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Welcome to the eBay Community Town Hall, broadcasting live from eBay Live Chicago! With your moderator, the Dean of eBay Education, Author of The Official eBay Bible and host of eBay Radio – Griff!

Griff:
Good morning and welcome to the eBay’s Community Town Hall for June, here at eBay Live.  I’m Griff and I’m pleased to be here today.  Hi everyone.

Everyone. Yeah!!   [applause] . .  

Griff:
And today we’re very excited to be broadcasting live from eBay Live 2008, in Chicago.  As regular listeners know, our monthly Town Hall events give our executives and other leaders from eBay and PayPal a great way to share their thoughts about the business and of course, to hear what’s on your minds.
We let your questions drive what we talk about and today we’re lucky to be broadcasting in front of a large audience of hundreds of eBay members, who have been attending the live sessions for the last two, this is our third day.  And since this is a special Town Hall event, we’ll be inviting members of our audience to ask their questions live, at the open mics in just a moment.  And we’ll be back taking caller questions and answering your email submissions on our next month’s regularly scheduled Town Hall.  And as always, we’re broadcasting the event live today via internet radio.  We want to extend a thank you to our good friends at WS Radio for their help in making this broadcast possible. 
Due to today’s conference schedule, our Town Hall will run for just one hour instead of the normal ninety minutes.  So we want to make sure we get to as many of your questions and we want to get them answered as well as we can possible.   So we’ll do introduction quickly and then we’re gonna go straight to questions.  We have no news to introduce or announcements to make.  

We have a large group of eBay leaders on our panel today who I’ll introduce in a moment but first, it’s always a pleasure to introduce and welcome our good friend, Lorrie Norrington, who serves as President of eBay Marketplace as Global Operations.   [applause] . .
Lorrie:
Thank you.
Griff:
And as our regular listeners know, Lorrie is an executive sponsor of these Town Hall events.  She’s also a dynamite dynamic speaker on the eBay business and community.  Welcome Lorrie, it’s great to have you hear with us.

Lorrie:
So Griff, this is a heck of a lot better than sitting in a conference room listening to that radio buzz.  This is great to see everybody in person, so thanks for coming.

Griff:
And next, I’d like to extend a big welcome to our eBay Live audience.  Thank you for coming.  We really do want to hear what’s on your mind, so if you have a question, you can form a line at the mics we’ve set up at the center of the hall here.  There’s Mic Number One and Mic Number Two, and we’ll be taking questions in a moment and we’ll be doing it as soon as we can.  

So a couple reminders about how we’ll take questions today to make sure this is beneficial for everyone.  We ask that you follow a few simple rules.  Be brief when stating your question or comment and be comprehensive; try to get everything you need to say right in at that time.  Only ask one question per trip to the microphone to be fair to everyone else.  If you have a second question, go back and stand at the end of the line.  Keep your question or comment general so the whole audience can relate to it.  

By the way, if you have an issue that’s specific to an account, maybe an issue you’re having with your account or with your listings and you haven’t had it addressed already by one of our capable staff, there are staff on hand in the back of the room.  You know who they are.  They’ve got their blue shirts on and they can assist you during the event or after the event, in an hour.  So for privacy reasons, we don’t want to answer specific account questions or issues here live on the air.  

So let’s continue with our introductions.  We already met Lorrie.  Let’s meet Stephanie Telinius, she’s the General Manager for eBay North America.  [applause] . .   And Stephanie works closely with Lorrie as Leader of the eBay Marketplace and we’re happy to have you here today to answer questions about the eBay business specifically.  So welcome Stephanie.  

Now our next guest is famous on YouTube, Todd Ludwack from Seller Experience.   Give Todd a hand.  [applause] . .   And I’m sure Todd, we’ll be hearing more from you later.  

Todd:
Good morning, everybody.

Griff:
Always look celebrity in the eye with a smile.  From our Finding Team, we have Senior Director, Jeff King.  Jeff and team are responsible for finding and all the innovations you can find on the playground.  Welcome, Jeff.

Jeff:
Thank you.  It’s great to be here in person.  [applause]  . .
Griff:
And of course, for those of you who are regular listeners of our Town Hall, you know our next guest.  She’s the Senior Director of Shipping at eBay, Kristina Klausen.  [applause]  . .

Kristina:
Good morning, everyone.

Griff:
Kristina and her team manage all things that are shipping related on eBay, including the new UPS discounts, which I heard was a long, long negotiation session that was able to payoff in time for us to make the announcement.  Congratulations.  Great work.  [applause]  . .

Griff:
And from PayPal, you’ll notice PayPal, it’s a different shirt.  Another regular on our Town Hall panel is Monroe Labouisse.

Lorrie:
All right Monroe!  [applause]  . .

Monroe:
Well it’s good to be here!  

Griff:
And you’ll be meeting with your agent after the show.  So in her keynote speech yesterday, Lorrie let us know that PayPal is offering US eBay buyers and sellers greatly improved protection on their eligible eBay listings.  There will no longer be a coverage limit for buyers and seller protection and sellers can ship to any address, confirmed or unconfirmed, anywhere in the one hundred ninety countries on the PayPal Transactions Details Page.  So let’s welcome Monroe again, and thank him for all the hard work it took to get there.  [applause]  . .  

Next we have Dinesh Lathi.  He’s a recent introduction to our panel but I think he’ll be with us for a long time, right?  
Dinesh:
Hope so.

Griff:
Oh, good.  Okay.  So Vice President of eBay Sellers Experience Team, Dinesh and his team, they work and manage the PowerSeller Program and our seller tools and all things related to the experience our sellers have on the site.  It’s great to have you here, Dinesh.

Dinesh:
Thanks for having me.  [applause]  . .

Griff:
And next, my role model and inspiration, he’s been with us for a long time at eBay.  We go back a long way, Brian Burke.  Please give Brian a hand.

[applause] . .  

Brian:
Thank you.

Griff:
And although it bears repeating I’m sure, even though most of you know it, Brian heads up Feedback Policy.  I wonder if you’ll get some questions today.  [laughter] . .
Brian:
Hah.  Doubt it.   Good to be here, Griff.

Griff:
It’s very good to have you here!  And last but not least from Trust & Safety, we have Vice President, David Pride.  David.  [applause]  . .    David’s been with eBay for over nine years and just recently moved to manage the Trust & Safety Team.  So let’s give him and his team a big hand on all the hard work they do.  [applause] . .

Okay, we’re just about finished.  One more note, I had this asked before by a lot of folks.  “Do you take notes during this,” and yes, we do.  Over on the other side of the stage here on the right, Garnor Morantes, from our Community Development Team; you may know Garnor.  He heads up our Voices Program.  All right, let’s give Gardner a big hand.  He works hard.  [applause]  . . 

Garnor:
Darn hard.

Griff:
So Mr. Lightening-Fingers will be typing down the entire event and recording it for posterity and for of course, for our benefit as well.  So without any further ado, we’ll get to questions.  And we’ll start with Mic Number One, right over here.  Yes, your question, sir.

eBay Member:
Hi, I’m . .
Griff:
Hi, Larry.

eBay Member:
Hi, Griff.  I’m Larry Philips.  I’m from the Internet Merchants Association.  I want to ask a question that I asked Brian yesterday in the Feedback Session but it just changed a little bit.  If every one of my customers says that my item description is accurate, my communication is good, my shipping time is quick and my shipping cost is reasonable, I will lose my PowerSeller status.  I will lose my final value discount and I will also be disadvantaged in Search.  So I have a two-fold question; number one, what are you doing to educate buyers that that’s the case, that a four is a failure?  [roaring applause] . .   
And the second part of the question is I was a little disappointed yesterday when you indicated that there probably will not be any changes to the wording for the balance of this year.  When will you change the wording to be more reflective of what the ratings really mean?  

Griff:
So Brian, we’re off with you.  Thank you, Larry.  [applause] . .

Brian:
All right, you want to start and then I’ll follow?

Griff:
So Larry is your new spokesperson.

David:
Maybe we can start with just a general comment about the feedback changes we made in general, and to draw a term that Rajiv and Stephanie and Lorrie have been using, and John Donahoe as well.  We made those changes for the collective good um, to make the marketplace more healthy, more vibrant, ultimately, our buyers and sellers to be more successful.  But we completely acknowledge and accept the fact that with the ship as large as we have, and our marketplace as large as we have, while we can be heading in the right direction, we may need to course correct here or there.  [applause] . .
And so we’ve taken, so I just want everyone to know that we do acknowledge that we’ve heard a lot of good feedback, valuable feedback.  I really treasure the feedback that we’ve gotten and so has Brian.  Let me summarize the top three things we’ve heard and I’ll let Brian kinda get to the specifics of your question.  We’ve heard about mutual feedback withdrawal.  We removed that in the new Feedback System and we acknowledge and we’ve heard from you that we need to come up with a better solution for that.  We don’t know what that solution is but we are committing to go on back and getting that solution out no later than Holiday this season.  So we will address that.

The second one that we heard is the UPI process and Negative Feedback.  And so we again, we are gonna go back and address the negative feedback that’s left for sellers during the UPI process.

And the third on is Neutrals.  We realize that it may have been a surprise how we included neutrals.  I think there was some reasoning and philosophy behind that.  [applause]  . .   But again, we’re gonna go back, take the feedback that we’ve got, look at our data and figure out and consider it and be deliberate about changes we need to make.  And if we need to make those changes, we’re gonna do them as quickly as possible.  So I just wanted to make that commitment to you all, at a high level, that we heard your feedback and we’re gonna go back and change where we need to.

Griff:
Thank you, David.

David:
Thank you.

Griff:
Brian, you have something to add.

Brian:
Yeah, and Larry, I think that one of the things that we’re looking at in our doing is looking at the entire lead feedback flow.  So we understand that the terminology that we’ve got aligned with the five DSRs or the four DSRs and the five point scale, that’s one aspect of that entire flow that we’re actually taking a look at.  And so we’re actually doing research in San Francisco this week, Chicago next week, to actually improve that flow so that we get information.  The buyers are able to give us the information we need and accurately rank sellers.  And also we want to make sure that sellers are getting the information they need from buyers to better improve their business practices.

Lorrie:
Griff, can I make one statement here?

Griff:
Yes, please, Lorrie.  Go ahead.

Lorrie:
I think it’s, first of all, remember that the reason we do eBay Live is to get input.  And every night by the way, the team meets at nine o’clock to go through, “What did we hear today and how do we adjust,” and what feedback we’re getting to really improve the important things.  And I just want you to recognize that we’re here to make you successful and that’s really our goal.  If you guys are successful and buyers are happy, man, we are all over that.  We are so happy.  So I want you to understand that what we’re trying to do at a high level is to grow this business as successfully as we can, and the only way we do that is if you win.  So that’s what we’re trying to do, so.  I think that the . .  [applause]  . .  
eBay Member:
Thank you.

Lorrie:
Thank you.

Griff:
Thanks, Larry.  Let’s go to Mic Number Two, please.  Over here, you’re question.

eBay Member:
Griff, my name is Tracy Ganek.  My User ID is Gray Field Designs.  I have more than twenty thousand feedback.  I just love the eBay Giving Program and I’m really excited about what we’ve done to make it more visible on the site but I really think we haven’t done enough.  It’s still really, really hard for customers to find that are interested in it.  I think it should have a prominent link on the site.  I mean at the top of the site we’ve got Categories, Voters, Express, Stores, and I think the last one should be Giving Works.  [applause]  . .   You know, it’s really about community and it’s really about more than just raising money for these charities.  It’s giving each eBayer the opportunity to show what they think is important to the rest of the community and I really think we should do everything we can to support it and make it one of the center things to look at, at eBay.
Griff:
Great idea.

Lorrie:
Great.  

Griff:
Thanks so much. That’s wonderful.

Lorrie:
Yeah, we love it.  We’ll do it.  [applause]  . .

Tracy:
Thank you.

Griff:
And we’ll go back to Mic Number One, please.  You’re question.

eBay Member:
Hi Griff, it’s Kat.  How are ya doing?

Griff:
Hi Kat!

eBay Member:
I’m having a blast at my first eBay Live but I think my question is for Dinesh.  Dinesh?

Griff:
Sure.

eBay Member:
My feelings are hurt.  I came all this way and I spent this money and you guys sent all these announcements out to the community last night while we were all busy learning.  Why didn’t you tell us first?
Dinesh:
So first of all, we’re sorry.  But we are glad that you are having fun.  And we make those announcements really, a lot of them were covered in some of the keynote speeches that were given by John Donahoe, in the morning.  Obviously, we can’t get too detailed in those keynote speeches.  So acknowledge we need to do a better job of educating the folks about the announcements that are being made for those folks here at eBay Live.  So we’ll take that feedback back.  Thanks.

eBay Member:
Thank you.

Griff:
Thanks, Kat.

Griff:
Over here on Mic Number Two.

eBay Member:
Hi, I’m Joe and I have a question on the predictability on the seller discount.  Would it be possible to put that out in the beginning of the month instead of the end of the month so that we know if we’re gonna receive it before we list an item?  And also, can you do it on the same day every month because it bounces around between like the 12th and the 18th.    [applause]  . . 

Lorrie:
Yeah, that’s good feedback.  Yeah.

Griff:
So there’s real concern here because it’s not been consistent since the release and people, I know all sellers would monitor their business every day.  So I guess what you’re asking is making sure we have a more consistent and allow for more room for moving forward.  Who wants to take that?
Todd:
You know what, I’ll go ahead and take that.  First, I think that’s an excellent suggestion.  So I just want to explain to you how it works and then I think that we’re gonna try to incorporate your feedback in there.  eBay bills you know, half of our customers on the first of the month and the other half of our customers on the 15th of the month.  And then in order to calculate PowerSeller discounts, we go out about two days before that bill is generated.  We take a snapshot of what the person’s feedback was over the last thirty days and we use that as you know, as the point in time to determine whether or not they will get the discounts or not.  So basically, you would be able to look at the site approximately two to three days before that billing date in order to see if you would qualify for the discounts for that month or not.  The only time that it’s different from that is if it’s on a Sunday, right?  So you know, so that’s why there’s the difference.  I apologize that we haven’t done that and that’s something that we’ll take back and we’ll look into making it more consistent for you.
Griff:
Yeah.  We can do that better I think.

Lorrie:
Yeah.

Griff:
Thank you for that.  Back here to Mic Number One.

eBay Member:
Hi, I’m Karen, Zuck Van Queenie on eBay.
Griff:
Hi, Karen.

eBay Member:
I have a brick and mortar store, I have eBay auctions and I have an eBay store.  I need to figure out how to as you will, marry my brick and mortar store with my eBay business.  Have you talked about that?  It’s very, I mean we’re in America.  Believe it or not, everybody does not have a computer nor do they have eBay User IDs.  And I’m having problem with my brick and mortar customers being able to interact with my eBay items.  So right now, they have to stay separate.  I kinda have to um, they don’t have any way to bid on it.  I need visibility in my brick and mortar store and I’m kinda stuck.
Griff:
That’s an interesting question.  Who wants to take that? . .  [laughter] ..

eBay Member:
Thank you.  Good bye.

Griff:
No, no.  So you know what, I’ve heard in the past and I’m sure there’s a few sellers in the audience who’ve done this, where you’re very proud to have a brick and mortar store and they’ll set up a terminal.  And I think Brian remembers this, the issue has been that when you have people, your customers coming into your store and then bidding from that one location, it created a trust and safety issue.

eBay Member:
Right.

Griff:
“Oh, there’s some shill bidding going on here.”  Is that, I mean how many of you have had this issue in the past?  I don’t know if it’s widespread; a few people.  But it may be a wonderful way for those folks who have a physical presence to tie both of their businesses together.  We can look at it you know, from that angle.

Dinesh:
I’d love to offer.  So I’d love to understand a little more detail around what you’re trying to get done.  Let’s find each other after the session here and we can get you a good answer.

eBay Member:
Excellent.  Thank you.

Griff:
Thanks.  Back here to this Microphone Number Two.

eBay Member:
Hi, my name is Kim and I’ve been selling on eBay for about five years, under my User ID, Walk and Auction.  Um, I have one comment that I think that the neutral feedback counting against a seller is unfair.  My question about that . .  [applause]  . .  

Griff:
Okay, you can react.  Good.

eBay Member:
My question about the feedback is why do you only count for the past year when I’ve been building my feedback for five years?  [applause]  . .   What’s the reason for that?  I mean why would I bother to build up my business for such a long period of time if you’re only gonna count the past year?

Griff:
You mean count it for the percentage?

eBay Member:
Yes.

Griff:
Okay.  So Brian?

David:
Actually I’ll start that and then Brian can on.  So the neutral one, I just want to again, I’ve said this at some other panels but make sure everyone here hears why we did that and why we need to recognize that we need to go back and take a look at the impact upon that, on the marketplace and upon sellers.  The reason we included it when we made the feedback changes was that um, the reason we made the feedback changes in general was that buyers had a fear of leaving negative feedback for fear of retaliatory negative feedback.  And sometimes in the old feedback system, the way they got around that fear was to leave a neutral.  But what they do when they leave a neutral, they would leave comments that were indicative of a poor buyer experience and they’d leave lower DSRs indicative of lower experience.  So what we didn’t want to do in the new Feedback System was to disadvantage sellers who had a lower neutral rate when it was indicative of a poor buyer experience against sellers who had a higher neutral rate.  So that was the philosophy.  
I think we totally acknowledge that as the Feedback System evolves and it becomes more honest, the rate of neutrals will likely go down and the neutral will likely be reflective of what it really means, which is a neutral experience; when buyers no longer fear retaliatory negative.  So I think over time, as we collect that data, I think  we’ll have a much better option for how we account for neutral both in your store and in your feedback percentage.  

About the length of time, the biggest issue we did, the reason we made this change was that we felt twelve months was more reflective of recent performance and that buyers would be better able to evaluate sellers on their most recent performance.  So that’s why we made that change.  Anything you want to add?
Brian:
Yeah, and the other thing we did with that was the twelve month aligns also with DSRs.  So DSRs are also on a twelve month rolling window.  So the feedback percentage, you’re right, is based on the last twelve months.  But you do get credit for all your sales over the last five years with your feedback score.  So we’re basically trying to balance the need for a buyer to see how a seller has performed most recently with providing credit for the seller over their history.

Griff:
And there is also the obverse here, which is if you have a neutral or a negative that’s more than a year old, it also no longer counts in the percentage.  So there’s a better balance.  And you know, you remember Rob Chestnut, and for years we talked about the idea of retiring the effect of negative feedback after a certain period of time.  And this in effect does that, at least for the percentage, which is the most important part of that when you‘re taking into consideration.

Lorrie:
And quite frankly, that was a move that most of sellers benefited from, right?

Griff:
Yes.

Lorrie:
Because some people had an aged feedback somewhere along the system.

Griff:
An aged feedback.  Like cheese.

Lorrie:
As we all go on our learning journey.

Griff:
That’s right.  Let’s go back to Mic Number One.

eBay Member
Thanks.  James, from the Internet Marketing Center, Auctiontips.com.  My question goes around the new linking policy which is taking place July 1st.  There’s very little information out there, so we’re looking for a little bit more information.  It’s understood that you’re still able to promote your off eBay site, however, you’re not allowed to link to it.  So the first part of the question is how can we do that?  Are we able to have an opt-in offer on our About Me Page?  Classified ads, will you still be able to link to your own site?  As well, eBay currently has the Yahoo sponsored ads at the bottom of many search pages.  That’s a little contradictory to the new policy and I think it’s taking some business away from a lot of sellers.  [applause]  . .   
Griff:
So I think everyone wants to jump in on this one.

Stephanie:
I would just start out by saying we recognize this issue.  Thanks for bringing it up again.  We had a little bit of a discussion about this at the top PowerSeller dinner the other night.  And we recognize that advertising is taking business off the site and we appreciate that’s a problem for sellers.  We are experimenting with advertising right now and the goal, the long term goal is to be able to have you actually buy advertising on the site so you can grow your business.  And with respect to the links policy, I’ll let Brian answer the specific policy question.  

We got a lot of great feedback here yesterday, today and we are looking at how do we change this to allow sellers to still grow their business.  Because we know you use that and it’s really about you and it’s really about your business and you want to use it for education and for growing your business.  At the same time, we’re trying to limit fraud, and we’ve seen a lot of fraudulent activity from folks that have used that in a negative way.  So again, it’s the small minority of folks that are taking trust out of the system.  And so we’re gonna take your feedback back and try to figure out how to change the links policy to ultimately let you grow your business.

Brian:
Yeah, I’ll clap for that as well.  So just to add on, we have heard, we received you know, input this week while we’ve been here and so you know, we’ll go back and we’re gonna take a look at it and tweak.  I think the main thing though, that I would say is you know, we made an announcement early, probably a little bit prematurely without all of the specific details that needed to go out with that announcement.  So what I would ask everyone to do with regards to the specifics of the links policy is wait for those specifics in the coming weeks and we’ll get those out to you.  And you know, at that time, I don’t want anyone to be fearful of exactly what we’re gonna do.  I’d rather you just wait until we have it completely outlined in the coming weeks.  But thank you.

Griff:
So the answer is we’re gonna go back and we’re gonna really rethink about this and we’ll have an answer for you.

Brian:
Right.

Griff:
Okay.  Thank you.  Back to Microphone Number Two.

eBay Member:
Hi, my name is Joanne Kartilya and my company is The Queen’s Treasures, and I want to thank you all for putting on a really terrific conference.  We’ve learned a lot and we’re excited to get out there and increase our sales.  [applause]  . .   

Griff:
Thank you.

eBay Member:
We as a company are as concerned about customer satisfaction as eBay is.  And we work really hard to get our customers to buy more than one item from us at a time by offering attractive combined discounts and so on.  Which is really what eBay wants.  We have over eleven thousand five hundred feedbacks and forty-five hundred of them count.  And I kinda feel that if you’re taking the negatives that we’ve received from buyers that are unsatisfiable by following any best practice and not allowing any kind of mediation and using neutrals, how come it’s you know, harder to make a customer who buys five items from you satisfied than a buyer that buys one?
Griff:
It’s a great question.  Who wants to take it?

Brian:
I have a quick clarifying question.  I wish you would’ve stayed at the mic.  I mean is it really around your credit, the fact that you’re not getting credit for all of your feedback?  . . .  Okay.  So earlier this year what we did, historically, we allowed any individual to just impact another seller or buyer’s score by one feedback, no matter how many times they traded with that individual.  And then earlier this year what we started doing was providing credit if you transacted with someone um, in separate weeks, you could impact them.  So over the course of a year, one of your buyers could impact your score now fifty-two times, and that would continue to grow out. 
We did that to try and give credit to those sellers who are providing great experiences and bringing back repeat customers.  They should be rewarded with those.  We didn’t go all the way because we have an issue with feedback manipulation.  And as we continue to work that issue, we may be able to extend how many feedback credits you get but we also have to balance that with safety in the marketplace.

Griff:
Thank you for that question.  Next over here on Microphone Number One.

eBay Member:
Yeah.  Hey, my name is Ben Hershel, User ID Fly Leaf Electronics.  My question is concerning the neutral feedback.  First of all, I know if you go to the Feedback Overview Page, it says that it counts as a zero, it doesn’t count as anything, and that’s buyers’ impressions right now.
Griff:
Yeah.

eBay Member:
But it’s having the exact same effect as a negative.  First of all, why is that on there and buyers don’t know about it?  And why is that?  Why is it not more the word out on that?

Griff:
Yeah, that’s a good question.  [applause]  . .   Thank you for that.  This is a, I think it’s some communication disconnection on site text.

eBay Member:
Yeah, and there’s a little bit of a nuance here too.  And we need to have clearer text on this.  So thank you for raising that.  It’s an issue that we’ve heard earlier.  The text on the site is accurate in the sentence that it does not effect your feedback score, which is the number.  But it is incorrect because it is incomplete, because it doesn’t state that it does impact your feedback percentage and that’s some text that we’ve got to get on that site, get on the page.  

Griff:
Yeah, and I want to say, I wanted to mention that one of the things I’ve learned here at this eBay Live and I think I can speak for the panelist in saying we’ve heard this a lot.  Is that one of the places where we definitely need some improvement is buyer education.  Because [applause] . .  a lot of buyers are currently working under the assumption, buyers, although there are buyers who are in tuned with what’s happening on eBay and they tend to also be sellers.  Most of you are buyers as well as you know.  There’s a lot of buyers who don’t usually shop maybe every week or so or don’t pay attention to what’s going on beyond what they’re looking for and they’re completely unaware of these changes.  And so I think we’ve all learned this, this last three days, that we have to go back and really work hard to get this information to buyers the best we can.  Because they are operating under, a lot of them, under the assumptions of the old way that things were done and this is definitely detrimental to you sellers.  
Lorrie:
And one of the things, Griff, I think we’ve talked about is both at the high level to make sure we’re proactive in buyer education and then also as Brian talked about, how do we make sure when the user is actually in the flow, when the buyer is in the flow, that we provide all the complete information.  And I have to tell you, I probably heard five or six examples over the last couple of days of really good specifics that we can take back, like this one, and just change in the site.  So keep that coming because that is, we can quickly knock some of those very easy communications down in the next week or so.
Griff:
Yeah.  That’s great.  Thank you for that.  [applause] . .   Back to Microphone Number Two, your question please.
eBay Member:
Good morning.  My name is Denise and my User ID is Ajay’s Designer Fashion Closet.  This is a really short link.  But anyway, what my question is, over the last couple of days, I’ve heard innuendoes about the existence of Stores over the next couple of years.  I plan my business well in advance and I think I’ve heard a lot about being transparent and focusing on we should focus on our buyers, or our clients.  I’d like you guys to focus on us.

Griff:
Sure.

eBay Member:
And give us your vision of where Stores will be over the next couple of years, what kind of searchability will be available to Stores, so we know whether we should continue on with what we’re doing or do we need to re-plan.
Lorrie:
Great question.

Griff:
That’s a fantastic question, thank you.

Stephanie: So rest assured, we love Stores like you do.  So Stores isn’t going anywhere and we want to make it even more integrated on the site and bring more traffic to your store.  So we’re working on a strategy for that and Stores is in an integral part of what we’re doing.
Griff:
And you know, I think a lot of this angst about that and I’m not surprised that there may be rumors about this.  I mean everyone knows that two years ago we kinda really dropped the ball with this pendulum swing going back, “No, it’s about auctions.  No, it’s about store format,” and if you’re running a business that’s impossible to plan for.  So all that was driven by what was at the time, a very inefficient search mechanism and that’s changing as time goes on.  So I think you’ll see some really interesting things in the next year that will be pleasing for sellers.

Lorrie:
Yeah.

Griff:
But Stores are here.  They’re not going away.

eBay Member:
So even the mom and pop stores.  We’re not talking just the big stores, we’re talking for everybody.

Stephanie: Everybody.

Griff:
Yeah.  Let’s make something clear while we have a lot of you in the room.  We can’t exist without what you guys refer to as yourself as “\the “small seller”.  Some people use the term “super seller” and those are businesses who for whatever the reason, whatever the level of growth, they’re proud of what they’ve done.  They’re usually small operations.  You are the heart and soul of this company.  You have to be here for us.  We have to be there for you.  There is no eBay without you because it’s something else.  It’s another type of commerce site and quite frankly, no one on this stage, no one in this company and no one in this audience wants that.  We depend on you.  And I want to make that clear.  I know everyone on the panel, everyone at eBay feels this way.  We are very sorry if this impression has been made at any time but we value you more than you would know and we don’t want you to leave.  You small sellers make us who we are.  [applause]  . . 
Lorrie:
And Griff, I would just reiterate what I said the other day in one of the lunches, which is there is no small.  There is no large.  There’s only good to us.  And if we are doing something that is advantaging or disadvantaging, we want to understand.  Because what we really want to do is create the best seller growth we can and the best buyer experience we can.

Griff:
Absolutely.

Lorrie:
So we are totally committed to especially the unique sellers that give us our character.

Griff:
Exactly.  Microphone Number One, your turn.  Your question please.

eBay Member:
My name is Drew Perry and I sold over sixty houses on eBay and currently I teach folks how to sell houses on eBay.

Griff:
Yes, I think I met your mother last night.

eBay Member:
Oh yes.  Yes.   A Chihuahua on caffeine.  You’ll never forget her if you meet her.  [laughter]  . .    [applause] . .  She’s a great mom.  She is.  So I teach folks how to sell houses on eBay.  The investors I teach are very smart but most times when they go on eBay, they have no eBay knowledge.  So any seller suggestion for people trying to sell?  They don’t know anything about eBay so they go, I try to help them go to YouTube which is a different site, sort of a video.  So is there any way that we can have an eBay video hosting so that, and they would be glad to pay a dollar, five dollars, so that they don’t have to go to another site, figure out, “Oh my gosh, what is this HTML,” and get it and go bring it back in their auction. They’re not dumb people but they just simply don’t know the difference between HTML and regular text and going, getting it and bringing it back.  Is there plans for eBay in the future, for video hosting?  I don’t know if anybody else here would like that.  I mean for me, it’s easy, go to YouTube, grab a video and come back.  But is it possible that something in the future for eBay just to incorporate and charge like a dollar or five dollars to say, “Hey, we’ll host your video.”
Stephanie: So thank you for your question.  We are looking into video and rich media.  We know we have to evolve the buyer experience on the site and we get a lot of requests for this, particularly in motors where folks want to show the video on their car or if you have a store where you want to show all the items on your physical store.  I think there was a question earlier about integrating your physical store with eBay and we get a lot of questions about how do we show what we have in terms of inventory in our store.  We’re looking into it and it’s something that we think we should do longer term.  We don’t have any immediate plans but we’re definitely looking into it.
Griff:
And Drew, if you didn’t get my email address, this is always an interest to me because of the education aspect as well.  So feel free to communicate more of these ideas directly to me, and the education end as well.  And congratulations on your success.  This guy sells houses like you wouldn’t believe.  It’s great.  [applause]  . .
Lorrie:
Excellent.

Griff:
Microphone Number Two, your turn.

eBay Member:
Hi, my name is Sylvia Hutchison.  I’m here with Sports Bra Foundation and I was just wondering with DSRs, why eBay doesn’t feel that it’s important for sellers to be able to see which buyers, so we know which transactions are being [applause] . .  (inaudible) . .    Because if the problem with the buyer was before you know, the communication wasn’t going well or whatever, we can report that that buyer, “We had a hard time with them.”  But if the buyer upfront to us looks you know, like they’re doing everything right and they’re a good buyer, and then it’s kinda like they get to go behind a little curtain and tell us, “Oh no, they did bad.”  And then we get punished for it and we have no idea.
Griff:
Thank you for that question.  [applause]  . .   Brian?

Brian:
So thanks for that question and the anonymity around DSRs you know, goes back to you know, us wanting to make sure that the buyer, you know, when we introduced DSRs a year ago, and a quick reminder that DSRs have only been out for a year and we’re continuing to learn and we’ll continue to improve the system.  But when we introduced them was at a time when DSRs, there was fear of retaliation.  And what we did not want to do was introduce a system where the buyer was uncomfortable leaving accurate, honest feedback and so that’s why it was anonymous.  I think that the fact that now buyers no longer can receive negative or neutral feedback, we will continue to look at it and see does it make sense to keep it anonymous.  But at the same time we also want to make sure that buyers don’t you know, see harassment or other kinds of emails just because they left a four or left a three that they felt was an objective criteria.  But it’s something that we’ll continue to look at.

David:
On other comment on that is we understand how important DSRs are for you to manage your business.  We’re committed to getting you more granularity and detail around those DSRs so that you can use them to improve your service and continue to deliver great buyer experiences.

Griff:
Yeah.  I think as Brian has eluded to several times during the last two days and I know that you’ve heard it on other panels, that this is still a work in progress.  And the sense that one of the reasons why we’re at the stage we’re at is that feedback didn’t evolve for so long.  We didn’t touch it.  It became sort of like sacrosanct at eBay.  And as you’ve heard me say a few times, we take the blame here.  Because what’s happened is by saying that this is the system.  It’s good and this is how it works, it kind of enables all of you to build business strategies around it.  And quite frankly, having to strip the Band-Aid off so quickly on this one which we had to do, left you in a really vulnerable position.  And like we’ve said many times, we have to go a much longer way in educating both your buyers and providing you the information that you need to make sure that this works for you.  And we’re committed to it.
And I got to tell you, so I’ve been at seven eBay Lives and this is the one eBay Live where I have learned more than all of the others combined.  The solutions and suggestions that you guys came with in these last two days and today have been incredible.  You’re really giving us a lot of thought.  You are smart, intelligent people and I got to give you a big hand myself for all of the great ideas you’ve come up with.  [applause]  . .  

Let’s go back to Microphone Number One.

eBay Member:
Hi, I’m Mark.  My ID is Ausish.  I’m here from Australia for my first eBay Live.

Griff:
Welcome.

eBay Member:
Thanks.   [applause]  . . 

Lorrie:
Great.  A long way to travel.

eBay Member:
As you may be aware, eBay Australia is introducing a PayPal Only Policy on most listings, if not all; cars and homes and things like that are uh, not included.  This will happen on July 15th, if the A Triple C allows it.  I was wondering if you’d like to take this opportunity to announce any plans you have to introduce a PayPal Only Policy on any other of the eBay global sites.  [applause]..

Griff:
Like I said; smart, intelligent, thinking about their businesses.  

Monroe:
Do you want me to take it?

Griff:
Monroe, finally, you get to answer a question.

Monroe:
I’ll find my voice again.  Thank you for giving me the opportunity but uh, we’re not gonna make any other announcements or have any other plans in other countries today.  What I can tell you is that going to PayPal Only in Australia was a decision or the plan to do it is a decision that the Australian Team made.  They thought it was appropriate for their country and their marketplace.  And other countries and other marketplaces have different situations.  And I can tell you that in the US, we will definitely not go to a PayPal Only situation.  [applause] . .  

Griff:
Go PayPal.

David:
Griff, can I just add something from a Trust & Safety perspective?

Griff:
Sure, go ahead.

David:
Scott talked about it yesterday, PayPal is definitely the safest way to pay online.  And to link us back to the discussion we had about EPIs, we have data that shows that listings that don’t accept PayPal are twice as likely to have EPIs as listings that don’t accept PayPal.  So we encourage everyone to accept PayPal and in fact, you can put that in your buyer requirements that we increased when we released the new Feedback System.

Griff:
And that brings up another point.  So there’s a lot of things that sellers ask for in their great ideas that would provide us more of a verifiable way, for example, of knowing what happens in a transaction.  Since the most important part of the end of the transaction is the payment, if it doesn’t happen on a service that we have, the data to which we have access, it’s very difficult for us to then either moderate or judicate or make a decision.  And that’s a big reason for encouraging PayPal.  “Yeah, Griff, you know, PayPal makes eBay money.”  PayPal makes everyone money.  But it’s also a great system for accountability and that’s why it heartens me when I see so many people adopt it because I know that there are things that we could be dying to be able to build and release to help sellers that will only work if the information behind it is verifiable.  And with other forms of payment, it’s very difficult if not impossible, for us to do that.

Lorrie:
And frankly Griff, we’ve had a lot of conversations to say, “How do we make sure that there’s greater protection,” and that’s why we put out the additional incentives that we put out around additional seller protections and around additional buyer protections.  Because we believe that we can provide the best experience there.  So why not create incentives for people to do it?

Griff:
Absolutely.  Back to this Microphone Number Two, thank you.  What’s your question?

eBay Member.
I’m Rachel, with DiversityBuilder.com SEO Company.  We’re all here to build our eBay business and we’ve received some great information from this conference, thank you.  As we add employees that are selling on our behalf, is there a way to create sub accounts so that they don’t sign into our actual account and risk the integrity of our account?  And by the way, Lorrie rocks.  [applause] . .

Griff:
I totally agree!  Who wants to answer this?

Dinesh:
Okay, I can take that one.  So the answer’s no, there’s not one right now.  But we’ve heard that consistently from the sellers in this room, that as they scale their businesses and involve multiple employees, they need things like administration of user rights.  So that’s one we’re gonna take very seriously back to the Product Group at eBay, and uh, keep on us on that one.  We know it’s important to your business and we want to help you with it.
Griff:
Thank you.  There’s support for that idea.  Number One.

eBay Member:
Bon jour, my name is Gary Crawford.  I grew up in Montreal.  My eBay is Les Canadiens Sola, the Hockey team that’s up there.  Despite the fact however, I live just three blocks away from here, so unlike the gentleman from Australia.  I first of all, like to know where’s John?  I actually have a Chicago White Sox World Series cap to give him.  It’s in my case and I’d like to give it to him.
Lorrie:
Oh, he would love that.

eBay Member:
That’s right.  My question is I have solid 100% feedback, blah, blah, blah, very high rating, all the rest of it.  I was a PowerSeller.  With that in mind, I promise to treat my customers like everybody here, with 100% class of professionalism.  What I want to know is what is eBay doing nationally and/or internationally to drive traffic to eBay.com, so before they go to Woodfield and the Mall of America, and everywhere else, they checkout out for bargains or what have you, on eBay.  Once you get me the customers, I promise to take care of them.  “It” sucked!  I need to know what is now the national campaign going forward.  [applause] . .

Griff:
So I have to admit, that’s the first time I’ve heard that phrase.  It’s very clever.  So this is a marketing question and I don’t know who would want to take that.  Stephanie?

Stephanie:
I’d be happy to take it.  So thank you for your feedback.  We know we have some.   [laughter]  . .

Griff:
I noticed everyone wearing an It hat suddenly put them down like.

Stephanie:
I like the candid nature of your feedback though.  We’ll take it seriously.  We know we have some work to do, however, we are driving a lot of buyer demand and let me give you some of the vehicles we do today.  So first, we’ve got coupons.  I think we shared this the other day.  We sent out, starting in May, we started sending out coupons to our top buyers and we have literally, by the end of June, we will have issued millions and millions of coupons.  And we are rolling out additional loyalty programs between now and the Holidays.  We also got a big internet marketing engine at the company where we spend quite a bit online to drive traffic to your businesses.  And we’re continuing to evolve our marketing engine and target not only vertical categories that you’re in but all of our top buyers in particular, and we also rolled out phone support.  So we announced that we are providing live phone support for our top five, we started with the top 1% of buyers, now we’ve rolled it out to the top 5% of buyers and we’re seeing really good results.  We’re seeing an increase in GMB, Gross Merchandise per Buyer, from the coupons and from the phone support.  And these are all literally, new initiatives that we’ve started in the last sixty days.  So you’re gonna see a lot more from us between now and the Holidays.  And with . .
eBay Member:
Pardon me, I just want to say one thing.  That’s all for people familiar with eBay.com.

Stephanie:
True.

eBay Member:
What’s TV, radio, newspaper, you know, to get the other people.

Stephanie:
So that’s a great point.  Uh, recognize that a lot of the activity that drives sales to you guys is from our top buyers.  So we’re focused on those guys.  We are also focused on all buyers.  And you will probably see more media from us.  We are working on what we need to do to evolve the eBay brand.  And thanks for the feedback on the It Campaign.  Hah, hah, we will take it back.  So we’re working on it and we know that it is our responsibility to you to drive the buyer side.  We also recognize that it’s a partnership between us and everyone in this room, that the more we can do to drive a great buyer experience on eBay, we will get organic growth.  So you know, rest assured that a lot of things we’re trying to do here is to change things on eBay, not for changes sake, but to improve the buyer experience, so that when you go buy that thing on eBay, you tell fifty other people and those fifty people come to eBay.

Griff:
The challenge for us this year is not that, you’d be surprised how few people in the world don’t know what the word “eBay” means or not familiar with it or tried it.  But what Stephanie says is we have some and for lack of better word, housecleaning to do when it comes to how the way the brand is perceived by people who aren’t regular users who’ve heard stories and are a little bit fearful of using the cite.  So once, to the organic growth side of this, once you know, this has started and believe me, it has started, you guys provide the most amazing customer experience for anyone in the world when it comes to retail.  I know, I buy from you.  It’s fantastic.  And I think once this becomes part of the story that’s out there, it’s much easier for us then, to promote the brand in other media in a way that is welcoming.  Right now for a lot of people, those few people that don’t know what eBay is or who have heard and are hesitant about shopping online, it becomes a disconnect for them.  So it is part of our plan but we prioritize what we’re doing to your brand, to make it a better brand to everyone, those who shop and don’t shop on eBay, and then continue that with a wider range marketing plan, including media.  Did I get that right?
Stephanie:
And Griff, I just have one more comment.  We talked a little bit about this yesterday but recognize that e-Commerce is only 7% of total retail commerce today.  And no matter how much advertising or marketing we did, the only way we’re gonna get more consumers to actually spend more on eBay and on your stores and on your merchandise is if we create a great buyer experience.  And together, if we evolve to create the best experience on the web, we’re gonna get tons of traffic and organic growth.  So that’s what we’re really focused on.
Griff:
Thank you for that question.  Back to Microphone Number Two, you’re question please.

eBay Member:
Hi.  My name is Dee.  I’m a PowerSeller and I have an eBay store, the Everything Under The Sun store.  I do my part as a seller.  I have seventy-eight hundred feedback with 99.5% feedback score and my DSR ratings are high enough to get the discounts.  So again, I do my part as a seller.  [applause] . .

Griff:
Yes.  And we appreciate it.

eBay Member:
Why is it, let me rephrase that.  There are always exceptions to the rule.  Why is it that with a buyer that has an unpaid item or it takes them three weeks to pay me, why can’t I leave them bad feedback?  [applause]  . .  

Griff:
Brian will take this one.

Brian:
Thanks for that question.  So a couple reasons; so one of the things that we found and one of the reasons we made the decision to no longer allow buyers to receive negative and neutral feedback was when we looked at what happened to buyers who received a negative or a neutral feedback.  And we didn’t just look at any old buyer, like a brand new buyer with zero feedback, we actually looked at kind of the cream of the crop buyers who were the top buyers and the receipt of a negative feedback was one of the number one, one of the top drivers at reducing their span or getting them to leave the marketplace in total.  So the fact that someone could leave a buyer a negative feedback actually undermined the entire marketplace and we actually couldn’t really allow it to continue.  So with regards to that’s why we don’t allow the negatives or the neutrals.  With regards to unpaid item, we protect sellers when a buyer doesn’t respond.  We have expanded that protection a bit.  When a buyer responds in a manner that it’s clear they weren’t intending to purchase so that the seller doesn’t get negatively impacted.  We know we’ve got more work to do with regards to the unpaid item and improving the process and making sure that when that buyer doesn’t pay in a timely manner, that the seller isn’t negatively impacted.  We want buyers to be accountable as much as sellers.   
Griff:
Thank you, Brian.  Next question over here.

eBay Member:
Yes, my name is Duane Swinford.  I’m with SwinfordTimePieces.com.  We sell online through our website and we also sell through eBay.  We have our own merchant account, do not care to have a PayPal account, nothing personal.  And um, it seems like the new upgrades to eBay, you have to accept PayPal to take advantage of this.  I know you do it for buyers’ protection but when we get a merchant account, our identities are checked by our merchant provider.  If we do things wrong, they will pull us as quick as you will.  And we will lose that ability to process payments.  So that’s kind of my um, my thing is to don’t forget about people that have real businesses that also sell on eBay, that only want to use their merchant account but yet want to take advantages of all the upgrades that you are doing.  

Griff:
Thank you for that.  [applause] . .    So Monroe?

Monroe:
Yeah.  So I’d love to comment on that.  We do allow sellers to you know, accept credit cards through their own merchant account on eBay.  And the integration of that into eBay checkout right now is, it’s not deeply integrated.  But as part of our effort to make payments safer on eBay and to make the eBay Marketplace safer, we’re looking at ways that we can more tightly integrate other payment methods into eBay checkout.  Because we don’t  want buyers to have to leave the site in order to pay.  We would prefer that they are able to pay on eBay because it feels to them like a safer experience and it is a safer experience.  So um, so look for you know, efforts to better integrate electronic payments into checkout in the future.  It’s something that we definitely want to do and we do recognize that sellers that have their own merchant account have gone through that betting and that paying directly with credit card is a safe way to pay on eBay.  Paying with paper is, or say money orders, cashiers checks, personal checks, is something that the data also shows us is not as safe.  In the US, a buyer is 80% more likely to file a dispute when they pay with paper than when they pay with electronic payment methods, including paying directly with a credit card.  So I said earlier that in the US, we don’t have plans to go to PayPal Only.  That said, we definitely would want to use payments as a way to make the marketplace a safer place for buyers and sellers, and that has a lot to do with the announcement that we made yesterday.  And so we’re gonna continue to look at payments as a way to improve the experience for buyers and sellers.
Griff:
Thank you for that.  Question Number Two please, over here, Microphone Number Two.  

eBay Member:
Brian (inaudible) . .  Discounters, and I actually have a two part question.  I am the redheaded stepchild of eBay.  Who am I?  . . .  
Griff:
I think you’re me!

eBay Member:
I’m a Half.com seller.
Griff:
Oh, of course.

eBay Member:
My question, I actually have fifteen questions.  I’m only gonna ask one.  It’s a lot easy (inaudible) . .   tool bar, the toll bar when you go to eBay.  Motors Express, Stores, if you buy something from me on Half.com, thank you.  I’m gonna send you a thank you email.  I’m gonna go leave you feedback.  I click the feedback link, type in a nice comment, I’m back to that gaudy eBay tool bar.  I’m off Half.com, there is no link to Half.com.  I have to retype Half.com to get back to the site.  You’re pulling my customer away from me.  I’ve mentioned this before.  It’s time to bring customers back to Half.com.  

Griff:
Thank you.  That’s a great question.

Stephanie:
It is great.

Griff:
Stephanie?
Stephanie:
We’ll take that back.  We are working on plans to integrate Half more holistically with eBay and to drive traffic to Half.  We understand that we need to do that, so thank you.  You’ll see things by the Holiday Season around that.  So.

Griff:
Thanks.  Back to Microphone Number One, you’re question, please.  And we only have about five minutes so we’ll probably get to take maybe about three or four more questions at the most.

eBay Member:
My mother is Haley and I’m the mother of three children and I happen to make a living on eBay.  Until recently, I worked at the University of Michigan.  Before that, I worked at places like Merrill Lynch.  I’ve done all this.  You know?  I’ve done this Corporate thing and we all get into an office and we like yeah, do all that stuff.  And I can appreciate that.  I really can, but I personally don’t have time for all this stuff, okay?  And it does feel like to me, that you really do want big sellers.  You really do want people selling mostly new items, and that’s fine.  That’s really good, because I’ve been in that world and everybody wants to make a lot of money.  I don’t really want to make a lot of money but I want to make more than I can make working in the Corporate world and being able to not power lunch and do all that stuff.  Okay?  So can you make like an eBay One?  And you can all like be super driven and have employees and sell new stuff and get pallets, okay?  And can you bring back the old eBay from like . .  [roaring applause] . .  seven years ago, where you go on there and you know, I have half the people asking me, “Why are you selling this shirt?”  They don’t even want something that I don’t want.  They want it to be that I’m selling my thing that I’ve used once, or a gift.  You know what I mean?  They don’t even want to go to the mall.  Hah, hah.  You know?  So can you have One and Two?  That’s my question.
Griff:
Thank you for that question.  Who wants to take it?  It’s a tough one.

Lorrie:
So let me just start off with this one, Griff, because I think that what we’re finding today is that there is a need for buyers on the internet to get all kinds of experiences, right?  One day I may be looking for something that’s a collectible, the next day I happen to buy paper cups, for example on eBay.  I mean I may be looking for paper cups with lids.  So one of the things that I think we are challenged by is how do we take this incredible tradition that we have at eBay, make sure that that tradition takes care of the good.  Again, we’re trying to solve for the common good on both the buyer and the seller side.  And then how do we bridge that to when buyers want to come back to eBay and they’re looking for it?  Because there are a lot of searches today that people are doing on eBay that we just don’t have inventory for, that we want to provide those products to buyers but it’s just not there.  So I think that one of the things that we feel strongly about and that buyers continuously tell us is they would like eBay to both have those unique things that they collect, as well as more things that they want in their daily life.  And what that tells us is that there’s a one big eBay out there and that that one big eBay has to meet both buyer expectations and create success for sellers.  And that’s what we believe we have to create going forward.  We’re not trying to exclude anybody.  You’ve heard us very clearly yesterday, talk about the fact that one of our biggest challenges, but one of our biggest goals, is to bring back the best of eBay, at the same time, meet more needs so that we can all continue to grow.  And I think at the end of the day, I find the stories inspiring that say, “Hey, you know, I can quit my day job.  I can live my life the way I want,” but I want to make sure that that’s an opportunity for everybody in this room and everybody in our community in ten years.  And it’s important that we change with the buyer.  It’s important that we change with the times and the future on the internet because there are other alternatives and we need to make sure that we play a better game, all of us together.  But that doesn’t mean that it’s small, big, unique, new.  It means it’s the best of everybody to come together.
Griff:
And with that, we’re at the end of our Town Hall, and I want to thank everyone for coming.  A few announcements; the educational materials will be available online in about two weeks, so you will be able to download them.  The gala tonight is free.  There is no charge.  I want to thank you all for coming and for taking part.  This was again, very valuable for us and I hope you’ll enjoy the rest your time . .  
