re actually changing that and allowing that time period to go out to twelve months.  So you can be actually more restrictive as a seller if you want.  Say I don’t want bids from buyers who’ve had two or more Unpaid Item strikes in the last twelve months.
The other thing I want to encourage people to do is if you have fixed price items, use immediate payment, right?  Which basically means there’s no Unpaid Items.  Use immediate payment.  This means that the money transfers at the same time the auction ends.  Second, if you don’t have fixed price items, if you’re doing an auction, set the buyer requirement for PayPal account required.  This means that a buyer can’t bid on your auction unless they have a PayPal account.  It doesn’t mean that they pay with PayPal.  But that’s a form of verification.  And in that case, Unpaid Item rate is 80% lower.  So oftentimes sellers will say, “Hey, why don’t you guys get tougher on buyer registration?”  And we say, “Well, actually, you can yourself. If you want everybody to have to put a credit card on file or a bank account on file, just select the PayPal account required buyer requirement and you’ve done that for anybody bidding on your auctions.”
Griff:
Perfect solution I think.  Thanks again, Matt.  877-474-3302.  Let’s go to the phone.  Steve, in Cleveland.  Welcome to the Town Hall, Steve.  What’s your question?

eBay Member:
Well my question is regarding what you guys were just talking about before with the uh, the placement of listings based on shipping.  And in regards to people that may sell lots of, let’s say three of an item.  I’ll give you an example.  Let’s say I sell DVDs and I charge three dollars and fifty cents to ship a DVD and each additional one is a dollar.  So if you bought five, I mean I’m sorry, if you bought three, that would be five dollars and fifty centers.  So let’s say instead of selling those three individually and hoping that my buyers will buy all three, I sell a lot of three with the shipping of five fifty.  And I come in a lot higher on shipping than people selling the singles.  Does that make sense?
Griff:
Yeah, it does actually.  Kristina, do you want to address this?

Kristina:
Sure.  Hi, Steve.  It’s Kristina Clausen from the Shipping Team.  So our algorithm that looks at the shipping cost and then figures out if the shipping cost is high compared to other items in that category takes into account the very lowest level of the category.  So in your case it would be the CDs.  We also take into account, the buyer and seller location, the type of shipping service selected and whether it is lots or not.  So if you said in your title the word “lot” or “bulk” then we recognize that that item is going to be a little bit larger than typical items in that category.
Steve:
So the algorithm actually reads keywords and factors those in as well?

Kristina:
From the title, yes it does.

eBay Member::
Okay.

Kristina:
So one way to check this, we recently in the SYI flow, started to introduce warning messages if your item is high on the shipping cost, compared to other items in your category.
Steve:
I actually got one and that’s what brought me to this question.  I got that and I actually did use “lot” in the title.  I don’t know if the system caught that because I did get that little warning.  But one quick thing.  Um, it would be great for eBay to let us sellers know for an instance like that, what words would we want to use to remain on an even playing field?  You know, for instance, using the word “lot” or “bulk” because actually this is the first time I know of that and that’s wonderful.
Kristina:
Yeah.  So lot and bulk are the words that we look at.  You know, we do look even within the lot and bulk.  If you specified lot and bulk, you can have high shipping compared to other items in that category doing bulk shipping.  So we take that into account.  You know, at the end of the day, I’d also say this is all about meeting buyer’s expectations.  And so being clear about you know, how you’re doing your shipping and setting the expectations so that they’re having a great experience, you can look at what other sellers with high DSR scores in your category are charging for bulk shipping and compare it to other shipping costs else on eCommerce to get a good idea if your shipping costs are where they should be.
Griff:
Thanks, Steve.  This question, let’s see, let’s take this one over here.  Lorrie loves these questions that came in earlier, and this is one that came in within the past few days.  “More and more sellers are charging flat shipping rates and hiding the seller’s selection of carriers.  Does eBay plan on taking any steps to require sellers to disclose actual shipping costs and the seller’s selection of the carrier so that the buyers will be better able to evaluate the actual cost of the items up for bid and seek out sellers who are willing to assist buyers in protecting their purchases while in transit by offering shipping insurance at reasonable prices.”  That’s another one for you, Kristina.
Kristina:
Thanks, Griff.  Yes, indeed, we have announced that we will be requiring specified shipping for listings with a few exceptions, including freight and vehicles, but for most listings and that will be coming in a few months, we already turned that on for new sellers.  So new sellers now going through any of our selling flows are required to specify their shipping cost in the Specified Shipping Details section of the listing.  We haven’t required sellers to necessarily specify the exact shipping service.  They can choose standard flat rate service or expedited service.  Because in some cases we don’t support all shipping services in our SYI flow and so sellers may be using shipping services we don’t support.  But we really do strongly encourage sellers to specify the exact service and the exact cost when they can.  It gives buyers a better expectation about when the item will arrive and it lets buyers better evaluate whether that shipping cost is reasonable.  So it sets better buyers up to have more managed expectations and that leaves to better DSR scores for the seller.

Griff:
Kristina, this raises another question.  A lot of sellers wonder why we don’t have full support for other carriers and I tell them that we’re always in constant negotiations.  Is that true or am I . .

Kristina:
Yeah, it’s something we’re looking at.  It does hit quite a bit of effort to support you know, each carrier in our shipping services, so it’s something that we’re looking at.  We have heard from sellers that there’s interest in that.

Griff:
Great.  Let’s see, 877-474-3302.  To the phones!  Bill, from Washington, welcome to the Town Hall, Bill.  What is your question?

eBay Member::
Yeah, I had a question.  I’ve been seeing a trend towards uh, like the sellers waiting until like the last ten seconds and then buying stuff at the starting price of your auction.  

Griff:
Um.

eBay Member::
Would eBay like consider like putting like a time limit on it? Like let’s say they had to bid on it previously before they could bid on it in the last ten seconds?  So that we could maybe get a higher final value out of our items.

Griff:
Yeah, Bill, that wouldn’t work.  But what will work is if you want to do this, I’m happy to look at ‘em.  First, let me say that it’s part of the whole experience at auction, that people who buy in the auction format love to wait until the last minute to bid.  I’m one of those people.  And it doesn’t necessarily mean or is the reason why your items are selling for a less price.  If you wanna email me at Griff at eBay dot com (griff@eBay.com), let me take a look at any listings that you have up or listings that have recently closed, and I’ll give you some suggestions so that you can get more last minute bidders looking at your listing and considering it.  And that way, you can have what you really want; you want a bidding war in the last few moments.  What you have now, I guess, for a few of your listings, is one last minute buyer, and that’s not a good thing.  You want to have a selection of buyers who are duking it out, so to speak, for your listing.  So why not send me an email at Griff at eBay dot com (griff@eBay.com) and I’ll take a look at your listings, Bill.  Thanks for your call.  877-474-3302.  Where should we go, Lorrie?
Lorrie:
How about PowerSeller discounts?

Griff:
Okay, yeah, that’s a good question.  This just came in and Jim knows, he’ll be answering it.  “My billing period ended yesterday and my ratings were all within the range for a 5% discount but eBay decided I was not to have one.  I found out through online help that the day the discount is determined, could be anytime eBay chooses before your billing period ends.”  I don’t think that’s true.  “Why are discounts not being calculated for sellers, during a full billing period?”  Jim, I think this is a question is some way shape or form, on a lot of sellers’ minds and it would be a good time to actually outline how they’re calculated.  The time, date and everything that is taken into consideration.

Jim:
Right.  Thanks, Griff.  This is Jim Ambach, from the Seller Experience Team.  Just to clairify, so we do incorporate all thirty days, or as much, the score that determines whether the discount is to be had, is your last thirty days of DSRs that you’ve received.  What happens is, and the reason why we don’t specify exactly the date that we determine that discount on, is so at some date very close to when the batch process that we run internally, to send the invoices out, at some point, we kinda have to take a snapshot of the particular seller’s account and look at the thirty days prior to that day we took the snapshot, and see whether they qualified for the discount or not. 
So the question is when do we take that snapshot.  We do it as close to when the batch process runs but we can’t be exactly specific on that because sometimes there can be issues with that batch run, and so it might be a day off here or there.  But that’s what happens.  It’s a five day window that we do it, and it does incorporate the DSRs received for all thirty days prior.  
What can happen sometimes, and I’m sorry that this happened to this particular PowerSeller, is that thrity day floating window that we used to calculate, that changes on a daily basis based on the new DSRs that you’re getting at any point.  And so what likely happened here in this case is that while the seller may have had 4.6 or above, most of that eh, the time up to maybe on the one day that the snapshot was taken, he received some DSRs that actually lowered the score.  And that’s probably what happened.

Lorrie:
So Jim, just to be really clear; we do fix that though, within a five day window.  And just to let everybody know what’s going on, we literally have thousands of servers that we’re literally pulling data off of.

Jim:
Yes.

Lorrie:
So it’s a process where we’re actually pulling that on a continuous basis within that five day window.  And so if you’re first in the cue or happen to be there, you may be on day one, later in the cue, it may be day four or five.

Jim:
Exactly.

Lorrie:
But that is the window we process in.

Jim:
Yeah.  That’s the problem, we just don’t know how long that process takes.
Griff:
So given all this, would a good way for PowerSellers to look at this would be we say thirty days but the goal should be to look at keeping your DSRs up there beyond a thirty day period to guarantee that you won’t be effected by the five day turnaround or a trailing average that happened at the beginning of the period where you may have been down a day, to view it as a little longer than thirty days.
Jim:
Sure.  And we hope that people view it continually, right?  You constantly want to have your customers satisfied, I think.  Um, but it is a thirty day window that we look at, it’s just when that snapshot gets taken.
Lorrie:
Yeah.  And it’s also phenomena that first discount period, right?  

Jim:
Yeah.

Lorrie:
Because you’ve got folks that are just rolling into that discount period.  If you’re going into the next discount period and you kept your DSRs high, you’re in good shape.
Jim:
Yeah.

Griff:
That’s a great way to look at it.  Uh, let’s go to a question that came in earlier.  Oh no, we already did this one, sorry.  Hah, I just wanna ask it twice.  Uh, let’s see, “It would be nice to have,” oh, I love this one by the way.  I saw this earlier and I agree with this person.  “It would be nice to have an “already watching this item” indicator in search results.  That would save me a lot of time clicking into the items already on my watch list.”  I can’t tell you the number of times I do this.  So it’s a product suggestion.  Anyone want to take this?

Jeff:
Sure, I’ll take it.  This is Jeff again, from the Finding Team.  Actually, we’ve heard this a lot and the good news is we built it actually.  It’s coming in Finding 2.0, which will be out in what I call beta, or a trial state, in just the next couple of weeks.  So this is a feature that we haven’t decided whether we’re gonna default on the watch link on every item or not, but you can add it just like your customizing your display, you can add the watch link.  And it’s a realtime update.  If you click “watch this item” it will show up on every item.  It’ll immediately turn to “you are watching this item” and so you’ll be able to see that.  I know a lot of the PowerBuyers out there are gonna love this feature.  
Griff:
I’m so glad I wrote, I mean asked that question.

Jeff:
Hah, hah.

Griff:
No, I actually, I didn’t write it. I think that I just want to stress that was a coincidence.  I had no idea that was gonna come in, so.

Jeff:
Yup, coming soon.

Griff:
Thanks, Jeff.  877-474-3302.  Let’s go to Will, in Waterloo.  Welcome to the show, Will.  What’s your question?

eBay Member:.
Hi.  My question is just on for Canadian PowerSellers basically, I think there’s a lot out there that do pretty well on the DSR ratings, the first three category.  And the fourth category, a lot of us struggle in the shipping and handling charges.  The reason for that is our shipping to say a customer from Waterloo, Ontario to California, might be three or four times as high as a seller that would be in the US, shipping to that same seller.  So we are continually gonna have a low rating there ongoing, and I don’t really see how we could possibly get about like a 4.6 rating.  I’m just wondering if that’s been taken into consideration at all, and if there will be anything put in there to just sort of help Canadian sellers.

Griff:
Thanks, Will.  That’s a great question.  Uh, Kristina.

Kristina:
Sure.  Hey, Will, from Waterloo.  I grew up about a hundred kilometers from Waterloo.

Will:
Perfect.

Kristina:
So I’m very sensitive to the needs of Canadian sellers.

Will:
You even said kilometers.

Kristina:
I did.

(?):
It is the world of shipping.

Griff:
Yeah.  She knows when it’s a boot.  

Kristina:
So let me say that I know for a lot of Canadian sellers that selling to the much larger US market is an important part of being successful on eBay.  And I’ll tell you, we do see that the DSR scores are slightly lower for cross border trade transactions.  It typically works out to about 0.07 points lower per transaction.  And for most sellers, that is not enough to really impact their overall DSR score.  In fact, when we look at some sellers, if we took out their cross border trade, their DSR averages would actually be lower.  But we know that there are challenges and that shipping costs from Canada are higher.  We think it’s all about properly setting your buyer’s expectations.  So being clear that this is an item in Canada, the shipping cost can be higher, the shipping times can be higher.  In some cases, we’ve seen sellers be successful particularly on their fixed price listings, choosing to ship some of the shipping costs into the price of the item so that the shipping prices are more competitive with what the buyers in the United States are accustomed to seeing.  And we’ve also heard from some Canadian sellers who are looking at exploring consolidation services to get shipping across the border at lower costs.  So if you’re selling high volumes, that might be something worth looking into for you.
Griff:
Also, if I could, Kristina, I’d like to suggest to Will, and any seller in this situation; one of the things that we’ve noticed in the last few months that actually as advice, seems to be working for a lot of sellers, is to set your buyer expectations.  A lot of folks who are in your situation, Will, don’t make it clear enough in their descriptions and their email correspondence to individual buyers post sale, just exactly why shipping costs or shipping times may be what they are.  And if you write a personal note to  your high bidders or your purchases explaining, or reiterating, “Remember, I’m located outside of the borders of the US.  I’m in Canada.  There’s a higher shipping cost and sometimes a slightly longer shipping process itself, or delivery.”  By setting those expectations reminding the seller in a polite note, they’re more prone to cut you some slack when they give you a DSR and give you that five, as opposed to a four.  
Kristina:
And Griff, if I could add one more thing.  We often see that the rates of specified shipping on cross border transactions are much lower than the rates of specified shipping on domestic.  So that means people aren’t putting the shipping cost in service, in the Detailed Shipping section of the listing.  And as a result, that shipping price then isn’t showing up on the Search Results page, it’s not showing up at the top of the View Item page, it’s not showing up down on the bottom of the Shipping Details.  And so it’s harder for buyers to tell at a glance what the shipping cost is and that can lead more to surprise.  We really encourage our cross border trade sellers to be sure they specify the shipping to the international countries that they sell to.
Lorrie:
And Kristina, this is Lorrie.  I think it’s important to point out that this isn’t just a Canadian issue.  This is with the dollar as weak as it is relative to other currencies in the world, this is a huge opportunity for all our sellers frankly, in North America, to be able to really win in the marketplace and have access to the thirty-eight global markets that we serve.  

Kristina:
Sure.

Griff:
Yeah, that’s great.  Great advice.  Let’s go to a question that just came in on email.  “I understand that soon, sellers will no longer be able to provide feedback to buyers.  When will this go into effect?  Will auctions that have already been completed prior to that date still be open for sellers to provide feedback to buyers or does it all cut off by then?”  And Brian, I think you could probably shed some light more on the timing and everything.

Brian:
Yeah, definitely.  So uh, a couple questions here.  The first thing I want to do is clarify.  So sellers will continue to be able to leave positive feedback for buyers.  They just will no longer be able to leave negative and neutral.  We’ll begin to introduce these changes country by country, the second week of May.  So depending on what country you’re in, it’ll hit on a different day.  The other thing is, excuse me, I just got a little something stuck in my throat there for a second.  

Brian:
So the other thing is once the change is made, then sellers will no longer be able to leave negative or neutral for buyers.  So if there’s transactions that happen before the change, you won’t be able to leave negative and neutral.  And then one last point, I know this isn’t part of the question but I just do want to emphasize to all sellers that I believe that going forward, the best practice for sellers will be to leave positive feedback upon payment.  And that’s gonna do two things.  I think it’s gonna send a positive message to the buyer, that they’ve done the right thing and you recognize that.  And it opens up a communications channel with that buyer.  So in the likelihood or in the chance that something does go wrong, that buyer’s going to be more open and willing to give you the benefit of the doubt.

Griff:
Yeah, and Brian, it’s not just speculation on our part when you give that advice.  We actually see this to be the case, right?

Brian:
Yes.  And a number of sellers actually have already begun that practice and have not seen an increase in negative or neutral feedback and actually have seen more positive feedback being given to them.
Matt:
Yeah.  That’s one of the tactics we’re seeing, that sellers are doing to actually get higher DSRs and get the higher discount, which is by leaving feedback right away.  Postive feedback, “Thank you for your payment and let me know if I can do anything to make the transaction go better.”  
Griff:
That’s great.  Great advice.  This is a question, oh by the way, we need callers apparently.  877-474-3302.  Now come on, if there’s anything I know about you guys out there, you’re not shy.  So come on in and take part in the conversation; 877-474-3302.  This is your opportunity to have your questions, concerns, opinions, comments, directed right to some of our panel members and as I said, take part in the dialogue here that we call Town Hall.  
This one came in earlier, Lorrie.  I like this one.  “Although I’ve been a registered seller on eBay for six years with 100% positive feedback, I know get a message that states that I must offer PayPal or a credit card as payment option when listing an item for sale.  I’ve always listed personal check or money order as payment options for customers on an item that I’m selling.  What happens if I do not wish to be paid by PayPal or credit card?”  So that’s a great question and I guess John is gonna answer it.  

John:
Absolutely.  And uh, so let me step back.  We announced this over the last couple of months, an issue called Safer Payments.  And the concept of Safer Payments is just as Lorrie had said in the beginning of this, is we are really striving to have a better customer experience.  And one way we can do that is in certain situations where the transaction might be potentially a little riskier, we want to make sure that buyers have a safer payment option to pay with.  And these, in eBay dot com (www.eBay.com) and in the US, what we’ve done is said that in those situations, a seller needs to offer PayPal or merchant credit card.  And both of those payment methods have a recourse for a buyer.  If a buyer you know, is not satisfied, we have a strong Buyer Protection program with PayPal and with a credit card.  If they decide to pay directly with a credit card, they can go to their credit card company and reverse the charge.  So it really provides a great option for a buyer to pay in a safer way.  
And again, the things that we rolled out this last month on eBay dot com (www.eBay.com) is in kind of three situations when these payment requirements will be in place.   One is if a seller has less than a hundred feedback, so it’s someone who has less of a track record on the site.  Another is if they have greater than 5% buyer dissatisfaction in the last thirty days.  So if they have a track record of potentially not delivering great customer experience.  And then there are several categories that we, if you were listing an item that have slightly hire rates of disputes, that we also feel we’d like to make sure that sellers are offering one of these two payment methods. 
And the thing I just want to emphasize with this is we are not requiring that those are the only payment methods but we want to make sure that the seller offers them as one of their payment methods, so that it’s not an option for a buyer.  And I believe probably with yourself, that you fell into this requirement potentially, it might be that in the last eh, the time you’ve been on the site, you had not reached a hundred feedback.

Griff:
That’s great.  Thanks, John, for that answer.  877-474-3302.  We encourage you to call.  Just like Chris, from Web City.  Chris, welcome to the Town Hall.  What’s your question?
eBay Member:
Uh, good afternoon.  I have to get use to that echo.  My question is two really quick ones.  I have the My eBay, the new My eBay on one of my accounts.  But it’s not on my other accounts.  When is it gonna be rolled out site wide and regarding the dashboard that’s in beta for the PowerSellers, do I understand correctly that when it’s fully rolled out, it would be available to all sellers?

Griff:
Yes, you wants to take this?  Thanks, Chris.  Who wants to take this?  Jim?  Or Lorrie?

Jim:
I can take the second part.  It’s just really up to you.

Griff:
Take it away.  It’s all yours.

Jim:
Okay.  So regarding My eBay, that’s still being tested and it’s still in beta but it’s available as an opt in basis.  So you can go and if you view My eBay in the account where it’s not appearing, I think in the top right is a link that allows you to opts into the new My eBay, so you could have it on both accounts now if you wanted to.  

And then the second question had to do with the seller dashboard, and you are correct, that when the full dashboard is launched later in May, it will be available to all sellers who have DSR.  So you have to have at least ten DSRs in order to see the dashboard.  But it will be available to all sellers.
Griff:
Not just PowerSellers.

Jim:
Not just PowerSellers.  It’s only for PowerSellers today because they’re the only folks who actually can qualify for the discount, so the lite version is only for PowerSellers.

Griff:
Well that’s good news.  Thank you for sharing that.  Thanks, Chris, for your call.  877-474-3302 is our number here.  Let’s look at a question.  We have so many of them and just so you know, what happens is I’m sitting next to Lorrie Norrington and she helps, helps.  She actually determines which question because I’m busy talking.  And this is a good one, thanks, Lorrie.  “I would love to sell on eBay but I need step by step direction on how to find out how much something will cost to ship.  Any advice?”  Kristina.  

Kristina:
Sure, Griff.  And first of all, that’s great that you’re interested in getting started on selling on eBay.  We launched year Easy Lister, which is a simplified listing flow for new sellers and in six easy steps, you can get your item listed.  On of the steps will ask you to specify your shipping costs.  And there is a link in that section to our research rates calculator, so you can enter the size and weight of your package and see a range of shipping costs for different UPS and USPS services, for a range of locations.  And you can select what service your interested in offering and choose the price, so it’s pretty straightforward.  I would also encourage you, if this is your first time selling on eBay, to be sure to use our label printing solution when it goes time to shipping your package.  That’s the easiest way to handle your postage.  You can pay for and print your own shipping labels from your computer.  Just use your regular printer and it saves time and it saves effort.  

Griff:
Yeah, I love that feature.  I have a very small working space at home and when I sell something, everything is right there for me; my printer, the computer and my little labels ready to go.  And I don’t have to move very far, and that’s fun not having to move very far.

Jim:
Can I, sorry.

Griff:
Yeah, sure, Jim.

Jim:
It’s not often that I get a chance to clarify what Kristina says, because she always says things very clearly.  But I just want to specify that you don’t see Easy Lister on the site.  It’s not branded Easy Lister.  And so if you go to Sell and you go to, you click the Sell tab at the top of the page, you’ll be brought to another page where you can enter a description of the item.  And there’s two radio buttons that appear right under that.  The simpler one, I forget what the language is specifically, but the simpler one is the top button.  And just go in there, that’s our simplest listing flow with the six steps that Kristina was talking about earlier, so.

Griff:
Okay.

Kristina:
And as a new seller, they’re defaulted in, so it should be pretty easy to find.

Griff:
Yeah.  Well for a new seller, you see that first?

Jim:
Yeah.  Yeah.

Griff:
Great.  That’s good to hear.

Jim:
Yeah.

Griff:
877-474-3302.  “I really like the recent promotion you ran, giving a One Day discount to sellers with good DSRs.  This really rewards your best sellers.  Any plans for more of these in the future?

Jim:
I can that the one if you want.

Griff:
I knew you would.

Jim:
It’s Jim again, from Seller Experience.  So we love the promotion too.  We think it’s a great way for us to reward those sellers that provide great experiences.  We actually, this is not the first time we did it.  So we did the PowerSeller challenge over the Holidays this year, which is a challenge that we issue to PowerSellers, to increase the amount of selling that they’ve done on the site over the past thirty days.  And this is the first year we actually linked that to DSRs.  So we do have some precedence for doing that.  The recent promotion that they’re referring to in the question is the first time we’ve done a site wide promotion for sellers with good DSRs.  We think that it’s great.  We love the results that it has.  And I would say yes, this is sort of the wave of the future, I think, from us.  And just to, we don’t discourage new sellers from participating in these promotions.  Again, you have to have eh, if you don’t have DSRs, you still qualify for the promotions too.
Griff:
Yeah, this is also a good place, and I know our community team loves this when we do this as well.  To reiterate, the importance for anyone who sells on the site, to be tuned into our announcement board.  Because that’s where you’re going to find out about the upcoming promotions.  Now for a lot of reasons, we don’t announce them weeks in advance.  We usually announce them within a day or a few days they’re going to happen, and the best way you can be prepared for these is to either check the announcement board on a regular basis or consider subscribing, like I do, to the Announcement Board eBay Group, where you can actually get these in email.  I actually find that to be even better because I check my email more than I check the announcement board, so I can keep up with what’s going on.  Not just with seller discounts but with everything that comes out on the announcement board.  So remember to keep up with those and in that way you can stay ahead of the game.  And hopefully, beat out your competition who may be sleeping and not be watching the announcement board.  

877-474-3302.  Here’s a question that came in earlier.  “How come when you buy from the same buyer, your feedback rating number does not increase?”
Brian:
So I assume that means when you buy from the same seller.  But uh, so last February, so this is something that’s been asked before, from both our buyer and our seller community for years.  And I’m glad to announce that last February, we started giving credit for repeat feedback for transactions in separate weeks.  So if I purchase from Griff this week and leave him positive feedback, and then purchase from him a week from now and leave him positive feedback, both those feedback count.  

I also want to let everybody know that beginning the first week of May, we will begin to retroactively go back and give credit for everyone for those similar types of repeat transactions.  So this’ll take a little bit of time.  We’ve got over you know, seven billion feedback in our system, so it’ll take a few weeks for us to run through it.  But by the end of May, everyone should have full credit for all of their repeat transactions that are separated in different weeks, going back to 1996.

Griff:
So you’ll start seeing your score go up.  For a seller especially, right?

Brian:
So most sellers will, the vast majority of sellers will see their scores go up.  There are some edge cases where some people might’ve left two negatives over separate weeks for somebody and a seller may see their score go down but I would also remind everyone that beginning in May, your feedback percentage is based on your most recent twelve months of activity.  So the vast, vast majority of our users will see their scores go up, as well as their percentages go up.

Griff:
How many feedback in the system did you say?

Brian:
Uh, north of seven billion.

Griff:
Seven billion?  Wow.  That’s a lot of hamburgers.

Brian:
It is.

Griff:
I didn’t know it was that many.  It’s a lot.  Imagine having to vet every single one of those?  Just a thought.  877-474-3302.  This is a question that came in within the last few days.  Oh, by the way, if you ever want to send in a question now or a few days earlier, just remember to send it to Town Hall at eBay dot com (townhall@eBay.com).  “Hi, there.  Recently I was contacted by a vendor and offered to make purchasing arrangements offsite for the same goods I purchased on-site.  Suspecting this was a violation of eBay policy, I declined with thanks.  It would’ve saved me some postage but then, I had the aforementioned hunch.  Was I correct?  Thanks.”   Matt?

Matt:
This is Matt, in Trust & Safety.  I’ll take this one.  Um, yeah, great instincts.  There are two things going on here.  First of all, it certainly is against eBay policy to solicit somebody to conduct a transaction off of eBay or outside of eBay.  And that’s called Grey Marketer, you know, (inaudible) . .   and um, you know, it’s not allowed.  It is also though, the you know, 99% of fraud happens that way.  I don’t know whether this would’ve been fraud or just simple fee circumvention.  But the simplest way to protect buyers and what we want all buyers to do, is to conduct your transactions on eBay and ideally pay with PayPal.  If you pay with PayPal, you’re covered up to two thousand dollars per transaction, as long as it’s from the right kind of seller and eventually, from all sellers.  And so if you buy off eBay, you have no protection.  You’re on your own.  You’re flying solo.  You’re doing it with someone you don’t know and we strongly discourage that.  At the same time, want to make sure people never ever, ever, ever pay with Western Union or MoneyGram, or some similar cash transfer service.  Those services are only to be used with people that you know well; friends, relatives.  It is the number one payment method of choice for fraudsters.  So the two tips obviously; stay on eBay for your transactions and pay with PayPal and you’ll be covered.  
Griff:
Thanks, Matt.  877-474-3302.  Here’s a question that came in recently to our Town Hall at eBay dot com (townhall@eBay.com) address.  “I was wondering what happened to the eBay Playground.”  What did happen to that?  “Why was it taken off and will it be coming back?  I found it much more convenient than the old way.  Besides, people who didn’t like it still had the option not to use it.”  Is it gone?  Is that true?

Jeff:
Actually, it is off right now  And, this is Jeff, from the Finding Team.  The Playground was the URL Playground dot eBay dot com (www.playground.eBay.com) where we had, basically, we were testing new finding technologies and the new Finding 2.0 product was out there.  And really, for user feedback and to gather comments, etcetera, and we got thousands and thousands of comments and pieces of information about how it was performing, etcetera.  So what we decided to do about two weeks ago was actually turn it off, because we’re in the middle of a major upgrade, really responding to all those comments that we got from the first few months that the Playground was out there.  So as I mentioned earlier, really, the Playground will be back out there in another couple of weeks.  It will be upgraded with all the latest and greatest functionality and I think you guys are gonna love it.  The Watch Feature, for example, is on there and there’s a lot of really cool technology.  So it’ll be up there in just a couple weeks.
Griff:
Oh, that’s exciting news.  Thanks, Jeff.  I love that Playground.  A great place to actually see what, instead of just reading what we were gonna present, actually seeing the products as they were being developed.  

Jeff:
That’s been real useful.  We’ve gathered real feedback on it, so.

Griff:
When it’s back, for those of you who never seen it before, where will they be able to go?

Jeff:
That’s a good question.  So what’s gonna happen in just about two or so weeks, you’ll see again, in the upper right hand corner of Search Results, a little link that says, “Hey, we’ve got a new Playground, a new search coming.  Try it in our Playground,” and you can click over to the Playground.  And then I’d say about a month or a month and a half after that, we’ll be ready to actually start really beta’ng the new technology.  So where you can actually opt in to the new functionality completely and just use that as your default and you won’t have to visit Playground every time to see it.
Griff:
That’s spectacular.  Thanks.  A question that just came in to our Town Hall at eBay dot com (townhall@eBay.com).  “I have an eBay member that is willing to sell me a computer I need, except that want a MoneyGram.  I thought eBay said this wasn’t okay.  Is this true?  So it goes back to what we were talking about earlier.

Matt.
I don’t know, is it a really good deal?  No.  I’m sorry.  Just a bad joke. So often we hear from members that say, “Well I know I wasn’t supposed to use Western Union or MoneyGram but it was a really good deal.”  And it’s not a good deal if you don’t get the item, so.  Yeah, never used Western Union or MoneyGram.  Pay on the site.  Pay with PayPal.  

Lorrie:
I was just on a call last week and it was so sad.  We saw somebody paying with MoneyGram and a) it wasn’t a good deal, and b) a bad situation for them.  And that’s why we have 80% lower Unpaid Items when you use PayPal.
Griff:
Yeah, it’s important to understand that we don’t allow that as a payment method on the site.  But what happens for some buyers is they are solicited after transaction.  And that’s very hard for us to actually step in there and protect you. So if you know beforehand that it’s never okay, it’s never okay to pay for an item using one of those cash features like, as Matt said before, MoneyGram or Western Union, then you’ll go a long way in protecting yourself.  877-474-3302.  It’s been awhile since someone’s phoned in.  I’m kinda concerned.  I know we have a lot of regular listeners who will call in as soon as I tell them to.  877-474-3302.  I command you to call. 

Let’s take a question that came in earlier to Town Hall at eBay dot com (townhall@eBay.com).  “I have a problem with the Sell Your Item form.  I put a title and a picture and depending on the category I’m in, eBay adds Item Specifics automatically to my item.  In my experience, most do not fit my items and I have to remove them.”  Eu, this is a great question.  What’s going on, Jim.
Jeff:
Actually, I can take it if you want.

Griff:
or Jeff.

Jeff:
So this is Jeff again, from the Finding Team.  And actually, that’s a new technology that we released last summer really.  It’s what we’ve called internally or externally, Custom Item Specifics.  And really what we’re trying to do is we’re actually trying to allow sellers to further provide information that makes it easier to find the item on eBay.  The technology we’re using is really what we’re doing, is gathering all information from all other items that were listed in those categories.  And then we’re trying to pre populate, really to help sellers classify their items to make them more findable later.  We’re gonna use the information as provided in Custom Item Specifics, in the Finding Experience, in Finding 2.0.  So for example, if you specify the color is red or the brand is Nike, those things will actually make their way into the title index and into the navigation.  And so we’ve been encouraging sellers to use every tool you can to make your items more findable.  And Custom Item Specifics is going to be a big tool in the future.  
Now that said, it’s not perfect.  What we’re doing right now is we’re pre populating information and we’re not always right.  It’s a suggestion more than anything and you can cancel, opt out, change Custom Item Specifics to anything you want it to be, and we’ll use whatever information that you provide in the View Item Page, and in certain cases, in Search as well.  

Griff:
Yeah, and it’s important to also mention for those of you who are concerned about your placement in Best Match, I’ve noticed Jeff, I learned this just by checking Let’s take a question that came in earlier to Town Hall at eBay dot com (townhall@eBay.com).  “I have a problem with the Sell Your Item form.  I put a title and a picture and depending on the category I’m in, eBay adds Item Specifics automatically to my item.  In my experience, most do not fit my items and I have to remove them.”  Eu, this is a great question.  What’s going on, Jim.

Jeff:
Actually, I can take it if you want.

Griff:
or Jeff.

Jeff:
So this is Jeff again, from the Finding Team.  And actually, that’s a new technology that we released last summer really.  It’s what we’ve called internally or externally, Custom Item Specifics.  And really what we’re trying to do is we’re actually trying to allow sellers to further provide information that makes it easier to find the item on eBay.  The technology we’re using is really what we’re doing, is gathering all information from all other items that were listed in those categories.  And then we’re trying to pre populate, really to help sellers classify their items to make them more findable later.  We’re gonna use the information as provided in Custom Item Specifics, in the Finding Experience, in Finding 2.0.  So for example, if you specify the color is red or the brand is Nike, those things will actually make their way into the title index and into the navigation.  And so we’ve been encouraging sellers to use every tool you can to make your items more findable.  And Custom Item Specifics is going to be a big tool in the future.  

Now that said, it’s not perfect.  What we’re doing right now is we’re pre populating information and we’re not always right.  It’s a suggestion more than anything and you can cancel, opt out, change Custom Item Specifics to anything you want it to be, and we’ll use whatever information that you provide in the View Item Page, and in certain cases, in Search as well.  

Griff:
Yeah, and it’s important to also mention for those of you who are concerned about your placement in Best Match, I’ve noticed Jeff, I learned this just by checking, when people say, “Why are my items, everything else is equal, why is my item not showing closer to the top?”  And in every single case where I’ve received a seller email on this, it was a seller who was not utilizing Item Specifics or Catalog information that was available to them.  I think a lot of people think, “Well I’ll write my own description.  That’ll be enough.”  But having Item Specifics in your listing, if they’re available or the prefilled information from Catalog, actually will advantage you in Best Match apparently.

Jeff: 
Actually, it’s gonna advantage you in a lot of ways to use the catalog functionality and the Item Specific functionality that’s provided in your listings.  And again, it hasn’t over the long term in the history of eBay, it hasn’t often been something that’s been extremely compelling for sellers to use.  But now that we’re using it in the finding experience and we’re showing buyers Catalog items more regularly, we’re actually updating the navigations using Item Specifics.  So if you’re not using Item Specifics, if you’re not using Catalog, essentially you’re giving up free exposure that you could be getting otherwise.  So.

Griff:
Yeah, that’s important.

Jim:
Yeah, and just to add as Jeff says, you know, we’re honing that technology as we go on.  So we’ll work on getting it better.  If there is an Item Specific that doesn’t particularly apply to that particular listing, you can always opt out of whatever value is in there.  But I would say that if you were finding that a lot of the Item Specifics aren’t applying to the item that you’re listing, you might want to take a look whether you’re putting it in the right category or not.  Because those are triggered by the category that you’re listing in and as Jeff pointed out, it’s really important to get that categorization correctly, so you can optimize your results in search.

Griff:
Those cases Jeff and Jim, where someone has to fill in the like custom information, behind the scenes, is that a mechanism that’s learning as it goes?  So that if you’re changing the information for your listing, is that actually helping the algorithm so to speak?

Jim:
Actually, it’s a really exciting learning system that is really driven by both the seller behavior and the buyer behavior.  As sellers put in Item Specifics that are used by the buyers and actually cause increased purchases, they become more prominent and more often recommended in an SYI and in selling.  So it’s a nice feedback loop.  It’s a great way we can use all of the transaction data that’s happening on eBay to really make the site work better for both buyers and sellers.

Griff:
That’s great.  877-474-3302.  Karen, in Chicago, welcome to the Town Hall.  What’s your question, Karen?

eBay Member:
My question is I’m noticing in my own selling that people seem to be bidding a little bit less and I was wondering if that was just in the categories that I’m selling or if the economy is having an effect on what’s going on, on the site itself.  Are they bidding less, are they having trouble paying?

Griff:
Hm.  Lorrie, do you want to take this?

Lorrie:
Yeah, sure, let me take it, Griff.  First of all, thanks for your question, Karen, and we look forward to hopefully meeting you at eBay Live when we’re in Chicago in about six weeks.  There’s no question that the US economic environment is pretty uncertain right now.  But we are not seeing an overall issue with bids.  I think one of the things that we clearly want to do at eBay is bring selection and value, and we’ve always been known as good values and we think that that is one of the keys to eBay, is providing a good value.  And that’s gonna be more if you will, endorsed by customers and by buyers in this economic environment.  But Karen, I do have a question for you which is how are your DSRs right now?

eBay Member:
Oh, they’re great.  

Lorrie:
Okay.  Well that’s terrific.  I think that’s the biggest thing that we see being among people with healthy DSRs, is frankly picking up a bit.  So again, there’s no question we’re in an uncertain time but we really think that the great values at eBay are gonna be giving us a little bit of an edge as we go forward in the economy.

Griff:
Karen, can I ask you, if you would.

eBay Member:
Sure.

Griff:
If you’d like to, email me with your User ID.  I’ll share it with the rest of the panel.  We can take a look at your listings and together see if maybe there is some suggestions that we can make that can help make your sales better.

eBay Member:
Sure.

Griff:
Thanks.  It’s Griff at eBay dot com (griff@eBay.com).  877-474-3302.  And we only have about five minutes, so we have time for one more call and then we’ll have to go to our closing remarks.  

Stephen, from Corpus Christi, welcome to our Town Hall.  What’s your question?

eBay Member:
Yes, I talked earlier about making PayPal an instant payment method to get back on, or just totally shut down on the unpaid items.  And I notice that whenever I first started selling that whenever I didn’t have a combine shipping, I was getting hounded with emails from customers wanting combined shipping.  And I don’t see a way that I can leave that option there in order to have combined shipping as an option.

Griff:
Yeah, that is a real issue.  I gotta tell you, everyone on the table is nodding in agreement.  So who wants to grab this one?

Matt:
Well the first thing I’ll say is that you’re right, that the immediate payment does not work and does not support combined shipping.  And so if you’re selling, if you’re doing your business model as one where you’re trying to get your buyers to you know, buy, up sell to a second or third item, immediate payment doesn’t work.  In that case, just use the PayPal account required by our requirement, where you get about 80% of the benefit of immediate payment.  With respect to the combined shipping, Kristina can chime in.

Kristina:
Sure, I’ll say as well, that sometimes we do see if sellers are offering the combined shipping.  As you know, buyers, we apply the combined shipping discounts at the time of checkout because we want to give your buyers a chance to buy multiple items and benefit from the merchandising that they’ll see, encouraging them to buy multiple items from you.  But as Matt said, that’s not supported in Instant Pay.  What we sometimes here sellers do in that case is just rebate or refund some of the money to the buyers so that the buyers are just actually paying the actually shipping cost.

Griff:
And also Stephen, anyone else who is listening, I actually have a, it’s not a very elegant work around utilizing eBay Express that can actually help in these situations.  Again, it’s not pretty, it’s not elegant but it can help.  We have not enough time to actually go into it here but if you’re interested, email me at Griff at eBay dot com (griff@eBay.com) and I’ll send it out to you.  I have it all ready to go.  

I guess, let’s see, we’re at about a few minutes.  So I think we have time for one more question if it’s an easy one here, I think, or one that we can answer succinctly.  Do you want to try this one?  Okay.  “Hello.  Is there any way eBay can enforce bidders and buyers that once you win an auction, to please pay immediately after the auction?  It’s not fair to the seller to have to wait.”  So, and I think it would be great if we had Immediate Payment for auctions.  Is that ever a possibility?

Matt:
Uh, yeah.  So first of all, obviously, we do have it for you know, fixed price.  We talked about it already a couple of times in the show.  Uh, and if you’re not using Immediate Payment for your fixed priced items, and you can manage around the combined shipping part, I’d encourage you to turn that on.  It’s a very popular feature.  For auctions, in terms of time, and we have considered that.  It gets a little complicated but we’re actually planning to do a test in another country in the next two to three quarters, if I’ve got that right.  And we’ll see how that goes and if that goes well, we’ll be bringing that to the dot com site as well.

Griff:
Oh, great.  That’ll be, I mean it would be good for me as a buyer.  I wouldn’t have to be worrying about paying right away.

Matt:
Exactly.  We hear a lot of that from buyers.  It’s not just a feature for sellers to you know, get paid faster and avoid unpaid items.  It’s a feature for buyers not having to worry about going back and doing payment as a separate step.

Griff:
Yeah.  I would opt into something that said, “Hey, just take it out of my PayPal account the minute I win the auction.”  That would be fantastic.  

So we only have a few minutes left.  Unfortunately, so I wanted to turn this over to Lorrie for any closing remarks you might have about today’s Town Hall, or anything in general.

Lorrie:
So thanks, Griff.  First of all, this is as most of you know, this is my second Town Hall in this new role, but I know I speak for the entire leadership team when I say how much we enjoy these opportunities to listen and respond to all of our customers, to our buyers and our sellers.  So thanks so much for taking the time to call in.  

One of the things that we are doing is we’re spending a lot more time listening to customers in our daily lives at eBay.  And so last week for example, I spent four days in the customer service centers listening to about eight hours of calls from buyers and eight hours of calls from sellers to get much more in touch with what are those key pain points.  And in addition, hopefully, if you heard our Earnings Call yesterday, our CEO is doing the same thing.  So our commitment to you is to listen more and respond more and to help all of us together drive the change at eBay, to make us even better.

Griff:
Thanks, Lorrie.  That wraps up our event.  So please check the general announcement board to stay on top of what’s going on around eBay and we’ll announce the details for our next Town Hall on that announcement board so you won’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, by going to www dot eBay dot com forward slash Town Hall (www.eBay.com/townhall).  We’ll have a written transcript as well.  

Finally, as a quick reminder, the Early Bird Registration for eBay Live ends on April 30th.  You can save $45.00 off the regular price, so register fast.  I think it’s always appropriate to end the Town Hall with something flogging the eBay Live, don’t you?  We hope you all join us in Chicago.  We’re all gonna be there.  You’ll have a great time and great fun.  Thanks again.  We want to thank everyone who called.  Thanks to our folks at WS Radio for having helping us out with this Town Hall.  We’ll talk to you in May.

