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Griff:
Good afternoon and welcome to the eBay Community Town Hall for September, 2008. I’m Griff and I’m pleased to be here with you today, 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, and 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.  You know the drill, we’d love to hear from you, so don’t be shy, our lines are now open.  You can start phoning us at 877-474-3302.  And in a few minutes we’ll let you ask your question on the air.

I have Stephanie Tilenius with me today.  Stephanie is Senior Vice President and General Manager of North American Marketplaces.  As many people in the community know, Lorrie Norrington has taken on a more global role with the department of Rajiv Dutta this summer.  Stephanie is now leading North America, so going forward I’m very pleased to let you know that she’s going to be our host for these Town Hall events.  Welcome Stephanie.

Stephanie:
Great to be here, Griff.  I look forward to hearing everyone’s questions.

Griff:
Great.  I’ll be back to let you say a few more words in just a moment.  Today’s Town Hall will run for ninety minutes to give us a lot of time to address questions.  Please keep your questions as concise and general as you can so that we can answer your question on the air.  Remember, for privacy reasons, we can’t answer your specific account questions.  If you have a personal question about your account either with eBay or PayPal, please contact the appropriate customer support through 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 email questions, plus we’ll be answering some of the most common questions we’ve received via email in the last few days.  


Now let’s move on to our panel introduction.  We have a number of familiar voices representing different areas of eBay and PayPal with us today.  First we have senior Director of Shipping, Kristine Klausen, Kristina Klausen.  Sorry, Kristina.  Kristina and her team manage the world of shipping on eBay.  Welcome.
Kristina:
Hello, everyone.

Griff:
If there are any listeners today who have questions about the new shipping limits in our books, movies and games categories that take effect on October 5th, please give us a call.  Kristina can help you with these questions.  


Joining us from the Finding Team today is someone who’s new to our panel, Director, Eddie Garcia.  Welcome, Eddie.

Eddie:
Hi, everyone.

Griff:
This is Eddie’s first time on the Town Hall panel and we hope he’ll become a regular.


Also here today is Lynda Talgo, Senior Director of Trust & Safety.  Lynda has her team focused on Trust & Safety policies and feedback.  Thanks for joining us, Lynda.
Lynda:
Thanks, Griff.

Griff:
Next is Director, Brian Hsu, from the Seller Team.  Brian and his team focus on pricing for the eBay Marketplace.  Thanks for being a part of the panel, Brian.

Brian:
Hi.  Glad to be here.

Griff:
Next, as a regular returning with us, Monroe Labouisse.  He’s a Director at PayPal and a regular on our Town Halls.  Welcome, Monroe.
Monroe:
Good to be here again, Griff:

Griff:
PayPal is one of the safest ways to pay on eBay and we’re happy to have you here and take these questions.  Next is John McDonald, Senior Director of Trust & Safety.  Welcome, John.

John:
Hi, Griff.

Griff:
We also have with us somebody who I believe, you have not been on the panel before; Greg Fant.

Greg:
Hi, everyone.

Griff:
Greg is an eBay veteran and today he serves as Vice President of the Buyer Experience.  As part of his role, Greg and his team lead a lot of the analytics and research that we do to understand buyer trends and needs.

Next on our panel it Nate Etter.  Nate is Director of the Seller Team and another long time eBay employee.  He and his team focus primarily on seller tools.  Nate, thanks for taking part today.

Nate.
Thanks, Griff.  Glad to be here.

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


And before we get started, although we’ve talked with Stephanie before, I thought it would be a great opportunity to get a few of Stephanie’s thoughts.  You know, it’s been a big week for all of our eBay sellers.  I just want to quickly recap some of the stuff that’s happened this week.  On Tuesday, our new pricing for fixed price format listing started, along with the new thirty day duration for fixed price listings in our core search.  All of these went into effect.  And over the next few weeks, a number of important changes will take effect, like our new shipping limits I mentioned earlier, our paperless payments policy, and the free shipping incentives we announced back in August.  So I know callers are gonna have a lot of questions about these changes but before we open the phones, I thought it would be nice to have you share a little bit about your experience with eBay.  Are you a big buyer and seller on eBay?  And if so, what’s your feedback?

Stephanie:
Uh, let’s see, I think the latest count is about 1,546 and we buy a lot more than we sell.  Hah, hah.

Griff:
What do you buy, Stephanie?
Stephanie:
Well let’s see, the latest is I bought a necklace this morning.  In between meetings, I hate to admit, hah, hah.  And I was watching it for awhile, so.  And then I bought dinosaur costumes for my kids this past week.  Which arrived, and of course, they already tried them on.  And running shoes, and we pretty much buy everything on eBay that we can, so.

Griff:
When you sell, what do you sell?

Stephanie:
Uh, DVDs.  We’ve sold about six cars on eBay over the last few years.

Griff:
Wow.

Stephanie:
Different family cars or friends, so.  Uh, coins; my husband does up a coin collection which he is selling.

Griff:
Oh, so he knows that you’re selling his coins on eBay.
Stephanie:
Yeah, he knows.

Griff:
Okay, good.

Stephanie:
Hah, hah.  He’s very aware of it.

Griff:
It’s important, I think I know that, especially our sellers, like to know when anyone on our panel is buying and selling.

Stephanie:
And we have  4.9 DSR ratings
Griff:
Okay, say it again?

Stephanie:
We have a 4.9 DSR.

Griff:
Oh, that’s fantastic.  

Stephanie:
It’s pretty good, huh?

Griff:
What’s you lowest DSR?  Which one is it?

Stephanie:
Four is the shipping.  Yeah, it’s 4.8 or 4.7 or something.

Griff:
For shipping costs?

Stephanie:
For shipping, yeah.

Griff:
Darn that DSR.

Stephanie:
Hah, hah.

Griff:
So you joined the company back in 2001.  Can you tell us a little bit about the different roles you’ve had?

Stephanie:
Let’s see, I joined at running Asia Pacific and did that for almost two years.  And then I ran eBay Motors and then I went over to PayPal where I worked with Monroe for awhile.  I was there for over four years and I built Merchant Services, PayPal Merchant Services, and then I joined eBay again, came back over in late January of this past year.

Griff:
Um-hm.  You’ve seen it all.

Stephanie:
I’ve been around the block.  I’m getting old, Griff, I know.
Griff:
And it’s only been seven years.  In seven years you’ve seen a lot of growth and change at eBay and PayPal.  What do you think is the biggest challenge lying ahead for us all?

Stephanie:
Well we all know we’re introducing a lot of change on eBay right now.  And we’re trying to transform this global marketplace to improve the buyer experience and to drive more sales to all of you on the phone.  And you know, ultimately, we believe all these are the right changes and we’re excited about them.  We think that it will create more vibrancy but we also appreciate that’s a lot of change.

Griff:
Yeah.

Stephanie:
And we thank everyone for their patience and support.

Griff:
Is there any one particular thing that keeps you inspired everyday here?

Stephanie:
Well I don’t know how you can’t be inspired by the stories of everyone who buy and sell on eBay.  I always love meeting people at eBay Live and hearing how they’re building their business and their different personal stories.  So eBay’s a really unique place.

Griff:
Well thanks for sharing those thoughts with us.  So before we get to the calls and start taking questions, we’ll remind you the number here is 877-474-3302.  If you call and you get a busy signal, keep trying.  As the lines let up, new slots will become available in the phone cue.  You can also email your question to Town Hall at eBay dot com (townhall@ebay.com).

So let’s get right to the questions.  We’ll go to the phones.  Elizabeth, thanks for joining us here on our Town Hall.  What is your question?
Caller:
Hi, Griff, how are you?  And hello to everybody else there.  It’s mostly a comment.  I have been on eBay for eleven years and I think that the new fixed pricing is incredible.  I would give it a rave.  In four days, I’m already really seeing results and I’m anticipating the best year I’ve had on eBay this year.
Griff:
That’s great news, Elizabeth.  What do you sell?

Caller:
I sell African art and trade beads and ethnic jewelry, so it’s mostly one of a kind pieces.

Griff:
And you’ve seen a result that fast, huh?  That’s great new.

Caller:
Huge.  Four offers today.

Griff:
Can I ask you a question then, since you’re doing well with this?  Is there anything that you can offer as a way in a tip that’s worked for you in these few days, when it comes to utilizing this new format?  Because we get a lot of questions from sellers primarily, “How do I utilize this in a way that’s gonna work for me?”  

Caller:
I used to make money on garage sales and my family all would look balefully at me at five o’clock because I’d have them taking more loads out.  And I said, “If it’s not out there, you can’t sell it.”  And I think that what fixed price does for me is it lets me list much more and sort of, “If you list it, they will buy.”  I think we should all be doubling and tripling our number of items on eBay.

Griff:
Well Elizabeth, I want to thank you for that comment.  That was very helpful.  Thanks so much for calling the Town Hall today.

Caller:
Sure.  Thank you.

Griff:
877-474-3302 is our phone number here.  I think we’ll go to a question that came in earlier.  And because I’ve heard, Kristina, from a lot of folks who are concerned about all aspects of shipping, and especially as shipping changes here, I thought we could talk about some of those issues if you don’t mind.
Kristina:
Sure, Griff.

Griff:
This question came in earlier.  “I use actual weights and a three dollar handling charge to cover our expenses to calculate shipping and handling for all our books in our eBay Store.  Will this still be allowed under the new policy?”

Kristina:
Griff, likely not.  And let me explain.  So we’ve recently set maximum shipping prices in a number of categories, including media.  For books, the maximum shipping price will be four dollars.  If folks have nonstandard items; so if it’s a super large book or you know, specially packaged in a frame, if it’s a very unusual item, then they can also use the shipping calculator and add a minimal handling fee.  So in the case for this seller, a three dollar handling fee on a pretty standard book would probably get her above the four dollar cap in the book category and so we wouldn’t recommend that.

Griff:
So it would be the handling charge in this case, that would be considered excessive?

Kristina:
Yes.

Griff:
What happens in a case where somebody has two books to sell in one lot, and it will cost more because of the combined weight for those two books, to ship those books under the shipping cap?  What will be their strategy?

Kristina:
There’s a couple of choices.  They can either list it in the wholesale and bulk lot subcategory within the media; category, and then a different shipping limit applies at six dollars in that case, for up to five books.  And then our pricing tables, there’s different limits, depending on how many items you’re shipping at once.  Or what we’d also recommend is consider putting the amount that’s above the price limit back into the item price.  Because the reason we set the caps where we did is we took into consideration what buyer satisfaction rates were at different shipping prices.  And for most of media, four dollars is the price point where a lot of buyers start to become unhappy with the shipping price.  So we think it’s in sellers’ best interest to make sure they’re satisfying their buyers.  That will lead to higher DSR scores and better exposure.  So rethinking whether you want to put more of that shipping price into your item price can be a good strategy for many sellers.

Griff:
Would it be okay in a situation like this for a seller who has two books to sell or more in one lot and prefers not to list on the whole sale lot category, can they list this as one lot and use the shipping calculator to provide exact costs?

Kristina:
They could do that as well, yes.

Griff:
Thank you.  So we’re getting some emails that are coming in and we’re gonna go to one of those next.  I thought I’d remind everyone, our phone number here is 877-474-3302.  And we’d love to hear your voice so do call us with your question.  


This just came in and this one, we’re gonna go to you, Greg, I think.  “When are you planning to release the new Item Page to everyone?  I’m hearing rumors that it could be during the middle of the Holidays?  Maybe not a great time to introduce such a big change.”  
Greg.
Yes, let me talk about the new View Item Page.  You’ve probably seen that we’re currently testing a few different variance of the page to a very, very small population of buyers.  And I will say at this time we have no plans to launch this in the fourth quarter.  We understand, is a hectic busy time for sellers, and so there are no plans to currently launch in the fourth quarter.  We also know there’s a fair amount of sensitivity around one aspect of the page in particular, which is the merchandising from other sellers.  And I just want to reiterate; while we’re testing that, we will always offer the option for a seller to opt out of this merchandising.  So we’re testing it.  We think it’s good for buyers but we want to give sellers the latitude to opt out of they think that’s the right way to go.

Griff:
So currently, I believe when you opt out, it means that you opt out entirely, which means that your items won’t be appearing on other sellers’ pages.  Is that going to be the same way?

Greg.
Yeah, that’s correct.  That’s the tradeoff sellers will need to make if they want to opt out of the program.

Griff:
Good.  Okay, thank you.  Thanks very much.   Let’s go to the phones, 877-474-3302.  David, welcome to the Town Hall.  Thanks for calling us.  What is your question?

Caller:
Hi.  My question is this.  It pertains to mostly new users, the bane of quite a number of sellers and the feedback system.  It would occur to me that generally speaking, when someone registers at eBay and they basically just want to get going.  They don’t want to be saddled with tutorials and other things, so generally, a lot of them will just go and click through just to get to the meat of the matter.  What I found is that if a new user receives something and they’re not 100% satisfied, there’s quite a probability that they’ll go and leave some maybe neutral or negative feedback.  Generally, sellers who are obviously very sensitive to that, if they’re gonna go and get neutral or negative feedback, then quite frankly, a vast majority of these sellers are going to be saying, “You know, you’ve already destroyed the relationship.  I don’t think I’m really gonna try and resolve your issue.”  


So my question boils down to why is it that eBay doesn’t have new users confirm their feedback, say a week after they’ve left it?  And then basically, it gives the seller an opportunity to resolve an issue if they see a negative feedback’s been left.  This would only pertain to new users that you know, have maybe ten or less feedbacks on their record.
Griff:
So if I understand you correctly, David, what you’re asking is, or suggesting, is for brand new buyers, let them leave the feedback but make a period of time where it would have to be reconfirmed after a point?

Caller:
That’s correct.

Griff:
Okay.  An interesting suggestion.

Caller:
And basically, because what you end up with if you get a negative or neutral, you get a seller that’s real ticked off.  You get a buyer that’s ticked off.  Neither one of them wants anything to do with each other and frankly, your new user will probably become a former user.

Griff:
Very good suggestion, David, well thought out.  Who wants to take this?  I think Lynda would like to.  What do you think of this?

Lynda:
So a few interesting comments in there.  And yes, thank you for the suggestion.  We’re always welcomed to get more suggestions on how to improve the feedback system.   So a couple of comments; one, I’ll take this back to the team who’s working on it.  Two, we have mentioned previously that we’re gonna be introducing a solution in the fall, to let buyers change their feedback rating, comments, or DSRs, and I do expect that to be coming late October, with more details available then.  

And then Griff, this last comment about the seller getting ticked off when the buyer leaves a neutral or a negative, I would hope that the seller might be able to try to find a way to bridge back to that buyer and create an experience that they’re both happy with.  I don’t know if you have any thoughts on that one, but it did occur to me that there’s still opportunity there to improve that transaction for everybody.
Griff:
Yeah.  You know, I don’t think I’m qualified personally, from my own experience buying and selling on eBay, to offer any direct comments on this one.  Only because my experience I think is a little bit different.  I tend not to have a lot of new buyers who are buying my things.  So when I sell, it seems they may bid but I’m always selling to an experienced buyer.  But I could see if you had a rash of these where it could lead to you know, wondering on the seller’s part.  There should be something in place where not necessarily that I’m blocking the buyers, but I’m giving new buyers a better chance to understand the site better and giving them a chance to maybe back out of leaving a harsh negative feedback.  And to your point, I think that your comment about what’s coming for what we’re internally calling “feedback revision tool” should actually go a long way, David, in helping to address these particular situations.  But again, as Lynda said, it’s a great suggestion and she’ll take it back to her team.  Thank you for that.  

877-474-3302.  In the interest of giving preference to phone calls, which we love to do, let’s go right back to the phones and talk to Michael.  Michael, thank you for joining us here on our Town Hall.  What is your question?  . . .   Michael, are you there?  . . .  Okay, so maybe we lost the phone for a second.  Let’s go to our questions that came in earlier and again, I think we’ll go to a question.  This one really struck me because this hadn’t occurred to me but this came in earlier and I think Monroe or John can take this.  “How is PayPal and eBay dealing with the fall of Washington Mutual?  I know my PayPal debit card is a WaMu card.  What is going to happen if they go under?  Will it affect my PayPal account?
Monroe:
Hey, Griff, it’s Monroe, from PayPal, and I saw that one in the list of email questions and it struck me as well.  Great question and I thank the sender for asking, so that we can inform everybody else.  Simple answer is that people’s PayPal accounts are gonna be fine.  And the reason for that is the FDIC or Federal Deposit Insurance Corporation.  And the deposit insurance that protects both the banks that people tend to connect to their PayPal account and also, PayPal balances and PayPal money market fund.  So I know the question wasn’t specifically about PayPal balances and money market fund but that would be a good one to answer as well.  And each PayPal account holder is protected up to a hundred thousand dollars per balance and if they have money in the money market fund as well.  

As to the customer’s specific question which was about you know, WaMu or my bank, “What if my bank that is connected to PayPal has an issue?”  And so I would say that people should contact their banks to make sure that their deposits are okay.  But generally speaking, the FDIC insures bank deposits as well.  So as long as a bank or a credit facility from a credit card are working, which for most consumers they should, then PayPal will continue to work.  Because PayPal is just you know, transferring the money.
Griff:
Right.  And for anyone who’s worried about this, the way that FDIC works, they’ve been around for seventy-five years.  There have been at different times banks that have failed and FDIC has always, always protected deposits.  There has never been an instance in their seventy-five years where they have not been able to guarantee and protect up to, as they say, up to a thousand dollars.  And recently I did hear on the news even with Freddie Mac, that they were able to get more than that.  So if you’re money is in a bank, like one of the ones mentioned, you’ll be okay, is generally the message we’re trying to give here.

I thought it would be a good time to go back to the phones at 877-474-3302.  Chris is joining us.  Thank you for calling, Chris.  What is your question?

Caller:
Great.  A lot of the attention this year has been focused on policy, changes to the site, getting things lined up, and I see all of this as great and I’m looking forward to the Holiday Selling Season coming, so my natural question is what does eBay have planned as far as marketing the site to the rest of the world for the Holiday Season?

Griff:
Good question, Chris.  Who on the panel would take that?  Greg.

Greg:
Yeah, I can take it.  Yeah, we’ve done a lot to get a lot of great inventory on the site.  Starting now and into the Holiday Season, we know there’s a real need to meet that with a lot of demand.  So there’s really several things to highlight.  One is we will continue to be very aggressive in terms of marketing our brand and our sellers’ items across the internet, and I think you’ve see historically in the fourth quarter of the Holiday Season, we tend to ramp up that spend.  And if you’re out there on the internet, you’re gonna find eBay no matter where you are.  So we’ll continue with a strong internet marketing spend.  Secondly, you’ve probably seen throughout the year that we’ve really started to ramp our coupon initiative, a lot of testing, a lot of learning.  And I think we’re at the place to really, really expand that in the fourth quarter.  This year in particular with the tough economy, we think consumers are out there looking for value and we think coupons will really, really deliver on what they’re looking for.  So expect a big ramp in coupons and then finally, on the PR front, you’re gonna see several initiatives around holiday ramping very early in the Holiday Season, continuing out throughout the course of the fourth quarter.  And again, we’re always gonna put or sellers first, all of our marketing really, really looks to put you out there in front of the buyers.
Griff:
Thanks, Greg.  877-474-3302.  Let’s go back to the phones and talk to Michael.  Michael, welcome to this show.  Thanks for calling us.  What is your question?

Caller:
My question is, this is a suggestion.  I am a buyer and seller on eBay.  I’ve been selling for about seven years.  And one of the things that’s always been a benefit to me is to see how many people are actually watching my item during an auction or during a Buy It Now.  And one of the things I was wondering is if it would be possible to make that information accessible to buyers, depending on whether it’s an auction or a Buy It Now.  In the instance of an auction, it may you know, increase the ultimate high bid price.  And then in the Buy It Now situation, it might make people purchase the item and you know, knowing there might be a chance they could lose their item depending on how many people are watching the specific item they’re interested in.
Griff:
So you’re suggestion is to allow sellers the options to provide the watch number publicly on their listing if they choose.

Caller:
Exactly.

Griff:
Good suggestion.  Greg will take this one he said.  Okay.

Greg.
No, I think it’s a great idea.  Anything we can do to create more vibrancy and transparency around vibrancy because that’s what the auction format is all about, is get people excited and more people jump in.  And so let us take that back.  We’re thinking about a number of different ways to continue to invest in the auction format to really tap into that vibrancy and get people excited.  And your idea is a really good one, so we’ll take it back and we’ll think about it.
Griff:
Yeah, I gotta tell you, if I was considering putting a bid on a listing and I saw there was a high number of watchers, I’m gonna seriously up my bid.
Caller:
And the thing that might be a benefit too, is to make that option available to the seller to take it on or off as they choose.
Griff:
Yeah.  It would definitely be an opt in or opt out.

Caller:
Um-hm.

Griff:
Thanks for that suggestion, Michael.  Very good.

Caller:
Thank you.

Griff:
877-474-3302.  Let’s go and take a question about a policy change that I think is on a lot of people’s minds, and that’s our new approved payment policy.  This came in earlier, “I have a repeat customer that pays by money order.  She does not want to use PayPal because of a problem she had at some point.  Sorry, I don’t have the details.  Will I no longer be able to sell to this customer?  In addition, many of my customers that are new to eBay and do not have PayPal accounts, credit cards or bank accounts, particularly in the Los Angeles area, they pay everything by money order.  How will I handle these customers?”  John?

Caller:
Sure, very good question, and we’ve been hearing this.  This is John speaking.  So to the first question, if you have an existing customer who’s been using money orders and they come to you and they want to continue using money orders, we have made it clear that as long as the seller is not actively soliciting what are going to be prohibited payment methods, they aren’t gonna be in violation of the policy.  So if you have a long standing buyer who wants, who demands to use check or money order, we understand that you’re going to want to fulfill that order and complete the transaction, so that’s okay.  So I think that really has answered your first question, as you’re gonna be fine with that.

I think the larger question is something that comes up quite frequently is that there is some concern about buyers out there who potentially might have fears about using PayPal or other electronic transaction methods online.  And just a couple of things; one, the reason why we are making this payment change, this payment policy change, is we feel that overall, this is gonna result in more sales, more demand on the site.  Because what we’re gonna be delivering to buyers overall on the site is a much more consistent, much more secure, much more convenient payment experience and we think that’s gonna lead to higher trust and confidence in purchasing on eBay.  So overall we think this is gonna deliver more demand to the site.  

But in terms of buyers who have some concerns over using those electronic payment methods, I would suggest as you talk to them, and we are certainly gonna be doing a lot of communication ourselves, is really emphasizing the benefits of using electronic payments, and PayPal in particular.  And what they’re gonna find is versus using a money order is that using PayPal, you have much higher recourse.  So we are expanding our buyer protection policy around PayPal.  So a buyer, if the item isn’t delivered or the item is not as described, they’re gonna be fully covered on that for the purchase price and the original shipping cost.  Secondly is when they use an electronic payment method, it’s gonna be much faster.  The seller is gonna get the funds quicker, the item is gonna ship quicker and they’re gonna, you know, they’re gonna be satisfied much quicker in the delivery time on that.  


And then lastly, the experience they’re gonna have of paying online, in the secure confines of eBay checkout, that’s a much more secure payment experience for the buyer.  So I think that’s something we are doing quite a bit of communication and we’re gonna have some workshops in early October.  We’re gonna be doing quite a bit of push out to our buyers to really emphasize what they benefit by this change, the benefits they’ll see, and a lot of those are around security.
Griff:
Thank you, John.  Let’s go to the phones at 877-474-3302.  George, welcome to the Town Hall.  Is that the question you want?  Okay, great.  Uh, George, welcome to the Town Hall.  What is your question?

Caller:
Hi.  I sell courses that have different media type; mostly books but also CDs and so on.  These courses, depending on which course it is, typically weighs from about five to nine pounds, and of course, I’m shipping all over; Alaska, Hawaii, Puerto Rico, the Continental US.  My question is how will this new policy affect something like that where I’ve got you know, the mixed media, you know, several books, several CDs, etcetera?

Griff:
So George, these are sets.  They’re not just one CD or book, they normally involve either a set with a CD or books and they are gonna weigh more than just a single unit.  Is that what you’re saying?

Caller:
Right.  Actually, I have one book that I also sell separately, which weighs five pounds and obviously very costly.  My least expensive way to ship that is through the flat rate box, you know, the postal service.
Griff:
The USPS Priority.

Caller:
Right.  Which is I think now around nine dollars, eight seventy-five or nine dollars.

Griff:
Right.  So George, I think Kristina is champing at the bit to take your question, so I’ll pass it over to Kristina.
Caller:
All right.

Kristina:
Hi, George.  So thanks for your question and I know this is on the minds of some other folks selling in categories that are impacted by shipping costs.  So if you’re selling a nonstandard item and in the case if you’re selling a course and it’s a bundle of different materials and it’s larger than a typical book because you’re selling multiple things and the weight is heavier, you have two choices.  One is to continue to list using flat rate shipping and get your shipping cost under the cap in the subcategory that you’re listing in.  Now to do that we recognize that in some cases, sellers may need to put some of the shipping cost into their item price.  The other alternative is if it’s a nonstandard item, to use the shipping calculator.  And in that case, what you want to be clear to do is specify the specific shipping weight and the accurate shipping weight and a minimal shipping cost.  That way you can use the shipping calculator to set the exact item cost for your listing.  


What I’d say as well is in most cases for many sellers, selling in the categories that you describe, and depending on what all is in your bundles, the media mail rate is a good option for many sellers.  In many cases, the four to five pound book should not be over the media mail price limits within the shipping caps.  

Griff:
Thank you, George.  We are taking questions that are coming in via email to our Town Hall at eBay dot com (townhall@eBay.com) address, and this one just came in recently.  I’ll read it out and then I believe Nate will answer this one.  “There are a bunch of things I need to change to make sure my listings comply with everything that’s taking place in October.  However, the tools you provide seem woefully inadequate.  How am I supposed to make these changes without wasting tons of time I could otherwise use by actually selling?”  Good question.  Nate:

Nate:
Very good question.  Yes, thanks, Griff.  And first, I apologize that you find our tools inadequate.  I actually hope that I can help you find some tools that might make you much more efficient with your changes.  We do know that we are introducing quite a number of changes that sellers need to make to their listings and the process of going through the hundreds or thousands of listings that you have can be very time consuming.  There are actually a few different options that you have to be able to update your items in bulk.  First of all, a common tool that our larger sellers use is Turbo Lister.  And you have the ability in Turbo Lister to synchronize all of your items and you can actually make changes in bulk in that tool.  It’s a matter of going into your active items or ended items view, highlighting the items, and you can pullup basically one page and then make the changes that you need and apply them across all and synchronize that back to eBay.  For sellers who have a lot of items that they’ve added to the site over time and haven’t used Turbo Lister, it’s actually quite easy to download, install and become familiar with, and it’s actually quite a quick way to make rapid changes.

Griff:
And it is free.

Nate:
And it is free.  Good point.  We also have bulk editing capabilities in Selling Manager and Selling Manager Pro that do have some limitations where we’ve made changes, for example, to Item Specifics.  I think that’s the most common problem that people run into where they’re blocked from making changes.  So it’s available for a number of use cases and in some cases you won’t be able to make those changes and we would recommend you try using Turbo Lister.  And then finally, most of the other third party tools and our Blackthorn tool also offer bulk editing capabilities, so. 
Griff:
And that’s a good opportunity to talk about something that came up a few days ago where I believe our community development team will be helping to host a workshop very soon.  And I believe maybe Yi Bestos has agreed to take part and I would be very interested in being part of it to provide tips and strategies and concrete instructions on how to use both Turbo Listers and Synchronize Feature.  I’ve trusted this and it really does solve the problem, it’s make it much easier. In fact, it’s easier than using the bulk edit tools that come inside Selling Manager.
Nate:
Absolutely.

Griff:
And if you’re using a third party tool as well.  So stay tuned, we’ll be announcing that hopefully soon.
Nate:
Yeah.

Griff:
Let’s go back to the phones at 877-474-3302.  Dan, welcome to the Town Hall.  What is your question?

Caller:
Good morning, hi.  I’m in Hawaii so it’s good morning.  This is regarding fee structure.  Although it’s very enticing in knowing that the initial fees have been lowered, we as sellers know that it’s also been hiked up a little bit on the final value side of the house.  I understand this is business, but sometimes I’m beginning to find that I’m selling just to be able to catchup just to my fees alone.  I had a suggestion more or less but we’re getting two types of fees that we have to face; one is obviously the eBay fees and also the PayPal fees.  But this is from one company.  And it appears to me like it’s a little bit of a double jeopardy.  Why not eliminate PayPal fees since we are basically, I mean you know, we’re paying the same company, right?  You guys kind a get where I’m getting at?
Griff:
Sure.

Dan:
Yeah.

Griff:
So Dan, I’m gonna pass this question to Stephanie, who will provide you with a response.  Go ahead Steph.

Stephanie:
Hi, Dan.  How are you?  

Dan:
Hi.  Fine, thank you.

Stephanie:
So we hear this quite often from sellers and I thought I’d just take a minute to explain our fees for a second.  So first of all, our total cost of doing business on eBay; so you include listing fees as well as final value fees, is actually lower than most of the other channels on the web.  And in the most recent pricing change, we looked by category to make sure that we add the most competitive pricing on the web, and that includes PayPal fees.  And in many ways, the reason we’re more competitive is because we are one company.  Our PayPal, having been at PayPal I’m pretty familiar with the fees, they’re actually some of the lowest fees on the web.  And we don’t charge, we do charge because we provide a service where we actually handle payments much like a merchant account.  So if you were to have your own website or sell on other channels on the web, you’d also to have to pay for payments.  It’s very standard and you probably have a merchant account that you’d pay higher fees actually, than you would today through PayPal.  So when you take all our fees on eBay, plus PayPal, and that includes listing fees and final value fees, and you add them all up, we are actually more price competitive than other channels on the web.  And we pride ourselves on that.  
Griff:
Yeah, and I think it’s also, Stephanie, a good opportunity with Dan’s question, to remind people that there are strategies now in place that will help you lower those fees substantially.  If you’re outperforming in your field, based on your DSRs where you are now eligible for different levels of discount on your fees, as much as 40%.  And if you can maintain that high level of customer satisfaction, you can, 40% is a pretty drastic cut, and that’s for all of your fees, so it’s important to understand the different strategies for selling on eBay that can help you reduce that fee structure.  And again, I often do this and if anyone needs helps with this, you can always email me directly at Griff at eBay dot com (Griff@eBay.com) and I’m happy to take a look and offer some suggestions on how to take this opportunity and realize that great benefit.
Kristina:
And Griff, I’ll just jump in on that as well.  It’s Kristina, from the Shipping Team.  We’re delighted what you mentioned about the 40% discount on final value fees that’s available for our sellers.  It’s the ability to double your final value fee for PowerSellers on the listings that they offer free shipping on.  And that’s starting to take affect and we’re excited, we think free shipping is great for buyers.  Many of them love it.  We’ve heard great responses from our sellers who are seeing their businesses accelerate because they’re offering free shipping.  And now you have the change to have a double discount on the back end on your final value fee.

Griff:
Yeah, I can’t tell you how good that feels.  As a seller on the site, I just got my first invoice with my fee discounts and it was a, I breathed a sigh of release because it was substantial.  And I’m not a full time seller so it was good.  Yes, Monroe.

Monroe:
Hey, Griff, I wanted to just add one thing to the caller’s original question because he was also asking about a combining of eBay and PayPal fees.  And we often hear this from sellers, “Can’t you simplify things by just combining them?”  And so I thought I’d provide an answer to that as well.  And the reason why we don’t combine them, even though it may be simpler for sellers is there’s a tradeoff there with transparency of what the PayPal fees are.  So if they got combined, then people may not really understand what they’re paying for in PayPal fees.  And that’s important to us because on most eCommerce businesses, sellers are paying a separate fee for payment processing than they are for say, their advertising.  
Griff:
Right.

Monroe:
And PayPal is available and can be used by sellers at many you know, off eBay websites.  And so we want it to be clear to our customers that our fees are as competitive as Stephanie indicated they are, you know, relative to other payment processors.  So that’s one reason why we keep them separated.  There’s a tradeoff there between say simplicity and transparency of understanding what your payment processing fees are and we think it’s important for that transparency to be there.

Griff:
I don’t want to put words into the questioner’s mouth but I think there was also, I’ve heard this as well, saying, “You know, if we’re using PayPal and we’re using it on eBay, you know, how about a little bit of a break on the total fee,” so I think that’s also a part of that question.  And it’s not something I can address.  I’m not sure we can address it here but I would say we would never say never to anything that involves incentives to getting people to use our product.  So who knows?  877-474-3302.  Let’s go to David.  David, welcome to our Town Hall.  What is your question?
Caller:
My question is sort of in regards to nonpaying bidders.

Griff:
Sure.

Caller.
I found out that a lot of the nonpaying bidders have a certain pattern.  Like for instance, they have zero or one feedback and they’ve been registered since 2001.  So they’re kind of inactive.  At the same time, I’ve had problems where somebody, so I guess it’s a kid, where they’ll go in and say you have a store listing with a quantity of thirty available.  They’ll go in and buy all thirty of them and you’ll never hear from them.  So my question is, it’s kind of a two part question.  Would eBay every consider, I mean because I don’t want to use immediate payment because there are people that like to you know, wait a few days to pay but is there a way we can use immediate payment only for people with a zero feedback rating or require them to go through ID Verify?  Or use that on inactive accounts as well?
Griff:
Well currently no, but it’s an intriguing suggestion.  Lynda, what do you think?
Lynda:
Um, so it sounded like maybe there are maybe a couple of suggestions coming there.  I think that’s a really interesting idea for immediate payment based on what the bidder profile is.  I also had a couple of other suggestions along this line.  You may be using buyer requirements.  If you are, I’d suggest you use the PayPal Verified Buyer Requirement, which will substantially reduce the unpaid item rate.  I think this is a great suggestion for any of the sellers out there to at least experiment with it.  You can also see when you’re using buyer requirements which bidders are getting blocked, so you can make your own tradeoff around risk of unpaid items, compared to having more bidders.  


I also wanted to mention that one of the buyer requirements is around buyers who may bid on a number of your auctions.  And with this multi-quantity store listings, we are actively looking at how to address that issue with the multi-quantity store listings.  So I don’t have a solution today but it is on our priority list.
Griff:
You know, I wanted to, if Stephanie, I’d love it if you could weigh in on this. I think there’s possibly um, sometimes a lot of sellers are not quite clear on where our overall strategy in particular, comes with for example, the new payment policy, and where we’re moving ahead.  And I know we’ve talked about this to some extent but maybe it’s a good opportunity to give a forward look into the future about what things like paperless payments, integrated checkout, one of the problems that we can solve finally, which unfortunately, seems to be unique to eBay’s Marketplace.  And that’s that extremely annoying problem for sellers, called the Unpaid Item.  Does anyone want to comment on this?

Stephanie:
I can start and then I’ll turn it over to Monroe.  I think he might be passionate about this, or John McDonald.  So yeah, we actually believe paperless payments will help sellers in a big way.  Because what we’re doing is moving to electronic payment standards, which is pretty common across the web.

Griff:
Yeah.

Stephanie:
It’s fairly standard for people to pay electronically, so that means that we will accept PayPal as well as other credit cards, online electronic credit cards.  And we know that those are secure and we know that the seller gets paid faster.  And there’s less Unpaid Item and less hassle.  Check and money order creates you know, just more hassle, frankly.  And so we’re just moving to what is standard on the web.  And in doing so, it enables us to get the seller paid faster, get more data so that we can provide protection on transactions and really know what’s going on.  And then longer term, we do want to have safety and simplicity across eBay, so we are looking at a consistent, safe, secure checkout.  We’re looking at cart, we’re looking at ways that we can actually, we actually have you know, today we have functionality where you can use immediate payment when you’re using fixed price.

Griff:
Sure.  Yeah. 
Stephanie:
And I find that many sellers don’t actually even know about that.  Which is a great way to avoid an unpaid item.

Griff:
A lot of sellers know but they don’t use it because we don’t yet have our shopping cart.
Stephanie:
But once we launch a cart, then we will be able to do that and be able to manage that, so.  If you have any other thoughts, John.

John:
Yeah, just more directly to the uh, the question is, is our goal with these payment changes is next year, I mean very soon with the payment changes, we’re gonna be making it, the ability to always pay in eBay checkout.  And the remaining cases, as we do have some third party checkouts, some people might be familiar, which is the buyer goes to one of our certified providers to checkout.  We’re also working on that, so that sometime next year we’re gonna be in a case where every time a buyer comes to eBay to buy and then pay for an item, they’re gonna pay on eBay.  And if they’re paying electronically, there’s no reason with a fixed price item, why you should delay that payment.  And just inherently, it doesn’t exist anywhere else on the internet and it just doesn’t really make sense from a transaction point of view.  So I think the caller makes a great point and I think we’re gonna get there very quickly where it’s gonna be normal in eBay, on a fixed price item that you’d immediately pay.
Griff:
Terrific.  Thanks so much.  877-474-3302.  Let’s go back to the phones.  Keith, welcome to the Town Hall.  What is your question?

Caller:
Just a quick comment on that last thing.  I do combine shipping a lot so immediate payment required is not really a good option for me.

Griff:
Yeah.

Caller:
But be that as it may.  Last spring, USPS put out a large flat rate box.  And they came out with you could go ahead and process that with click and ship.  And PayPal said, “Oh, late this summer, we will have the ability to do that.”  We’ve only got two days left of the summer.  When are they planning to launch this feature on PayPal?

Griff:
Thanks, Keith.  I’m sure a lot of sellers are asking the same question.  Kristina?

Kristina:
Thanks, Keith.  Yes, we know the large flat rate box is popular.  Keith, I believe the date for that is now October.  We’ve had some fits and starts on this project.  It had to do with prioritization as making some of the other enhancements at PayPal that we wanted to get out before the Holiday Season.  So we know the flat rate box is important to folks and we’re working on it.  And I, you know, I wish I could remember the exact date off the top of my head.  I believe we’re getting it out before the Holiday Season.

Griff:
Oh, that would be, because I would love to be able to use it too.  Keith, thanks for that call.  877-474-3302.  Let’s go to Michael.  Welcome to our Town Hall.  What is your question, Michael?
Caller:
Uh, I’m concerned about the instability of the eBay software, especially in the last couple days.  Yesterday I was trying to list directly on the site.  I know how to do it, and I usually use Turbo Lister.  There are problems with that and I uploaded, or downloaded, some changes and it has to do with refund policy.  But I would see features appear and then not appear as I was trying to list.  But last night, and it’s been going on for at least twelve hours, my active listings, I’ve sent the fixed price in the last twelve hours.  When I go out and click on the listing, it sends me to an error message page that’s written in German.  
Griff:
Um.  That is an unusual problem.

Caller:
Yeah, and apparently, it seems to be, I’ve been dealing with customer support.  Their first response was, “Well, clear all your browsers and everything and get rid of the cookies and that’ll take care of it,” which it did not.  And then they had me end the listing and do a new listing and it was okay but then as I started going out checking other things, I sent the fixed price, I find the same thing.  So my sales have been plummeting.  We’re not a large person, you know, group, but we are a silver seller status.  Our sales have been virtually flat.  I’m really trying to get a lot of things listed in the fixed price and I at this point, don’t know if I should continue listing or just wait until the software settles down.
Griff:
So I would say wait, Michael, and I’m gonna hand this over to Nate and Nate will give you some more information.

Nate:
Yeah, Michael, this sounds like a particular case that might be unique to your account.  We haven’t heard of a widespread problem, certainly not of this nature.  So I would just encourage you, if you’d like to, you can certainly reach out to me.  I’ll give you my email address.  It’s N-E-T-T-E-R at eBay dot com (netter@eBay.com) and you can get in touch with me.  I’ll work with our customer support team and the tools team that manages the products that you use and we’ll make sure to get you taken care of.

Griff:
Yeah, and Nate and his team will work with you one on one.  Again, that’s N-E-T-T-E-R, Netter at eBay dot com (netter@eBay.com).  That’s Nathan Etter, so.  Thanks, Michael. That’s an unusual problem.  I’ve never heard of that one.

Kristina:
Yeah.  I’ve had looks around the table.

Griff:
Yeah.  I have a question that just came in and this will be for Eddie.  “How does recent sales work?  For example, if I sell one out of my ten items on a listing, a 10% rate, is that the same as someone else selling ten out of one hundred, also 10%?”  And I believe this is in conjunction with Best Match sort. 
Eddie.
Yes.  So first of all, thanks for having me, Griff.  I’m really excited to be here.  Let’s talk about recent sales.  So first, for the folks on the phone, what is recent sales?  It’s a new factor that we introduced this week as part of Best Match and we use it as one of many factors to sort Buy It Now listings on the site.  And specifically, recent sales are recent transactions from unique buyers.  So going to the specific question, “Is selling one equal to selling ten?”  Well first of all, you have to see, are there ten people buying the ten or is it one person buying the ten?  So the number of unique buyers is important.  Secondly, the quantity available on the item is not considered.  So literally, we want to reward the listings and the inventory that buyers are buying and give that a boost in search.  So we don’t look at the quantity available.  It’s literally just the sales from unique buyers.  And then finally, time is a factor as well.  It’s recent sales.  So we look at a limited window of time and those are the sales we count in the recent sales factor.  And we do this in part so that we keep giving sellers an opportunity to earn their way to the top and we constantly refresh the listings that are able to get to the top of search. 
Griff:
Thank you, Eddie.  Nathan wants to chime in.  Go ahead.

Nate:
Yeah, I thought I’d add a couple points to that since this is a question that’s come up quite a bit and I think it’s a good opportunity to clarify some other features of recent sales.  A lot of sellers, as least as I’ve been talking to them, have asked, “You know, I list ten items on the site.  Let’s imagine I get a sale to boosts me up in search results and then I sellout.  What happens, right?  I have a great item.  I’d love to come back on the site and continue to offer that.”  Well the great news is that recent sales will actually carry over if you relist that item.  So if you sellout and the item ends, if you relist within seven days, your recent sales factor will carry over to that item so you’ll retain standing in search results.  So it’s a great way to sort of maintain that listing.  That’s also true for those of you that are using the new Good to Canceled process.  Every thirty days it will renew and those recent sales will sort of carry through with that item.  And there’s one other important note, which is that as you relist or frankly, even if you just revise an item, your recent sales are generally retained intact but there are four conditions in which we will reset recent sales, and that’s if you change the title, change the category, change the item condition, or increase the price.  So those are the four specific conditions we want everybody to know about that will reset their recent sales.
Griff:
So when you’re relisting, you change, make that list again?

Nate:
The list is if you change your title.

Griff:
Title.

Nate:
Your category, the item condition, or if you increase the price.  Decreases in price are fine, increases will reset the score.

Griff:
Right.  So then it starts as a new listing.

Nate:
It starts out.

Griff:
And you’re giving up your advantage from past sales.

Nate:
Correct.

Griff:
Okay.  That’s interesting news.  As you know, Best Match, there’s so much involved and I think anything that we can offer that our sellers gives them some insight about how to maintain a good strategy is a good thing.  

877-474-3302.  I believe all lines are open, so please do give us a call.  We’ll take another question about shipping.  This came in earlier.  “When will the new,“ oh, we’ve already don’t that one, sorry.  Here’s another one about shipping.  “With the new emphasis on free shipping and multi-quantity listings, I’m building my shipping costs into the item price.  But that means that a buyer purchasing several items from that listing doesn’t get the shipping discounts I normally would provide.  Are there any tools to help offer these discounts?”  I’m a little confused by this question.  Do you get it, Kristina?

Kristina:
I do get the question.  If someone is already offer free shipping, then there’s no point in offering shipping discounts because it’s already free.

Griff:
Ah.  Right.

Kristina:
But since they’re building the price, the shipping price into their item price, they’d like to offer the buyer some sort of break, like five dollars off the item.
Griff:
So a price discount.

Kristina:
Price discount.

Griff:
I understand.

Kristina:
And the writer is correct, that right now we don’t have tools that make it easy to do that.  That’s something we’re working on.  And I have to say you know, this is not a question we use to hear but we’re seeing so many more sellers adopt free shipping and wanting to offer these sorts of breaks to their buyers, that we’re now getting requests for this functionality, so we’re gonna be working on it.  That’s a great question.

Griff:
Good question, yes.  877-474-3302, and the lines are wide open.  Please do give us a call.  We’d love to hear from you.  It’s nice to hear a voice.  This is one that came in earlier.  “Is there any new effort going into making eChecks more transparent for buyers?  Most new buyers think,” and this is with PayPal, eChecks, to be clear.  “Most new buyers think that once they make payment, that it is instant, when in fact if they’re using an eCheck and they don’t have the backup funding source, it can take awhile.  It would make it much easier as sellers, if the buyers were better informed on the timeframe at the time of payment, and perhaps got an email when they cleared.  Is there any effort being put forth to improve the transparency for buyers?”  That’s an excellent question.  Monroe?

Monroe:
Yeah, Griff.  We get this question fairly frequently and I’m happy to report that work to refresh the eCheck experience for buyers and sellers was done in June, actually.  And it’s interesting that the questions continue to come in on that and I think it’s because, and I’ve reviewed the experience myself so I know that there aren’t any errors with it.  It is out there.  One thing that people should understand which maybe they don’t, is that eChecks are used a very small percentage of the time with PayPal.  It is something in the order of you know, 3-4% or something very small like that.  So people may have bad memories of eCheck experiences, but actually, we’ve cleaned it up quite a bit and to do just what the emailer was suggesting, which is make more clear when the clearing date is to both buyer and seller through the site and the payment flow, but also through emails.  And we also put in a note to the buyer that the seller will need to take some time to ship, to wait until the payment clears, because we know one of the main reasons this is a concern for sellers is because of the potential impact on their shipping time DSRs.  If buyers aren’t clear and understand that it takes time for the payment to clear.
Griff:
So that messaging is already going out then.

Monroe:
It’s already out.

Griff:
Yeah.

Monroe:
It’s been out for a few months.  But like I said, it may take awhile to filter through for everyone to understand that it’s there because eChecks actually just don’t happen that often.
Griff:
So is this a good opportunity then, in talking to buyers who may be listening, about how to prevent their eCheck from holding up their transaction?  And there is a way to do this.

Monroe:
Yeah.  Well thank you, Griff.  I should’ve added that.  And the reason why an eCheck, we may default to an eCheck instead of an instant bank transfer, is most often because we don’t have sufficient backup funding for an instant bank transfer.  And listeners should understand that when PayPal makes an instant bank transfer to a seller, we don’t actually have the money yet and we’re giving it to the seller.  So just as a check that you, a paper check that you receive takes a few days to clear, when a buyer makes an instant bank transfer, it still takes a few days for their money to get to PayPal.  
Griff:
Right.

Monroe:
But PayPal forwards that money to the seller instantly.  And the reason why we do that is because we know we have a good backup funding source for the buyer in case something goes wrong, it’s most often an expired credit card that makes the funding source not good.  And so we have also in the changes that we’ve made, not just gonna make things more clear but also made it easier for a buyer to update their credit card for example, in the middle of the payment flow so that they can make their payment instant instead of at being an eCheck.  And we’re already seeing signs of the use of eCheck going down and being replaced by instant bank transfers because of these changes.
Griff:
Oh, that’s terrific.  Thanks so much for that information.  And Kristina, you wanted to add something.

Kristina:
I wanted to just add that you know, I love the changes that PayPal made and one of the items I sold this week sold with an eCheck and of course, I’m concerned about my shipping DSR score.  So I think there’s an opportunity here for sellers to even go beyond with the buyer messaging.  And so when I saw in My eBay that the eCheck would take, was estimated until the 17th to clear, I sent a note to the buyer saying, “Hey, it looks like your eCheck is gonna clear on the 17th and as soon as it does I’m gonna ship your item.”  And then when it did clear and I shipped, I sent another email.  So just opportunities here, we see with DSR scores, you know, going the extra mile in terms of communicating what you’re offering and the timing, and when you’ve shipped, and tracking information if you’ve got it, can really help as well.

Griff:
Thanks.  877-474-3302.  Let’s go to our phones.  Let’s go to Rick.  Rick, welcome to our Town Hall.  What is your question?

Caller:
Yes, I have a question on the DSRs and educating buyers on their use.  I recently had a buyer who left on the feedback that he gave me 4.0s all the way across.  And I asked him about it, what was wrong, and he was totally satisfied with the product and everything, he just didn’t believe in giving fives.  And that has a significant impact on my refund, on my final value fees, and stuff.
Griff:
That’s, okay, so your question?

Caller:
Well a lot of people may think that getting a 4.0 or four stars on each of the four is a satisfied customer and very happy.  They just don’t believe in giving the top scores.

Griff:
Right.  So I’m gonna let Lynda address this.  I think she may have some insight on this issue.

Lynda:
Sure.  We’ve heard some concerns about this, as you can probably imagine.  So first of all, Rick, thanks for reaching out to your buyer and figuring out what was going on there and if there was a problem that you could do something to take care of.  I think that’s a great best practice for selling.  I just wanted to back up a little bit and talk about the goal of the feedback system, which is to get as much accurate information about the buyer satisfaction as we can.  It’s information that we’re using and the sellers are using to continue to improve the buyer experience on eBay.  So given that that’s the goal, there’s always room for improvement.  And we’re currently actively exploring ways to make the whole feedback process better, both better for the buyer experience and also to get more accurate information.  We’ve also investigated some specific incidences of buyers who leave feedback, DSR scores, that seems like it might be inconsistent with either the comment or the positive rating that they’re leaving.  It’s a very small case.  So unfortunately, you ran into a buyer who is happy and left the fours, but typically, that’s not the case.  The vast majority of the sellers are continuing to delivery very good to great experiences and we continue to see the DSRs going up on the site.  So congrats to all of you who are working toward that.
Caller:
Well mine has consistently been five all the way across and this will be the first time that it’s dropped down because the buyer bought a couple of items and that can really hurt your percentage.  And also, I’ve been noticing on a couple of discussion threats that if you get down to a certain level that there seems to be a possibility of your stores being suspended and things like that and that is just, I’m not near that but it’s just a concern that it wouldn’t take too many buyers that didn’t quite understand the system to do that to a person.
Griff:
Yeah, Lynda, Rick’s question is not uncommon and his fear is not uncommon either.  How can we address that?

Lynda:
Yeah.  You know, the fear, you’re right, is not uncommon and it’s unfortunate.  Because for a great seller like you, I really don’t think you need to be concerned about dropping below the 4.3 minimum, which is the seller’s standard that we’re gonna be enforcing beginning of November.  By the way, for sellers who do fall below the 4.3 minimum, we’re not suspending them, we’re simply halting their ability to sell until the DSRs go back up.  I also wanted to mention that even if a buyer buys multiple items from you, they can only impact your DSR score one time. So my best advice would be to worry less when you’re a great seller, about hitting that bottom end and just continue to do what you’re doing right and well to get those great DSR scores that you already have.
Griff:
Somebody like Rick who sells, I assume sells regularly on the site and who is consistently getting, has all fives, how significant an impact would one transaction with all fours be for that score?

Lynda:
So one transaction with all fours, I mean without going into some math here, would be quite trivial.  And I can say that all the cases I’ve looked at were sellers who were below this 4.3.  It’s not fours that are causing a problem for them, it’s usually ones and twos, sometimes threes.  But it’s not the case that there are numerous buyers out there with the same philosophy as Rick’s single buyer.  So really, I’d encourage Rick and other great sellers like him to just continue to do what they’re doing well.

Caller:
Well this one brought me down to a 4.8 but just because my sales were off a little bit this month.  And just one comment on the gentleman that called earlier that went to the site in German language.  I’ve been there too, on the error messages.  So it wasn’t a one time incident.
Griff:
Okay.  Well, Rick, thanks for that.  And Nate is turning a deep shade of red and he’ll be helping out with that one.  877-474-3302.  Let’s go to John.  John, welcome to the Town Hall.  What is your question?

Caller:
Yes, good afternoon.  I just started to use the new fixed price format and in doing that, I find a difference in the price for the gallery plus between the auctions and the fixed price auction, uh, the fixed price items.  In the auction, you’re charging thirty-five cents for the gallery plus but in the fixed price, it’s one dollar.  Can somebody please explain why there is such a difference?
Griff:
Good question.  I wasn’t aware of that.  Who wants to take this?

Brian:
Yeah, I’ll take that question.  So this is Brian from the Pricing Team.  So I think what you’re seeing is the gallery plus price for a thirty day fixed price listing.  So whereas before, both auction and fixed price were seven day listings and we were charging the lower price.  Since you’re getting essentially four times the duration for your fixed price listing, we’re charging you less than four times greater on the new gallery price feature.  Does that make sense?
Griff:
It does.  It would be thirty, well John, does that make sense?  Sorry.
Caller:
Yeah, I understand that but I also am kind of like why use the new fixed price?  You were quoting lower fees and all the rest of it, and in reality, it’s probably gonna cost me more in fees if I sell things with that and I use the gallery plus.  That’s what I’m looking at.

Griff:
So the gallery plus is an optional fee and . .

Caller:
I totally understand that.

Caller:
Yeah.

Caller:
But you know, I have some higher priced items that I’m now listing that I do like to do the gallery plus on and so that’s all.  That’s why I was just questioning why the dollar as opposed to thirty-five cents.

Griff:
Yeah.  And as Brian said, it’s because it’s a longer duration in time for this optional feature.

Caller:
Yeah, okay.  All righty.

Griff:
Thanks, John.

Brian:
One thing to consider on this is that with the new fixed price format, for thirty-five cents, you can get as many quantity as you want into the listing and you’re getting thirty days.  So essentially, if you do add gallery plus to that on a per item basis or a per quantity basis, it could actually be cheaper.  So sellers should view you know, their quantity economics individually and see what works best.

John:
All righty.  Yeah. 

Griff:
Thank you, John.  877-474-3302 is our number here.  Let’s go to one that came in earlier.  This is about DSRs.  “Your labels on DSRs are misleading.  A buyer could rate me as accurate, satisfied, quickly and reasonable, which are the labels for the fours, which according to your sellers’ standards would make me a quote “bad seller”.  What are you doing to fix this?”  And Lynda, I know this is a big question among the community and I think we will be addressing this for awhile but I know the answer I give, I wonder what you say.  So go ahead.

Lynda:
Hah, okay, Griff, and I’d love to hear the answer you give too.  So I mentioned a couple minutes ago that we are always looking for room for improvement and actively exploring ways to make the whole leave feedback process better.  I would also like to mention that we know that sellers who consistently receive fours are performing less well than the majority of sellers.  So the seller standards, which will be enforced beginning in November require a minimum DSR of at least a 4.3 across all four DSRs.  And we know that buyers who are leaving the higher DSRs come back more often and buy more items.  So the vast majority of sellers continue to deliver great experiences, a very small minority who are below that 4.3 threshold.  And as I said a couple minutes ago, it’s not the fours that are driving them there.

Griff:
Yeah, and I think what happens with sellers is they see, and of course, this is absolutely correct.  If you rate somebody on a single transaction with fours, that it indicates it was a good experience.  The disconnect I think, I believe comes from the understanding of how this is working on a single transaction.  And how it works on the aggregates.  So if you think about a single transaction where somebody has left you all fours, and apparently, it does happen, that is not the same as the aggregate we’re looking at as the average, which below 4.3, and our data supports this, indicates not a case of all fours.  And in fact, I know we ran the data to show this for a period of time.  Came up with the scenario that showed that to date, everyone who has dropped below 4.3, there was no one who had all fours.  
Lynda:
Correct.

Griff:
That in every case, there were always a significant number of threes, twos and ones which drove this.  And I think this is hard for sellers to understand and we need to keep bringing this up and mentioning it as part of the current system that why that’s the standard.  It’s not that the standard 4.3, lower than 4.3 indicates in a single transaction that that was bad, it’s that when you look at it as an average, the data shows that anyone who’s below that, and there have been literally no exceptions, has a significant number of bad experiences indicated by buyers, which is why that was set there.  That was the answer I give.  I know you were curious.
Lynda:
That’s a great answer, yeah.  Just thought I’d throw out one other data point too.  So 85% of the DSRs left for Item as Described are fives and they’re 73% of the DSRs left for Ship Cost are fives and the other two range in between those.  So really, most of the sellers on this site are getting an awful lot of fives.

Griff:
Thank you, Lynda.  877-474-3302.  David, welcome to the Town Hall. What is your question?

Caller:
Hello.

Griff:
Hi.

Caller:
Yes, I have a question about now that you’re making us move over mostly to just PayPal only.  I know there’s a couple other payment providers that you’re approving but probably 95-98% of the payments are gonna be PayPal.  How can we be comfortable?  You take a seller like myself that has almost eight hundred auctions that have terminology inside the auction in the text accepting checks and money orders that cannot be edited out with bulk listing.  So we’re talking about, I estimate somewhere between eighty and a hundred hours to revise these auctions.  And if I make the decision to go ahead and continue to list on eBay, and put this time into changing these auctions, once we get into a PayPal only format, how can I be comfortable that you’re not going to increase the prices of PayPal dramatically?
Griff:
Thanks, David.  Good question.  And before Monroe answers, do watch for our upcoming workshop, which hasn’t been scheduled but we will be holding, about how to edit listings.  Because one of the features with Turbo Lister, if you use it, there are some ways that you can quickly edit descriptions a lot faster than you would be if you were just revising items singularly.  I know that’s not one of the bulk edit feature tools but stay tuned to that as it comes up. I think you’ll learn a lot from that one.  But go ahead, Monroe.

Monroe:
Yeah.  So let me answer a few things.  So first of all, just so everyone who is listening is really clear.  We are not going to a PayPal only policy in the US.  And I know David qualified that by saying that he knew that too but effectively, for some people that you know, it might be PayPal only.  But we are making other payment methods approved and available and sellers can just choose those payment methods. They do not have to offer PayPal.  So that’s one thing.

Then the other part of his question was you know, now that he’s going through all that effort and he feels he’s gonna have to use PayPal more, you know, how can he be assured PayPal’s not gonna increase fees and also I think you know, kinda what else is PayPal gonna do for him.  And with regard to fees, I would just go back to what Stephanie said earlier, which is that PayPal’s fees are competitive, if not better, than other payment providers out there on the internet, used for eCommerce, and we intend to stay that way.  We intend to continue to be a lower cost alternative and um, and so we are going to you know, make our fees competitive.  Uh, and so that would be one assurance I would give to David, that you know, that PayPal will be a uh, affordable alternative for him.


The other thing I would say is that along with this move, with this change, we are making a number of improvements to PayPal which are gonna make PayPal a more valuable service.  And particularly for sellers, we announced expanded seller protection which increases the coverage that sellers receive against fraudulent payments.  And that was already made available to PowerSellers earlier in the year but at the same time, in late October, when we make the policy change, or sorry, when eBay makes the payments policy change, then PayPal is going to be expanding seller protection for all sellers in the US.  
Griff:
Um-hm.

Monroe:
We’re also gonna be expanding buyer protection to cover the full purchase price and shipping cost for buyers, making PayPal more attractive for buyers, hopefully driving more sales to sellers.  And there are a few other improvements that we are making that are gonna make it easier, specifically for new buyers and sellers to use PayPal, for infrequent users of PayPal, who might forget their password, there’s an improvement coming.  And particularly for high priced items, there are several changes that we’re making.  I also already mentioned the eCheck improvements earlier.  So we’ve invested a lot in PayPal to improve the service so that it does continue to deliver great value.
Griff:
Yeah, I’d be interested in those high priced options.  Because I know in the past, the only times I’ve had difficulty with my listings is if they’re very expensive and sometimes people can’t, they have a cap of some sort, so they haven’t been able to pay immediately and we’ve had to work to get the cap removed.

Monroe:
Right, and we are going to ease some of those caps. There are account level caps, so an account may reach a sending limit.  And then as well, there are per transaction caps of ten thousand dollars and we are raising those as well.  So we’re making PayPal a better service, keeping our price, our fees the same, and offering more protection to sellers, so I think we’re gonna be delivering more value than before this change.
Griff:
Thanks very much, Monroe.  877-474-3302.  Let’s go to Lisa on the phone.  Welcome to the Town Hall, Lisa.  What is your question?

Caller:
My question is about the shipping and handling stars as they relate to free shipping.  I’ve kind of experimented with doing actual shipping and I put it in my listing that these are actually postal charges and via three different IDs.  I’ve done free shipping on some and then on the other ID I have a slight handling charge.  My one with the handling charge, and these are all the same items, the one with the handling charge actually has better DSR on the shipping and handling charges than the ones that offer free shipping or actual shipping.  So my question is for the free shipping, my feeling is that the shipping and handling charges, DSR star shouldn’t even apply or that the buyer should not be able to rate on that star.

Griff:
Thanks, Lisa.  I know that a lot of sellers have expressed this sentiment.  I think Kristina will answer the question.

Kristina:
Yeah, thanks, Griff, and thanks, Lisa.  And first of all, great to hear you’re experimenting with free shipping and I love being able to talk to a seller when they’ve been able to do different tests.  I’ve got to say your results were a little anomalous compared to what we hear from other sellers who do in fact, see better shipping DSRs on the listings with actual shipping or with free shipping.  And our data tends to show a very direct link between, as the shipping price increases, the DSR score decreases.  With that said, not to get, well let’s see if your experiment plays out over time and I’d love for you to keep me posted on that.

With respect to the question about, “If I’m offering free shipping, shouldn’t I automatically get a five star DSR score?”  We do hear that question a lot from sellers.  We have stayed away from it for this reason.  We fear that on occasion, there may be potential to abuse the free shipping situation, where you offer free shipping in the shipping description but then somewhere else in your listings say that there’s additional fees or additional insurance or additional shipping costs of some sort, or even worse, the item shows up postage due to the buyer.  One of these listings was sent across my desk this very morning and we referred it onto our CS reps to have it removed as a policy violation.  


So the good news with DSR scores is we can still keep a check on that kind of abusive behavior and that’s why we haven’t gone there.  I must say though, you know, the average DSR score that we see in our data when someone offers free shipping, is a 4.8, so that’s a good bit higher than our site wide average of a 4.65.  And I wouldn’t let the fear of not always getting fives stop anyone from offering free shipping.  I think there’s a lot of other benefits that go along with it; the better exposure and search, the double your final value fee discounts that we talked about earlier.  So I would love to hear how your experiments goes over time.

Caller:
Okay.

Griff:
Thank you very much, Lisa.

Caller:
Thank you.

Griff:
I can tell you my own experiment.  So I sell on the site and I offer free shipping.  And my DSR for shipping cost went down and now it’s heading back up, but I have three fives and then I’ve got 4.9 for shipping.  It was 4.8 a few days ago.  So it’s very interesting psychology that goes behind this.  And I know lots of different sellers have different opinions on why buyers would do this.  And I think it’s probably gonna remain a mystery because you would think if you’re offering free shipping that you would automatically get all fives across the board.



877-474-3302 is our phone number here.  Let’s go to Kim.  Welcome to the Town Hall, Kim.  What is your question?
Caller:
I would like to know why PayPal takes a percentage of the shipping and not just the item only.

Griff:
Okay.  Great question.  Who wants to handle that?  Monroe?

Monroe:
Yeah.  It’s Monroe here.  I’ll take that one.  So Kim, the short answer is that PayPal incurs a cost for processing the funds and moving the funds.  And we incur that cost on all the money that we move, including the purchase price and the shipping cost.  So that’s the reason why we charge a fee on the whole amount. 


The longer answer I guess would be, I understand that could be a little confusing because eBay doesn’t charge a fee on the shipping costs and this kinda goes back to one of those questions that got asked earlier about combining the eBay and PayPal fees.  But it is standard in payment processing, whether it’s with PayPal or other payment providers, and you know, credit card processing, to charge on the whole amount of money that is moved or that is paid, and so PayPal does that as well.
Griff:
Thanks, Monroe.  We have a question that came in earlier.  “Several blogs are reporting that the fixed pricing changes are just temporary through the end of the year, referencing a discussion they had with a customer support rep who confirmed that.  Is this true?”  Steph.

Stephanie:
Uh, no.  It is unequivocally not true.  Hah.  I’m not sure where that came from.  And I’m, you know, I think we should make sure that we blog about that.  In general, and I’ll turn it over to Brian for specifics, in general, our fixed price changes are, we are really pushing on fixed price and trying to increase the value for sellers so they can bring on additional inventory to eBay they may not have thought about before.  So we’re not doing this, now we are testing certain parts of it and maybe that’s where the confusion is, and I’ll turn it over to Brian.  

Brian:
Yeah.  So I think where the confusion is coming in is that simultaneously to the price change that we announced and the publish rates, to reiterate what Stephanie said, are permanent.  We did launch a couple promotions that are gonna be running throughout the fourth quarter.  And so the two pieces that would be considered temporary at this point, and promotions would be the five cent insertion fee from media, which is going on currently and is gonna run through the end of the year.  And then any incentives around free shipping that we announced as well, so that includes the double PowerSeller discounts.  We’re officering free shipping and free subtitle for offering free shipping as well.  And those kick in October and will run through the end of the year as well.

Griff:
And those are kind of tests then, as well as promotions, to see how.

Brian:
That’s right.

Griff:
Yeah.  And what’s interesting about tests is if they yield positive results, they tend to be something that we look closer at, right?

Brian:
Yeah.  So as with most promotions and things that we run on a short term basis, if they perform well and they work for us and the sellers, we look to build them into a long term plan permanently.

Griff:
Thanks for that clarification.  I know I saw this report myself and it was a little disconcerting.  877-474-3302.  Let’s go to Stephen.  Welcome to our Town Hall, Stephen.  What is your question?

Caller:
Yes, sir.  I noticed that about two weeks ago, you all changed the item specific sales in the media category from new and used to brand new, acceptable,  and so on and so forth.  And I noticed that all of a sudden I wasn’t selling much in the DVD category and had a customer email me saying, “How used is the product?”  And I’m like, “Hold on a second.  I don’t sell any used products.”  And I go look and I noticed all my auctions were automatically switched to acceptable.  And so I tried to go in there and figure out a way to do a bulk change and I got on the phone with you all guys to make some.  And I’m able to do it through the Sell and Manager Pro software to move over from new category but I’ve been using Turbo Lister as doing all my listings and for some reason or another, my format, the wide screen or full screen has disappeared.  The region code has completely disappeared, and whenever I submit a new products through Turbo Lister or through Blackthorn, either one of them, I wind up getting it where it’s not popping up correctly and I have to go in there and manually change each individual one.  I’m just seeing if there’s gonna be any type of fix.  Because Turbo Lister doesn’t even have the new criteria in it yet of the new changes, where Blackthorn has it but it is uploading the information and it’s not showing up once you upload it.
Griff:
Okay, Stephen, thanks for that information.  Nate?

Nate:
Yeah.  Hi Stephen.  Sorry for the challenges you’re having.  I have a couple suggestions just because I’m not sure. I certainly haven’t heard of this problem.  Again, it sounds very specific.  The first thing to do in Turbo Lister would be to make sure that you have the latest update of the program.  You can do that by going to the tools menu and saying, “check for program updates”.  We have been releasing fairly frequently as we’ve rolled these changes to the site over the last six to eight weeks, we have been rolling changes to Turbo Lister.  That’s not automatically installed, you have to go actually download it.  So that would be a potential explanation for why you’re not seeing the new conditions for media items appearing in that program.  My hunch would be that if that’s the case, that’s probably the reason you may be seeing other problems with the product as well.  If you have done that, then it sounds like a very unique situation to your account with Turbo Lister and so again, feel free to reach out to me.  Again, it’s N-E-T-T-E-R at eBay dot com (netter@eBay.com), with your specific problem and I can see if we can address it.  But my hunch is that that will solve your problem.
Griff:
Thank you, Stephen.  877-474-3302.  We have time for about one more question and I thought in lieu of there’s no one on the phone right at the moment, we’d take a question that came in earlier.  And this is for Eddie.  “With the new thirty day fixed price option, I’m not sure what I should be listing there and what should be in my store.  What should I do?  What would be a good strategy?”
Eddie:
Actually, I’m gonna pass this one to Nate.

Griff:
Oh, okay.

Eddie:
Given that it’s a stores question.

Nate:
Thanks, Eddie, sure.  Hah, hah.

Eddie:
No problem, Nate.

Nate:
So we uh, so we’ve been getting this question quite a bit from sellers as well, as we’ve introduced the new thirty day and good till canceled durations for core fixed price.  Um, I think the main criteria that we recommend that sellers use to evaluate which format to list in for a give item, is the expected demand for that item.  In general, the core format is great for items that have moderate to high demand and the store inventory format is great for items that might have very low demand, very occasional purchases.  A good example of this might be if you happen to carry the Motorola Star Tact cell phone battery.  You know, that’s a ten year old cell phone, if anybody remembers them, very, very infrequent, you know, it might be a vintage collector that might buy that.  Great to put in your store.  It’s probably not gonna transact significantly quickly on core fixed price.  But obviously, items of higher demand are perfect for the core format.  I think bottom line, each seller really needs to look at their inventory and experiment and see where their items convert best.  It’s hard to give a generic answer because there’s so much variety to the inventory there.  

Griff:
Nate, thanks for that.  So we’re just about out of time, unfortunately.  Stephanie, before we close, I thought it would be a great opportunity to give you a chance to make any comments or last minute remarks that might be on top of mind at the moment.
Stephanie:
I would just say thank you.  Those were some great questions.  And again, thank you for your patience as we go through all this change on the eBay ecosystem but I think as you can tell, you heard from some sellers that it’s working for them.  And we’re excited about the change and we look forward to continuing the dialogues.  We can make sure it’s working for all of you.

Griff:
And I’m hoping that everyone has a good Holiday Season selling on the site.

Stephanie:
Absolutely.  And we still have Halloween and Thanksgiving and lots of fun Holidays in front of us, so, hah, hah.  When does Black Monday hit?  We still have six weeks or so?

Griff:
Yeah, Cyber Monday.

Stephanie:
Cyber Monday.

Griff:
Cyber Monday.  Black Monday, please don’t say that.  Hah, hah.
Stephanie:
Cyber Monday and Black Friday.

Griff:
Yeah, it’s coming up.  I’ve been telling sellers that if you haven’t started planning for you Holiday Season, this is a good time to.  It’s never too late but you should be planning for it now since the Holiday Season, with the advent of online shopping now gets earlier and earlier every year, and people will be starting their Holiday shopping now, if not uh . .

Stephanie:
Yeah, I remember last year at this time, it started in late October.

Griff:
Yeah.

Stephanie:
It keeps moving up every year.

Griff:
And also, I’d like to reiterate that if you have specific questions that you would help with your listings, I’m always available here at Griff at eBay dot com (griff@eBay.com), so feel free to email me as well.


And that just about wraps up this event.  I want to thank everyone who’s helped make this event possible as they do every month for our Town Halls and that includes our good friends at WS Radio, who produce this show.  I’d also like to thank our members of our Community Development Team, my colleagues who worked tirelessly to bring you this and other events, and community sponsored events as well.  Lisa Laursen, Jeff Cakous, our Team Leader, Rachel McCool.  And we hope that you will tune in to our next broadcast which we’ll be announcing for October soon.  You can always get a transcript of these Town Halls a few days after they broadcast by going to our eBay dot com forward slash Town Hall Page (www.eBay.com/townhallpage).  Thanks everyone, see you next month.
