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Griff
Good afternoon and welcome to the eBay Community Town Hall for May. I’m Griff and I’m pleased to be here with you as the moderator for today’s Town Hall.  Those of you who are familiar with these events know that we hold a live Town Hall each month as a way of keeping in touch with 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 by internet radio, from our Headquarters here, in San Jose, California.  We want to thank our friends at WS Radio for their help in making this broadcast possible.  In a few moments we’ll be taking caller questions from all of you listeners out there.  You know the drill, we’d love to hear from you.  So don’t be shy, phone us now at 877-474-3302.  And for those of you who do call in, you’ll receive a small token of our appreciation for taking the time and having the courage to call us with your question on the air.  

And speaking of gifts, we had a technical difficulty and our gifts for the last broadcast of the Town Hall didn’t go out.  So if you called in and did not receive a gift, write us at Town Hall, at eBay dot com (townhall@ebay.com), with “April caller” in the Subject Line and please include your name and the topic of your question.

With me today is Lorrie Norrington, who serves as President of eBay Marketplace as Global Operations.  Welcome, Lorrie.

Lorrie:
Hi, Griff, how are you today?

Griff.
I’m doing very well.  I’ll be back to let you say a few words in a moment.  Today’s Town Hall will run for ninety minutes and give us lots of time to address questions.  And we’d love to hear your voice, so start calling now; 877-474-3302.  And we’ll get to your questions in just a bit.  Please keep your question general so other listeners will benefit from the answer.  For privacy reasons, we can’t answer account questions, so if you have a personal question about your account, please contact the eBay Customer Support through our web forums, or through live chat.  You can also email your question to us at Town Hall, at eBay dot com (townhall@ebay.com).  Our primary goal is to take your questions live over the phone but we’ll also take some email questions.  And that email address again, is Town Hall at eBay dot com (townhall@ebay.com).  Plus we’ll be answering some of the most common questions we’ve received via email in the last few days.  So let’s move on to our panel introductions.

We have a number of familiar voices representing different areas of the business with us today.  We also have some new leaders to join our panel and we’re gonna be happy to welcome them to their first Town Hall.  Let’s start first, with a familiar face.  Most of you know Brian, both by face and name; Brian Burke, he’s here with us today.  Welcome, Brian.

Brian:
Hi Griff, glad to be here.

Griff
As most everyone knows by now, Brian is our Director of Global Feedback Policy.  He’s been a busy guy lately.  And, he and his team are getting ready, have been getting ready, to launch several important initiatives, changes to feedback, mostly that we announced back in January.  We’ll be back to talk to him about his latest announcement on feedback updates in just a bit.

Joining us from the Finding Team is Senior Director, Jeff King.  Jeff and his team are also very busy.  Jeff recently accounted that the playground is back.  Boy, I couldn’t be happier, and that a number of significant changes, such as Finding 2.0, are on their way.  Welcome, Jeff.

Jeff:
Thank you.  Great to be here.

Griff
Next is Senior Director of shipping, Kristina Klausen.  Kristina and her team, as you know, manage the World of Shipping on eBay and the work very hard to make it a better experience for both sellers and buyers.  Welcome, Kristina.

Kristina:
Thanks, Griff.  Glad to be here.

Griff
I’m sure we’ll get some questions for you today.  And from PayPal, returning with us is Monroe Labouisse.  He’s back this month.

Monroe:
 Hey, Griff.

Griff
Nice to see you, Monroe.  PayPal is one of the safest ways to pay on eBay and we’re happy to have you here and help answer some questions.  Last time I tried to field a few and I’m always happy when we have an expert.  

Next we have Jim Ambach, Vice President of eBay Seller Experience Team.  Hi, Jim.

Jim:
Hi, Jim.  Uh, hah.  I can say that because your name is Jim too.

Griff
It is but no one calls me that and gets away with it, so.

Jim:
Ut-oh.

Griff:
I have some news about Jim.  This is actually, and it’s rather sad, Jim’s last Town Hall event, as he’s moving on to pursue new interests.  Jim, you’ve been a great leader of the Seller Team and I know I speak for everyone when I say we’ll miss you here at these Town Halls.  What exactly are these new interests by the way?

Jim:
Hah, hah.  Well thanks for asking, Griff  You know, eh, until recently, I wouldn’t have been able to answer that question.  But uh, just recently, my wife gave me a Guitar Hero III for the week, and so my new passion will be to develop my crazy mad act skills, so that I can beat my kids.

Griff:
You mean beat them musically, of course.

Jim:
Yes.

Griff:
So these new interests involve not working.  That’s very interesting.  I like that.

Jim:
No.  But, I will be taking some time off this summer to spend with my family and I’m really looking forward to that.  Um, I do want to say that I’ve had a phenomenal ride here, at eBay.  It’s been six years and I’ve really appreciated getting the chance to work with our community and to meet the members and the sellers that I’ve talked to over the past six years.  I mean it when I say that what our members have accomplished is inspirational.  And I love, I almost always love that they keep us on our toes.  I definitely appreciate the fact that they keep us on our toes.  And wherever I go next, I know that I want to be part of a company that has the same kind of passion and community and members around it.  I’ve really appreciate working with them.  And so thanks to all the buyers and sellers and listeners our there, I really appreciate working with them.

Griff:
I know I speak for all of us and I speak for buyers and sellers who got to know you that we will always remember you.  And we wish you best wishes for any of your future endeavors, including beating your kids at Guitar Hero.

Jim:
Guitar Hero III, yeah.

Griff:
Guitar Hero III.  I know there’s a big difference.

Jim:
Yeah.  

Griff:
Well thanks, Jim.  And that leads me to our new Town Hall panel member, since one person leaves we have someone taking over that role.  Please welcome Dinesh Lathi,
Dinesh:
Hello, Griff  Glad to be here.

Griff:
Dinesh is taking Jim’s role as Vice President of the Seller Experience Team.  Welcome to our Town Hall, Dinesh, and when you came into the Town Hall, you seemed, you had a sad story to tell, something that just happened to you recently.  Want to share it with the community?  Yeah, go ahead.  He’s looking at me like, “Should I say this?”  Yeah.

Dinesh:
I got my first negative.

Griff:
I just want to let you know, it happens for eBay employees as well.

Matt:
A long time coming as I understand it.

Griff:
And we also have with us, you just heard his voice, Matt Halprin.  He’s here today.  He’s been our faithful Trust & Safety guy on this panel for the last three years.  Matt recently decided to leave his role at eBay to join the Leadership Team at Omidyar Network. That’s Pierre’s philanthropic investment firm that is committed to creating and fostering opportunity for people around the world.  Matt, you’ve been a big supporter of the community and of these Town Halls, and we’re gonna miss you as well.  God, there’s a lot of people leaving and all this, and I feel so sad today.  I didn’t come in feeling sad but I mean this genuinely.  I know I speak for the entire panel how much you’ve meant to us and I know the community has felt equally.  Your importance, your guidance, your assistance in helping to steer us through the last few years and through some thorny Trust & Safety issues, and situations, but thanks again for all you’ve done.  So tell us a little bit about where you’ll be going.

Matt:
Thanks, Griff  So yeah, I’ll be going to continue to work for Pierre in a sense, and Pierre has a philanthropic investment firm, called Omidyar Network, that invests in a variety of areas, from microfinance to other community engagement vehicles.  And you know, trying to basically have positive social impact which is something I’ve been looking to spend more time on for a couple of years now and I’m glad to be able to kind of stay in the family to do it.  And it is definitely very sad to be leaving, especially leaving these Town Halls.  This is something that I think everyone on the panel always look forward to, to engage directly with the community, whether it’s Town Halls or the eBay In Person events or eBay Lives.  It’s where you actually get you know, the community keeps us honest and makes sure that we are doing the right thing.  And you know, in almost every Town Hall, we all looked at each other after one question sand said, “Wait a minute, why did we do that?  There must be something that we’re missing,” and we learn from it.  So uh, but I leave also while sad, very optimistic about the marketplace.  From the new feedback changes that Brian will talk about to Best Match and Best Match with trust factors, so basing search results on a seller’s reputation.  And the discounts we are giving sellers providing great buyer experiences; all these things are things that are gonna lead the marketplace, I’m convinced, to you know, much more vibrancy.  You know, buyers to buy with confidence from great sellers, which will lead to that virtuous circle.  Change is unsettling and I’m sure we’ll hear a lot of that today on this Town Hall and maybe for another month or two, you know, a lot of change for sure but uh, when you’re convinced that getting to the other side will lead to a healthier marketplace, you know, it gives me a lot of confidence.  So thank you very much for allowing me to do this with you Griff, and everybody else, it had been a lot of fun.

Griff:
Thank you, Matt.  Matt’s new, I don’t want to say replacement, that’s always a hard word to say, but actually transitioning in to Matt’s role, we have somebody that is new to Trust & Safety and to our Town Halls but he’s not new to eBay.  David Pride is a nine year veteran of eBay.  David is also a big user of eBay, with how many feedbacks?

David:
It’s a little over six hundred and twenty.

Griff:
Wow, okay.  That’s pretty good.  We’re happy to have David as a part of our panel moving forward.  Welcome, David.

David:
Thanks.  Good to be here.

Griff:
And finally, welcome to all of our listeners who are tuning into this event on WS Radio.  These events are all about you and your questions, so thanks for taking the time to join us today.  You know, one of the things that we love to do at this events is talk a little bit about, especially with our new panelist and get a better feel for them, and I thought it would be nice to get to know Dinesh a little bit.  I know the community has very little exposure to Dinesh and those of us in the room are delighted by Dinesh and we want to share a little bit of the delight.  So let’s talk a little bit about Dinesh and what was your role before you moved into the Seller Team?
Dinesh:
So Griff, I’ve been with a couple of organizations within eBay.  I’ve been with our finance organization and that was back in 2004 and I’ve also played a role in Trust & Safety where I managed our Risk Management Group.

Griff:
So you’re a well-rounded eBay employee.

Dinesh:
Indeed.

Griff:
And David, you mentioned that you were actually a six year veteran of eBay.  What did you do before, nine years, sorry, a nine year veteran.  What did you before this role?

David:
Yeah, it’s been nine years.  And actually, I’ve been a guest here two or three times before but apparently, I didn’t make that good of an impression if you forgot, so.

Griff:
Well no, no, you were as a guest, but.   I’m sorry, I’m an old man and I just . .

David:
No, no, I was also representing the technology organization.  I spent nine years there.  Started out in operations.

Griff:
That was you, yes.

David:
Yeah, right.  Managing the servers that run the site back in ‘99/2000, when we had a tough time keeping the site up but we made our way through out.

Griff:
Wow.

David:
Also in QA, testing the new features that go out on the site and then also engineering, writing the code for the new features that go to the site.  So I’m happy to be keeping a large part of my engineering organization and also combining it with Trust & Safety.
Griff:
Fantastic.

Lorrie:
So Griff, my job here is to make sure that we keep a little lightness in this.

Griff:
Yeah.  Yeah.
Lorrie:
And a couple of things that come to mind.  First of all for Dinesh, most people don’t know but Dinesh is a master swimmer.  I think that is a kind way of saying an old guy who floats.  That’s what he does in his spare time.

Griff:
Well I can do that.

Lorrie:
And the other thing that comes to mind when I think about David is David wears tee shirts everyday.  So those of you who have any great tee shirts on the site or collect tee shirts, send them David’s way because one of the things that we try to do at eBay is keep it very human.  And David’s way of doing that, he’s a very serious guy, in case you guys haven’t figured that out but he does wear his tee shirts.  So we’ve got to get some really, he only wears dress tee shirts, we’ve got to get him a little color.  So I’m putting a plea out to the community to do that as well, so.

David:
And I will wear them if I get them.

Lorrie:
All right.  Okay.  Bring it on!  Here we go!

Griff:
Well, we all learn something new everyday.  Well Lorrie, it’s here again, another month flew by.  How was your month, speaking of?

Lorrie:
Uh, it was buy, Griff, you know?  We um, I can’t believe we’ve just been sitting here a month ago, on this panel, and having another discussion.  And since then, we’ve been to New Orleans, to the PeSA Conference, and we’ve been working really hard to try and get to eBay Live, so a lot of excitement going on.  It might be helpful to tell our listeners a little bit about what the messages we delivered at PeSA.  Would that be helpful?
Griff:
Yeah.  Also, what is PeSA?  A lot of people may not be familiar with it.

Lorrie:
The Profession eBay Seller’s Association.

Griff:
Ah, okay.

Lorrie:
Yeah.  So they have two conferences a year and their spring conference was held in New Orleans.  They had a great turnout, about five hundred sellers, both large and small came to the event, so it was quite exciting and we did the keynote there and also did a series of panels to connect with the community.  A couple of things; first of all, I think that we reinforced there are our focus on creating an even better buyer experience.  But it was very clear that as we reinforced that, that a lot of sellers had questions.  And we wanted to make it extremely overt that sellers are our customers as well.  And that was one of our key themes from PeSA, is that we can’t do it without sellers.  And frankly, this is about all good sellers.  It’s not about big sellers or small sellers, it’s about all sellers who are delivering great buyer experiences.  So those were really the areas of focus that we touched on at PeSA and I think we got some very good press, that we were trying to be very open and honest with the community.  And they recognize that we’re in a time of change but those changes are all aligned behind a better buyer experience.  
Griff:
So this was the first time you had a chance to talk to the PeSA Group in a few months since a lot of the changes have been implemented, and what was your feeling from them?  What were they telling you about their personal experiences with the changes to date?
Lorrie:
So I would say that there are, there’s three reactions that we’re getting I think from sellers.  First of all, there are just some sellers that are incredibly excited about the changes that we’re making.  There are some sellers that are concerned frankly, about the changes that we’re making and they’re trying to do better.  So we’re focusing with them.  In fact, one of the things we did is some outreach at PeSA, to make sure that their individual situations were examined and that we help them try and tap into some of the best practices that sellers had.  So, and I’ll share with you in a minute about some of the uh, I’d like to talk a little bit about some of the things we’ve seen so far in Trust & Safety, in delivering some of the buyer experiences. 

And then we saw some folks that are frankly, very, very fearful and not necessarily willing to change.  Those people were clearly in the minority at PeSA.  These are people that really want to work with us to create a vibrant community.  And I would say that the overwhelming feeling that we walked away with is that those people that were excited, as well as those people that had a little anxiousness but were willing to change, were very focused on delivering better buyer experiences.  And frankly, we’re seeing some of that veer out in the numbers as well.
Griff:
Talk about the numbers, if you would.

Lorrie:  
Yeah.  So I would say that you know, our first quarter results are now out and the higher standards that we put in place and incentives are starting to have an impact.  On average, all sellers, not just big but all sellers have improved their DSR scores over the last ten weeks.  And as expected, 60% of the PowerSellers, and we predicted this when we did the PowerSeller discounts at the eCommerce forum.  Actually, we did better than we predicted because 63% of the PowerSellers qualified for at least a 5% discount on both their March and April bill.  And not only did the top percentage, so when we went into the PowerSeller Program, we thought that 15% of the PowerSellers would qualify for the 15% discount.  And our logic was 15% for the best 15%, and as it turned out, we actually missed that number.  There were actually 30%, double the percentage that we estimated, got the 15% discount.
Griff:
Wow.

Lorrie:
And frankly, we were delighted to pay that.  Same pattern in the UK, for example.  So we’re seeing, we’re paying out much more money than we thought but we’re thrilled because the marketplace is a safer place than it used to be.  And that’s all we care about, is creating great buyer experience.
Griff:
And it’s money well invested as well.

Lorrie:
Absolutely.  

Griff:
Well this is all great and I wanted to give you an opportunity before we move onto the questions actually, to address something.  I’m hearing a lot personally, and I know you’ve heard it as well, and that’s a fear among a group of sellers who define themselves as small sellers.  And these may be sellers who aren’t PowerSellers, who feel that we’re not paying attention to them.  We don’t love them or we’re trying to quote, “Drive them out of the marketplace.”  Uh, share your thoughts on this.
Lorrie:
Yeah.  I want to say a couple of things.  I think we’ve talked many times on focusing on the buyer experience.  And we want to have a vibrant marketplace.  Those two things together for me are the compelling two factors that we’re really trying to create.  And what that means is we want all good sellers.  We don’t care if you’re small, if you’re large, we just care that you’re delivering a great buyer experience.  And when we talk about, one of the things I’ve heard from community members and we heard this loud and clear at PeSA is, “Hey, wait a minute.  You’re talking about this retail like experience.”  And I want to be clear about this.  This is about a great buyer experience.  This is about a unique buyer experience that we think eBay will always have.  We want to make sure that customers have clear expectations, that they can come to eBay and have a safe experience, that they won’t get ripped off, that they’ll get their items on time, that they’re gonna get communication from the seller and that they can be protected.  That’s really what we’re focused on, is a great buyer experience, so people will come back.  
We think that small sellers can in addition to that great buyer experience, they can also provide unique inventory that will make eBay a very, that has always made eBay a very special place and will continue to make eBay a very special place, so in no way are we moving away from small sellers, unique inventory.  We want to make sure though, that everybody is a good seller.  And frankly, everybody has equal opportunity in this marketplace, whether you’re large or small.  
And I just want you to know, Dinesh, I have 100% feedback and I do sell on eBay as well, so it’s all about communicating with the buyer.  Although I am waiting, if there is anybody listening from France who just bought a pair of loafers, please give me some feedback because I’ve given you your positive feedback and I can’t find you.  I don’t know if you’ve gotten your loafers or yet.
Griff:
Oh, have you sent them an email?
Lorrie:
I’ve sent them many emails.  It’s like four emails already.

Griff:
Oh.

Lorrie:
Telling them I love them and I’ll take care of them if they don’t uh, if they have any bad experience with me.

Griff:
Oh, they’re probably out cabareting or something.

Matt:
I think they’re waiting for the new feedback system to go into, into the program, so.

Lorrie:
Yeah.  That’s, it could be true.

Griff:
And you know, we were sharing this amongst a group of us.  We were talking, preparing for the Town Hall about so many of us actually buy primarily from what we would define as the small seller or the seller of unique merchandise.  And I just want to go on record with Lorrie as saying there is, not only do we not want you to leave, you are what make eBay the special place it is.  I mean we appreciate all types of businesses but when it comes what people think of when they think of eBay.  Historically, and they will continue to think of you, the seller who sells the unusual merchandise; collectibles, antiques, fine art, rare paper items, coins.  All of these categories where it’s hard to find them anywhere else, they’ve always come to eBay because of you.  We know this.  I know this.  I buy primarily from you and quite frankly, if you weren’t in eBay, I would stop shopping.  And that’s already put the fear of God in everyone at eBay; if Griff stops shopping, that’s not a good thing.  

So again, we really do appreciate you.  And stay tuned as these changes play out.  I think that those of you who are willing to stick with us, and I would ask everyone to stick with us for this, I think that you’ll realize great benefits.  This is a difficult time obviously, and today’s the day that the big change happens to Feedback.  I’m sure we’ll get some calls but in the meantime, you have my word.  If you stick with us, ask us for help.  You can always ask me for help.  I’m always willing to lend a hand, if necessary, to get you through this but I think we’ll all be a better community for it.  In fact, I know we will. 
So moving on, it’s mid May and you know what that means, just as I was talking about feedback changes.  And a couple weeks ago, Brian Burke announced a couple important details to the feedback changes and I want to give him a chance to talk to them.  As you know, that sellers as of today, have been anxious about the inability to leave neutrals or negatives for buyers, which is one of the changes that is going into effect.  I’ve gone on record as I’ve said many times, I’ve been all for this change and I have not changed my mind.  I am more confident than ever that this was the right thing to do.  But Brian, I thought it’d give you a good chance to before we take a call, actually talk a little bit about the update to the changes to Feedback.
Brian:
Great.  Thanks, Griff  So just as a reminder, the main reason that we made these changes was to restore accountability both on the buyers’ side and on the sellers’ side within the marketplace.  And the way that we’re gonna go about doing that is for buyers; buyers are gonna be held accountable by sellers, by sellers reporting to eBay through private mechanisms like the unpaid item system, and also through seller tools, such as buyer requirements.  And the way that we’re gonna hold sellers accountable within the marketplace is buyers will do that for us through a public reputation system, just like they do today.  

And the reason for these changes, where we saw behavior on the buyer side where they weren’t willing to leave negative back for the fear of retaliation, and we also saw that when a buyer received a negative feedback, they decreased their purchasing on our site.  And that’s something that none of us want to see.  Sellers don’t want to see that, eBay doesn’t want to see that.  So we’re instituting these changes today in the marketplace.  I also think that they’re the right thing to do for the marketplace overall.  But we’ve heard some concerns some sellers.  And there were a number of mitigations that we put in place for sellers and I just want to go through some of them, just to remind folks of some of them.
Griff:
Please.  Please do, yes.

Brian:
So a couple of them; some of them are focused around communication and encouraging communication.  It’s something we hear a lot from sellers, that buyers need to communicate first.  We agree, buyers should communicate first.  So when a buyer doesn’t respond to the unpaid item process, we’re gonna completely remove the negative or neutral feedback.  In addition, if the buyer responds in a manner that doesn’t express dissatisfaction with the seller’s performance, we will remove the feedback as well.  

The other thing that we’re gonna do is for PowerSellers who have been on the site for at least twelve months, we’ll prevent the buyer from leaving a negative or neutral feedback for that seller within seven days of the listing end.  We’re also basing feedback on the last twelve months, which should allow sellers who’ve had that you know, odd negative that’s from six or seven years ago to drop off and also focuses the reputation system on more relevant information, which is the more recent activity.

In addition, a couple other things that we’re doing.  We want to provide sellers with some tools and so we’re enhancing the buyer requirements.  So both on the unpaid item buyer requirement, as well as instituting a brand new buyer requirement, that lets a seller block a buyer who’s had too many policy violations reports against them.  And you can find this beginning tomorrow, within the buyer requirements tool, sellers will be able to set and use that tool.

And then lastly, to make it easier for sellers to report buyers who violate eBay policy, we’re creating a seller reporting hub, which will have all the buyer violations; unpaid item, email threats, feedback extortion, customs fraud, all of those types of buyer violations in one page.  So it’ll make it easier for you as sellers to report this.

And one last thing that I want to make a quick note on is one of the things that I would just echo what Griff said with regards to sellers that are performing well today.  I don’t believe that you have anything to fear with these changes to the feedback system.  I think actually, you’re gonna win with these changes.  Because what’s gonna happen over time is buyers are gonna get comfortable leaving feedback; negative and neutral feedback when they’ve had a poor experience.  And if you’re a seller who’s delivering great experiences today, you’re less likely to get those kinds of ratings from buyers, which means more and more buyers are gonna migrate to you as a seller.  So please stick with us and look on the positive side of this because I think as good performing sellers, you’re gonna win.
Griff:
Thank you, Brian.  Very good important information.  While we have time, and I want to get to the calls, so we wanted to cover a few more topics because these are interesting or very important topics for everyone.  And I wanted to talk about Finding.  As you know, Jeff King is here with us and Jeff, you’ve also made an announcement in the last couple of weeks, mostly about the return of a very important feature but also, there’s some information about finding as well.  Tell us what you brought back to the site.
Jeff:
Uh, yeah.  It’s actually a really, really exciting time for the Finding Team right now.  We have just released, or rereleased, the Playground, which is on Playground dot eBay dot com (www.playground.eBay.com), which is really just the experimental ground of all the new finding changes that we’re working on.  And we launched this last year and we got just a massive amount of feedback from the community, and have been spending the last six months or so, incorporating a lot of the ideas and changes that came from the community into that experience.  And we think this is really the easiest, best way to find things on eBay and we’re really excited about the potential release.  

It’s the goal of the Finding Team to really, hundreds of people are working on this right now.  It’s the goal of the Finding Team to make this the easiest, fastest and most enjoyable finding experience possible.

Griff:
I’ve also just . .
Lorrie:
Excuse me, I’m sorry, Griff  So Jeff, this is a way that you guys release the Playground so you can learn more and more about finding, as you roll your new finding functionalities. Is that right?
Jeff:
Exactly.  Thanks for clarifying it.  It’s really the place where we roll it out to the community, allow people to go out and play with it and then give us feedback.  And there’s a survey link right on the Playground to give us direct feedback.

Griff:
So I’ve been playing with the Playground, I’ve noticed something interesting.  Tell me if this is how its supposed to work.  One day I’ll search for a very specific thing and I’ll see results and they’re pretty good.  The next day I search and I see better results.  Is it learning from me or how is that happening?
Jeff:
Actually, so there’s a lot of learning systems within the finding system in general.  But I would say that’s probably just a reflection of the wonderful diversity of items that come and go on the site all the time.  We are learning through Best Match and through other things, like seller tagging or what we call Custom Item Specifics, how to more appropriately return relevant items to users, and we are making iterative changes to the recall, to the items that are sent back for a query, and so over time you will see improvements and changes there.  And so I hope we found you in one of those spots.

Griff:
I think you did.  Thanks, Jeff.   So we should get right to the questions.  Oh, we wanted to do one followup.  We talked about doing this in the past, about having a followup on an issue from a previous Town Hall, and so we want to do that today.  Following up from the last Town Hall, there was a question about eChecks and I just notice Lorrie, that a question came in about eChecks as well, and specifically, why we remove the ability for sellers to block them.  And last time, Monroe wasn’t with us but he’s here with us today.  So Monroe, can you provide us with an update?  How does this work?  How do eChecks work?  Why did we remove the block?

Monroe:
 Sure.  So Griff, the caller at the last Town Hall thought that the new checkout system was defaulting them to eChecks.  So you answered correctly, that the new system is not defaulting people into eChecks.  So let me first define what an eCheck is.
Griff:
Sure.

Monroe:
Just so everyone out there is clear on that.  An eCheck is a PayPal payment that is funded through your bank, not through your credit card.  And it’s not an instant payment.  So in other words, it takes three to five days to clear.  It is what we say it is, it’s an electronic check.  It acts just like a check in that it takes some time to clear. There are other instances where when you pay with PayPal and you fund with your bank, we will instantly move that money to the seller.  We do that when you have a valid backup funding source in your account.  Or in other words, you have a credit card on your account and your credit card isn’t expired.  So what may have happened to the caller last time is that their credit card had expired.  And so for that reason, because we don’t have a good backup funding source, we will take the normal amount of time that it takes to move money you know, between bank accounts, and take three to five days to clear that.  
Now what may have happened to that caller and what may have also been the reason for the email, someone emailed and asked, it seems like eChecks are taking much longer to process these days.  I think what might be going on is that it’s not very clear to buyers when they are using an eCheck in the checkout system.  This is something that existed before the new checkout.  And because of the change in the checkout system, it may have been exacerbated.  But essentially, a buyer may pay and think that they’re paying instantly but in fact, an eCheck is being used, it’s taking a few days to clear.  So for that reason,  in the past, we have allowed sellers to block eChecks.  Because it’s been kind of a confusing experience and because that has sometime resulted in issues where a buyer thinks an item should be shipped out but seller is waiting for it to clear, etcetera.  
So what I’m happy to say is that next month, we’re gonna be releasing improvements to the experience in checkout.  So that it’s very clear when you are using an eCheck, and we’re gonna state clearly what the clearing date is.  And also, the other thing that we’re gonna do is we’re gonna make it easy, which we don’t today, to change that eCheck to an instant payment.  So it could be as simple as going in and updating your credit card information in your PayPal account.
Griff:
Um-hm.

Monroe:
From the checkout system today, we don’t make that easy.  And so the changes that are coming, and like I said, they should be coming next month, are first of all, to make it very clear that there is a delayed clearing on the eCheck payment and second of all, to make it easy to change that to an instant payment.  And so it’s for that reason that we are also updating the policy now, to make it consistent with the PayPal Payments Policy on eBay, which says that uh, it says essentially that if you’re going to accept PayPal, you need to accept all forms of PayPal.  And the reason we do that is because we’re trying to deliver great buying experience.

Griff:
Exactly.

Monroe:
You know, if a buyer thinks that they can use PayPal to get through checkout using PayPal, then we don’t want sellers to then reject the payment just because it is a different form of PayPal or another.  So this all comes back to the mission, you know, the company is here to improve the buying experience.
Griff:
I think Monroe did a much better job than I did trying to explain it last time.  Thanks, Monroe.  Before we go to questions, we also want to hear from Kristina.  Because this is the time of year when we have USPS doing what they do so well sometimes, and that’s changing their fee schedule, to put it lightly.  So what happened on May 12th this year and how did we react?

Kristina:
So you’re right, Griff   We had a rate change, USPS pricing and service fee change on May 12th, not nearly as significant as last year’s, thank goodness.  The increase wasn’t as large and for some services, like Express Mail, they’re actually decreases in prices for some of the zones that are closer by.  The other thing that sellers should be aware of this year is there’s actually label printing discounts now available online through PayPal, when you print domestic Express Mail and Priority Mail services.

Griff:
Great.  Well thanks, Kristina.  So now it’s time to get to our calls, 877-474-3302.  Remember, that’s the number to call.  If you get in and get a busy signal, keep trying, we’ll put you in the cue.  Our phone greeters will give you instructions on how to collect your Town Hall gift in appreciation for calling in, so be sure to listen for that when you make your call.  You can also email us if you’re a shy person, at Town Hall at eBay dot com (townhall@ebay.com).  Without any further ado, 877-474-3302.  Ken, from Atlanta, welcome to the Town Hall.  Ken, what’s your question?

eBay member:
Okay, I had two questions and I’m not sure which one was approved.  Maybe I can ask them both then.

Griff
Well, you can ask one question because we have people waiting behind you.  I’m sorry, Ken.

eBay member:
Okay.  Well he was supposed to tell me which one was approved.  He didn’t uh.

Griff
Well, we’ll let you choose which one is most pressing for you then.

eBay member:
Okay.  Well actually, the most important one for me, I was trying to contact eBay because after I had ran an ad, my credit card inadvertently got canceled through no fault of my own credit.  And my question is are there alternative methods of payment to pay one’s eBay bill besides credit cards?  And if you could, I’m a truck driver who’s in a motel listening to the whole program on  my cell phone.  Please get the information to me.  I’m trying to pay my eBay bill.
Griff
Okay, so before we go, we let you go and you’ll want to listen for the answer, if you could also email me at Griff at eBay dot com (griff@eBay.com), I’ll make sure that someone takes a look at your account as well.  

eBay member:
G-R-I-F-F, Griff?

Griff
Yes, G-R-I-F-F at eBay dot com (griff@eBay.com).  So who wants to take this question?  Jim?

Jim:
Hi, Griff  It’s Jim Ambach, from the Seller Experience Team.  So the two methods that I’m familiar with that you can use to pay your eBay bill is one, credit card.  Obviously, that’s not gonna work in this case.  But if you have a PayPal account, you can use that as well, to pay for the bill.  I don’t think we accept other mechanisms anymore.  We got rid of checks awhile ago I think.  So it’s PayPal and credit cards.  
Griff
And how would you do this?  What are the steps to go through?  So Ken knows how to do this.

Jim:
So I would go to um, My eBay, under My Account, and that’s where you can get your latest invoice.  And I think the payment can be specified there, or you can put one on file as well.

Griff
Great.

Jim:
Um-hm.

Griff
Okay, thanks.

Kristina:
Griff, this is Kristina.  You can also sign up to have your bills automatically deducted from your PayPal account, so it saves you that whole step.  You know you’re taken care of.
Griff:
Yeah, I do that.  Because I forget.  Anyone who listened to the show the last two weeks, I’m admitting it again here.  I forgot to pay my ISDN bill and we didn’t have a show on a Thursday because they disconnected my ISDN line at home.  It was quite embarrassing.  I just, I thought it was being paid.  877-474-3302.  John, from Chicago.  Welcome to our Town Hall, John.  What is your question?

eBay member:
Hi, Griff  

Griff
Hi.

eBay member:
I’m calling because I use a DHL shipping calculator on my listing and I see that in either June or July, you guys are going to make me use the eBay shipping calculator.  But the eBay shipping calculator does not have DHL.  So what am I supposed to do?
Griff
Good question, John.  Let’s ask Kristina.

Kristina:
John, thanks for your question.  As you know, we’ll be launching required specified shipping coming in July.  It improves the buyer experience tremendously.  It’s associated with better DSR scores, fewer unpaid items.  You’re correct that currently we do not support DHL in our shipping calculator.  Today the options for sellers are to use USPS or UPS shipping on the shipping calculator, and those represent the majority of our packages, our package volume for our sellers.  We’ve also been exploring adding FedEx into the calculator.  I’ve also got to say that anytime we look at adding another carrier into the calculator, it’s actually quite a bit of work to support it going forward, so we try and make this decision pretty carefully.  I think for sellers in your situation, what they’ll end up doing is using flat rate shipping, making the best estimate of what the weighted average shipping cost could be for them going forward and in some cases, refunding differences to buyers.
Griff
Okay, thanks for that.  There’s always a hope though, Kristina, that someday in the future, we’ll have DHL or FedEx on the shipping too.
Kristina: We are looking into it.
Griff
877-474-3302.  Jim, from Michigan.
eBay member:
Yes.

Griff
Welcome to our Town Hall, Jim.

eBay member:
Thank you.

Griff
What’s your question?

eBay member:
I am your dreaded question on feedback.

Griff
Oh no, we’re not dreading it.  Please, give us your question.

eBay member:
Hah.  After years of 100% feedback quality, all of a sudden, today, unilaterally, eBay has decided my quality is not good enough and has lowered it.  The question is why?  And the background is here are the two neutrals that have lowered me from 100%.

Griff
What is your percentage now, Jim?

eBay member:
99.3.

Griff  
Okay.  So . .

eBay member:
I, I’ve been a seller for six years and have about seventeen hundred and fifty transactions.

Griff
And Brian is dying to take this question.

eBay member:
Okay.

Griff
So he’s gonna answer them.
eBay member:
Here are, here are the two neutrals.

Brian:
So Jim, so we don’t, well I can actually you know, speak to the general principle behind this.  So one of the things to remember is you know, when we made this decision to include neutrals in the calculation for the feedback percentage, was we’re looking at it from kind of the buyer perspective.  And from the buyer perspective, the vast majority of neutrals are not a positive experience.  If it was a positive experience, the buyer would be leaving a positive.  And so what we’re trying to do with this change is actually represent within the feedback percentage, the seller’s performance, or their positive performance as related to all feedback earned.  And that’s ultimately what the calculation’s doing.
Griff:
Thanks, Jim.  877-474-3302.  

Lorrie:
Hey, Griff, we’ve got another answer here for Alan, as well.  So uh, we had, in addition to what Jim talked about in terms of paying your bill, there’s also a couple of other options.
Griff:
And do you want to tell us what they are?

Lorrie:
Absolutely.  You can pay your bill with direct debit or with wire transfer as well.  So if you’re sitting in the hotel room, you can go to My Account and pay with direct debit.

Griff:
And we hope that if you’re in a hotel room, that you brought a laptop and that you have a good internet connection.  I know some places that it’s not as easy to do but you can also do that right from the hotel.  It’s what I do when I’m in a motel room, I’m on eBay.  Buying.  Wishing I was home.  877-474-3302.  Let’s take some questions that came in earlier.  I love this question.  I’ll read this.  This reflects back on what Lorrie and I were talking about earlier.  “I’ve heard that eBay is attempting to remove the quote, “Flea Market atmosphere,” unquote, from the buying/selling experience.  If so, I find it very disappointing and contrary to the very thing that made eBay so exciting in the first place.  Indeed, the reason for attending a flea market is for the opportunity to find something that you couldn’t find anywhere else.  Don’t become a mall!”
Lorrie:
Dinesh, would you like to talk about that one?

Dinesh:
Sure.  I’d say there’s a lot of things that make eBay exciting, in addition to the ability to find unique items.  The one thing we do know that universally makes it exciting for buyers is having a great buying experience.  That is professional communication with sellers, accurate item descriptions, getting your item in a timely fashion and having reasonable shipping costs.  So there’s hundreds of unique ways to deliver these great buyer experiences, okay?  And some of them may resemble a flea market, some of them may not.  We value and appreciate all of those different ways to deliver great buyer experiences.
Griff
Thank you, Dinesh.  Lorrie?

Lorrie:
No, absolutely.  I think eBay will always be known for its uniqueness, as well as anything you would like to purchase on the internet.

Griff:
Could you imagine if Jay Leno suddenly had no material for his, Found it on eBay segment?

Lorrie:
Um-hm.

Griff:
That would be terrible, so.  Uh, should we take another one or do we have a call?  No.  877-474-3302 is our number here and we have a call from John, from Chicago.  Welcome, John, to the Town Hall.  What is your question?
John:
Hi, Griff  Thanks for taking the call.  I understand the reasons that eBay has moved to Best Match and the price shipping sort, and I appreciate those.  I think that reasonable shipping prices and fees are good for everyone in the marketplace.  The question that I have is related to a calculated shipping.  eBay has recently encouraged sellers to use calculated shipping and I think that’s a good thing.  We use calculated shipping for all of our items and feel that because we’re using that method, we’re often at a disadvantage.  
We offer multiple shipping services to a buyer; USPS, Express, Priority and UPS.  And since those rates are based on weight, dimension and destination, the cheaper rate for the customer may not always be the cheapest rate that’s being shown to the customer, if you offer multiple services.  So if the first, basically, the calculator right now, only provides the very first rate to the buyer.  And they would have to get into the listing and look into the calculator to see any other rates that are available.  And so that means that the buyer may not always be seeing the lowest rate that’s available to them.  I’d like to find out if eBay has any plans to recognize that multiple services are being used in the calculator and then have eBay’s systems automatically present the lowest rate to that customer based on their zip code.  If the customer is already signed in, the customer being a buyer, if they’re already signed in, you’ll already know their zip code.
Griff:
That’s a good question, John.  Thanks for that call.  Kristina, what would you say?  How does this work?

Kristina:
Yeah.  Um, John’s right, that when sellers are using calculated shipping and they’re offering several services, we encourage sellers to list the lowest cost shipping service first.  Occasionally, depending on where the buyer lives, what they think may be the lowest shipping cost may actually not end up being the lowest cost.  There may be a different service that is cheaper to reach the buyer, for that buyer’s destination.  We’ve looked at whether we can update the search results, the shipping cost on the Search Results Page to show that.  It’s pretty hard.  That Search Results Page is trying to do a ton of calculations very, very rapidly, to return all the items to the seller.  And so right now it’s just looking at the first specified shipping cost.  So in that case, we encourage you know, we do think that buyers will look at the listing and notice that there are other shipping services available and choose the one that’s the best price for them.
Griff:
So if you’re a seller, you have some control by making sure that what you hope will be, or should assume would be the cheapest, is the first option that you select when you’re adding services.
Kristina:
That’s correct.

Griff:
And they’re presented pretty much in that order.
Kristina:
 Yeah.  I’ll note as well, Griff, that some sellers have been experimenting more with free shipping and noting that that tends to get a promotion in Best Match.  So that can be another option and that always guarantees that the lowest cost shipping service is shown first.
Griff:
And you can offer free shipping on selected items, not necessarily have to offer it on all your items.
Kristina:
That’s right.

Griff:
And use that as they say, as a way to draw eyeballs to your listings and hopefully from there, to your other items for sale.  Thanks, Kristina.  877-474-3302.  This one came in earlier Lorrie, and you marked this one with a lot of exclamation points and underlining, so I think you would like me to ask this.  Okay.
Lorrie:
I think it’s the other side of some of the feedback that we get from the community.  So I’d just love you to read that one and again, this is about creating great buyer experiences.  So please read that in the spirit of it.

Griff:
Sure.  “My husband is having a cow.  He bought and paid for an item last December.  It never arrived.  The seller couldn’t prove he sent it either.  So he left the seller a neutral after his money was returned.  The seller gave him a neutral in return.  Now my husband’s feedback is 85.7%.  He’s not really into eBay.  He’s just an average Joe buyer and now he wants to know where to complain.  He didn’t do anything wrong, yet he gets dinged.”  Brian, would you like to comment on this one?

Brian:
Sure.  So first off, I think there are two issues that I’d actually like to comment on this one.  First, the fact that your husband received a neutral for in essence, what was a poor experience that he had on our site is exactly why we made the changes today, where sellers can no longer leave buyers a negative or neutral feedback.  So it’s actually a really good example of one of the reasons why we’re making the change.  One, I guess the down side to the change and the fact that he received the neutral in December is his feedback percentage will um, the neutral will be reflected in his feedback percentage for twelve months, so until next December.  And you know, it will drop off eventually, just not as soon as I’m sure he would like.

Lorrie:
Yeah, I just think it’s critical that this is exactly why we made the feedback changes.  One of the number one issues why buyers told us that they were buying less on eBay was because they were getting unwarranted negative and neutral feedback.  And so as you look at the changes that we’ve made, both in terms of creating a better marketplace, as well as creating a safer marketplace, that’s exactly what we’ve done.  So the good news is, is going forward, you husband won’t have that situation and frankly, the sellers will see the benefit of that because they’ll see happier buyers.

Griff:
And if you’re a seller, think for a minute.  Here’s somebody who’s brand new to eBay.  I know it’s hard to believe.  We all assume that everyone in the world buys on eBay.  That’s not true.  There’s a large pool of people that haven’t yet purchased on eBay.  Here’s someone who took a chance, made their first purchase on eBay and this is what happened to them.  This is a buyer that we hope will still stick around but if he doesn’t, that’s a buyer that you don’t have.  It may not have been your transaction from your business or your seller but because of a fellow seller’s ability to leave an unwarranted negative for that buyer, that’s a buyer that no seller on eBay will get if he decides to walk away.  That’s how it affects everyone, this behavior.  
I know we tend to focus very carefully on our own activity on the site and how it relates to our business.  And of course, that’s understandable.  I mean business is hard.  Selling on eBay is not an easy task.  It’s a lot of work and you’re taking a risk every time you put yourself out there.  You hope your stuff will sell because you need to make that money to pay your bills.  But when a seller does this to a buyer and does this in a way that causes that buyer to stop, that affects every seller.  Because that’s a buyer, he’s representing that community of buyers who no longer may shop in the site, who will never buy from you, and it’s because of what another seller was able to do.  877-474-3302 is our number here.  Should we take this one?
Lorrie:
Sure.

Griff:
You order these very nicely.  So what we do is we get a lot of questions during the Town Hall that are sent into Town Hall at eBay dot com (townhall@eBay.com), and we have to order them up in the uh, that they come in and decide who’s going to answer them.  So we want to make sure that everyone gets a chance.  
This one is for you, Monroe.  “Is it true that you have to accept PayPal to sell on eBay?  I haven’t sold for awhile and I’ve been told by friends that I would now need to accept PayPal to start my business.”
Monroe:
Griff, it’s true that certain users, certain sellers need to offer PayPal.  So it may not necessarily be true for this emailer but there are a few situations where a seller is required to offer PayPal in the United States.  One, is that they’re brand new to the site.  So it doesn’t sound like that’s the case for this customer.  Another would be that they have less than a hundred feedback.  A third situation or certain categories, and these are categories that tend to have higher buyer complaints or disputes, than others.  And those categories are consumer electronics, computers, mobile phones, video games and gift certificates.  The last reason why you would be required to offer PayPal is if you have a track record as a seller and your buyer dissatisfaction rate is greater than 5%.  
So all four of those reasons why a seller might have to offer PayPal all have to do with safety on the site, where we have seen a pattern of greater rates of buyer complaints or disputes being filed.  We require that the seller offer a safe payment method.  So if this customer has less than a hundred feedback or they haven’t sold for awhile and maybe have less than a hundred feedback, that could be the reason.  But if she has more than a hundred feedback and isn’t selling in one of those high complaint categories, it’s not a requirement at this time.
Griff
And, go ahead, Lorrie.

Lorrie:
And I would just say one of the things also, Monroe, that we should recognize is that PayPal has some substantial seller benefits as well.  So for example, unpaid items are 80% lower with PayPal than they are without PayPal, so some huge benefits from a seller perspective.  So yes, we are, Monroe is absolutely right, absolutely, factually correct, no question.  But I want to make sure that we don’t look at this just as the glass is half empty.  There’s huge benefits for PayPal from a seller protection standpoint as well.

Monroe:
Yeah, and I think the biggest benefit of PayPal, which I would add also, is that the biggest benefit for sellers is that buyers prefer to use it.  It’s fast, it’s easy, it’s safe.  When it’s offered, they choose it.  So that’s the other good reason, particularly if you’re starting a business, to offer PayPal.
Griff:
Thanks, Monroe.  877-474-3302 is our number.  Here, Will, from Colombia.  Welcome to the Town Hall, Will.  Thanks for calling.  What is your question?  . . .   Will?

eBay member:
My question is really about one of the buyer blocks that are out there right now.  Right now, we’re able to block buyers who have negative one, negative two, negative three feedback.  With the new feedback changes, obviously that’s not going to be a useful feature anymore.  Would there be a way to change that in the future to maybe block those buyers who are leaving excessive sellers negative feedback?  Or leaving sellers excessive feedback I guess would be the way I wanted to say that.
Griff
Good question, Will.  And Brian, you can take this one.

Brian.
So thanks for the question, Will.  So a couple things, so you’re correct, the negative you know, blocking buyers with negative feedback really won’t help since sellers won’t be able to leave negative feedback for buyers going forward.  What we have done though, is we’ve made some changes to the buyer requirements.  So one, is we’ve expanded the unpaid item requirement.  Today as a seller, you can block a buyer who has two unpaid item strikes in the last thirty days.  You now have the ability to do that for up to a year.  And we’ve added a new buyer requirement that allows you to block buyers who other sellers have reported for policy violations.  Again, up to you know, for x number of violations within a certain time period, you can select both the number and the time period and you can block those buyers.  We’ve also expanded the blocked bidder list, so if you end up having a buyer who you have a bad experience with and you put them on your block bidder list, we’ve expanded that list from a thousand to five thousand.  So there are a number of things that we’ve done to the buyer requirements.  

I would like to comment on the rate of negatives and whether we would put in some block that would allow sellers to block a buyer based on the rate.  I don’t think that we would do that at this time.  What we want to do is actually look and watch the changes that we’ve made and make sure you know, we take care of abusive buyers.  We want sellers to report those buyers to us but just strictly based on how frequently someone leaves negative or neutral feedback, we won’t offer that right now.
Griff
So are we gonna get rid of the buyer requirement that allows you to block by negative feedback, you know, the minus one, minus two, minus three?

Brian. 
So for buyers, it’s no longer applicable.  You can’t get . .

Griff
Well but say you’re a new account and you’re a seller and you acquire a negative one and now you want to start buying something.  I mean it would still come into play, wouldn’t it, or?
Brian.
Yeah.  Although it would be probably infrequently used.
Matt.
Yeah, we’ve talked about deprecating it sometime in the second half of the year.  I don’t know that we’ve settled on it but I think you know, the caller is right, that it has a lot less value going forward than it did in the past.

Brian. 
Yeah.  And one other note with regards to, and Lorrie mentioned this.  The buyer requirement that allows you to select PayPal, that the buyer must be registered with PayPal is very, very effective at reducing your unpaid items.  So any seller that’s out there, if you haven’t selected that, I’d encourage you to do so.
Griff
Why is that the case, Brian?  Why is it effected?

Brian.
So part of the reason we believe, and Monroe can probably speak to this as well, is PayPal asks for a little bit more information from the buyer.  So in a sense, it almost becomes a little bit like a verification process for our sellers.

Matt.
Yeah.  It’s a you know, a lot of sellers always ask us, you know hey, why don’t we ever require every buyer to put a credit card or bank account when they register at eBay and we’ve said, “Well, we won’t do that for the whole marketplace because there are lots of great buyers who don’t want to put their credit card online.”  But you as a seller, have a right to do that for all of your own buyers.  It also just makes it easier to pay.  So you’re more likely to get paid if it’s easier to pay.

Brian.
Yeah.

Lorrie.
One thing, Griff, I’d just mention that Will, to go back to your question, you could look at all of the changes we made to buyer requirements right on the site in the Buyer Requirement section, and I think you’ll find that some of those requirements are actually suggestions from the community that we followed through on in the last couple of months.  So I’d just encourage you to go back there and you can take a look at everything in one list.  And Brian’s also added a new user interface too, to make it a little easier as well.  So we hope you enjoy that.

Griff
Thanks.  877-474-3302.  Here’s a question that came in earlier.  “Is there any way to download a template so I can work off line and fill in my information for items for sale and then upload them when I’m ready to sell?  We are still on dialup and get kicked off often.”  And I think this is a joint question for Dinesh and Jim.
Dinesh.
Hey, Griff, its Dinesh.  And the answer is yes, there is.  It’s called Turbo Lister.  You can find it under the Sell tab at the top of the page.  And if you click on that tab, go to Seller Tools and Stores.  You’ll see a link to download Turbo Lister and it’s a nifty little spreadsheet like tool.  It’s very easy to use and it will let you upload your listings onto eBay when you decide to get back online.  
Griff
Thanks.  877-474-3302.  We have about thirty minutes so we have a lot of time to take more calls.  Here’s one that came in earlier.  “How can sellers get fraudulent eBayers kicked out of our community?  Feedback only goes so far.  Can’t we file complaints and get a three strikes you’re out type system put in place for these scam artists?”  Brian?

David.
Actually, maybe I’ll take a stab at that and Brian can correct me where I’m wrong.
Griff
Or David, okay.

David.
I think a few answers to that and some of them will be a summary of what Brian’s already talked about.  But the intent of the new feedback system was to restore balance in the entire marketplace from a reputation perspective.  So there are seller accountability and buyer accountability aspects to that.  I think Brian’s talked a lot about how we’ve enhanced the buyer accountability or buyer requirements.  Now the first one that we’ve talked about is sellers requiring buyers to have PayPal.  That reduces the incident and the fraud significantly.  And then secondly, a lot of it has since we’ve made to UPI, extending the time period with which sellers can use that option and also actually adding the option where if a buyer replies unsatisfactorily in the UPI, sellers can block them as well.  Additionally, Brian probably knows the timing of this but we’re gonna rollout and enhance seller reporting hub, where sellers can more efficiently report bad buyer behavior, whether that’s feedback extortion, feedback abuse, customs abuse, things like that.  And then also in that same seller reporting hub, sellers can report if there is fraudulent behavior as well and we’ll take action on it.
Griff
And I think it goes a long way to say that a year ago, we were in the middle of a pretty active enforcement of seller performance and that I don’t know how much we can talk about but if we can, I’d like to at least provide the opportunity for community here of the results in a broad sense of our efforts from last year in getting what we would term “the worst sellers” off of eBay.  Does any, either of you want to address that?  David, Brain or Matt?  Oh look, they’re throwing it around like a ball now.

David.
On SNP.

Griff
SNP we call it.  Seller Non Performance . .

David.
I’m sorry.  I shouldn’t be using acronyms.  So actually, so last year we did start focusing on a seller non performance and looking at sellers who were not providing the best experiences and taking much more restrictive, or being much more restrictive to them, eliminating their ability to sell on the site and suspending a number of sellers.  And so that’s something that’s not just happening.  We just didn’t do last spring and then stop.  

Griff
Right.

David.
It’s something that continues today.  So if sellers don’t perform well, we continue to be that restrictive.  And likewise with buyers, one of the things we’ve done with these changes with the feedback system, we want sellers reporting those buyers who violate eBay policy, so that similarly, we can hold those buyers accountable.  So as a seller, if you’ve got a buyer who attempts to extort you or attempts to do customs fraud, please report that buyer.  You’re gonna help us identify buyers that we don’t want in the marketplace and you’re gonna basically make the marketplace a better place for all sellers.

Griff
Monroe.

Monroe.
Hey Griff, it’s Monroe, at PayPal.  So I just wanted to add something about protecting sellers from fraudulent buyers as well because one type of buyer abuse or buyer fraud that we haven’t talked about is the use of fraudulent credit card information, for example, to buy things and make payments.  And so PayPal does a lot using our fraud detection technology to detect that kind of fraudulent behavior and remove it from our system and also through our seller protection policy to protect sellers when it does happen.  So that’s another way that eBay, working with PayPal is protecting sellers from fraudulent buyers as well.  

Griff
Thanks, Monroe.  877-474-3302.  Scott from Herman, welcome to our Town Hall.  What is your question, Scott?  Scott, are you there?

eBay member:
Yeah, I can hear you now.  I heard the beep.

Griff
Oh, great.  What’s your question, Scott?

eBay member:
Anyway, I have a question and a comment.  And my comment will lead into my question.

Griff
Okay.

eBay member:
I’ve been a good seller for, I’ve been on eBay since 1997 as a seller and a buyer.  I’ve been a seller for about the last two years.  I’m a small seller.  I believe I’m the kind of sell that was built around and for.  I sell antiques and collectibles.  I’ve steadfastly maintained a 100% rating up until yesterday and I’m very, I feel very unappreciated by your new and allegedly improved feedback system.  And you claim that as a good seller, I should feel comfortable with the new system but I can give you an example where I have a good reason to be very nervous about it.  Last week, or last month I received negative feedback from a buyer, an overseas buyer purchased a record from me, left me a negative, never made any attempt to contact me.  And if he had simply contacted me, we would have been able to work it out without having him leave a negative.  We eventually did work it out through feedback withdrawal.  He withdrew his feedback.  He learned something.  I learned something.  He learned the value of communication.  I learned that eBay does not have my back in this type of situation.  Furthermore, today I would be stuck with a negative on my account with no recourse.  I offered this gentleman a full refund, gave him a full refund.  He could walk away with my product, my money and my reputation and I would be out to lunch.  So my question is, why doesn’t eBay require buyers and sellers to communicate via eBay’s messaging service at least once prior to leaving a  negative?

Griff
Thank you for your question, Scott.  That’s a very good question.  Who wants to take it?

Matt.
Uh, so yeah, this is Matt, I’ll take it.  It is a great question.  There are a lot of aspects to the answer.  First of all, in terms of the changes that are coming out now, there will be an interstitial page if someone is trying to, if a buyer is trying to leave a neutral or a negative that basically asks the buyer, you know, have you communicated, have you allowed enough time for the item to arrive?  And I think they actually, do they actually have to check the boxes?  Brian, yeah.  They have to check each of the three check boxes to make sure they’ve done the three things before they leave a neg or a neutral.  Now of course, they can just check the boxes and go ahead and leave a negative or neutral, but that’s not too much different from a buyer being told you have to communicate and then being presented a form to communicate and they just enter garbage into the communication form to send across.  The point is we are intervening into the marketplace to say we want to make sure that you know how to use this system.  

The second aspect that I wanted to raise is that for PowerSellers who have been on the site for more than twelve months, um, the buyer will not be able to leave neg or neutral for seven days to try and encourage communication.  The reason we picked PowerSellers who have been on the site for more than twelve months is because we did, you know, significant statistical analysis and that population is statistically the least likely to oppose risk to the marketplace.  For people who are not selling as frequently or who haven’t been on the site that long, they pose greater risk and we still need feedback from buyers to alert other buyers and eBay to potential problems.  We will continue to monitor that and it’s something that we may at some point in the future. extend to additional segments of the selling population. 

The other thing that I just want to mention more generally which is, you know, a great community member, like this particular caller who‘s got a 100% positive and is selling and is doing all the right things, you know, it doesn’t feel like, “Boy, now that I get a neg or a neutral, how is this better for me?”  And it all comes down to whether you look at this in relative or absolute.  If you look at it in absolute terms, meaning only my score, “I use to be 100%, now I’m 99.3 or 99.6 of something, it feels like I’m worse off.  How is this possibly better?”  But the appropriate way to look at it over time is on a relative bases.  And what’s gonna happen to sellers like this on a relative bases, they’re gonna look better because today, over half of eBay sellers have a 100% positive.  And you know, something like 90% of sellers are almost 90% or have 98.0 or above.  And so the really, really good sellers who are providing the great buyer experiences don’t look that, they don’t look any better than the ones that aren’t doing as well.  And so as this goes on for the next, you know, quarter or two, we’re gonna start to see a little more spread and the sellers who are providing a great buyer experiences, they’re gonna win.  In addition to getting discounts and greater search visibility, they’re gonna get a better reputational benefit on the site because buyers are gonna be able to distinguish the great sellers from the not as great sellers.

Griff
So even if your score does go from 100% down a few tenths of a point, if you’re in that 99% because as you said, Matt, we expect that the spread between not the best sellers and the best sellers to increase, this provides more of a differentiation for buyers?
Matt.
Any seller whose score drops, you know, two or three tenths of a percent, for example, if the marketplace ends up dropping 2%, the full 2%, you know, or 3% or something like that, any seller who’s score percent positive drops significantly less than that, all of a sudden looks significantly better than they use to, and they should.  They deserve it.  They’re providing these great experiences and they have been before.  So it’s easy to understand why a seller at first glance would say, “My score is going down.  It’s not as high as it used to be.  That’s really frustrating.  How is this better?”  But if you look at it the way the buyers look at it, which is the buyers over time are gonna be looking at all these scores relative to each other.  The seller is actually gonna do better.

Griff
Perfect.  877-474-3302.  Sonya, welcome to our Town Hall.  Sonya, what is your question?

eBay member:
Hi, my question.  Is this, are you recording me now so that it will play on the radio or are you just asking me again?

Griff
No, no, you’re actually live on our Town Hall and there are billions of people listening to you right now.

eBay member:
Okay.

Griff
But it’s okay.  We’ll treat you right.

Lorrie.
By the way, Sonya, are you from Bowie, Maryland by chance?

eBay member:
Yes, I am.

Lorrie.
All right.  I grew up near you in Upper Marlboro.

eBay member:
Oh wow.  Okay.  I just want to say real quick, thank you for having this Town Hall.  This is my first live one.  I was inquiring with regards to inexperienced  bidders or those with less than ten um, a ten rating for feedback.  I’ve noticed that there are some sellers whose feedback rating has been lowered because these in experienced bidders do not either read the out, the auctions properly or they just don’t communicate.  Is eBay going to add an option into the auction setup that would allow us to block those with less than a ten feedback or perhaps less than a five feedback rating?

Griff
Thanks, Sonya.  I think I’ll let our feedback experts take this one.  

Brian.
Thanks, Sonya, this is Brian.  So we have no plans right now to place limits on buyers like that.  We’ve set up the buyer requirements that enable sellers to create some rules around who can walk in their storefront or bid or buy their items but placing limits based solely on the number of feedback that a buyer has, we don’t necessarily believe is the right thing to do.  And in a lot of times we’ve looked at some of our research.  Some of the reason buyers today, who have less feedback seem to leave more negative feedback is often times because those with more feedback have received their retaliatory negative in the past and have learned to stop leaving feedback that they otherwise might leave.  And so we don’t want to block, or enable people to block brand new bidders because the vast, vast majority of bidders on our site that are new actually do the right thing and they pay.  And in those cases where sellers want to protect themselves, they can use buyer requirements.

Griff
Yeah, I actually try and think of it from the buyer’s prospective.  I was new to eBay and I was finding stuff and then getting blocked because of the only reason being that I was new, I’d give up and take my money elsewhere.  Um, and I know that if I was a seller and something like this was in place, I definitely wouldn’t use it because I know if my competitors aren’t using it, I’d be encouraging it.  If you have zero feedback, please bid on my items because every buyer on eBay starts off with zero feedback at some point, our best buyers and maybe our more difficult buyers.  So making the assumption right off, based on that, um, as Brain says, would not only be not a smart business move, but it would actually turn away what could be your future return customer, one of your staples of your business.  877-474-3302 is our number here.  Uh, this is one that just came in and it’s about our policy announcement a few hours ago.  “Is the Choice Listings allowed in all cases now as long as the seller can fulfill the order?  In other words, can I use Choice Listings for say records, list twenty by an artist and say the listing is for any five of your choice?”  David?

eBay member:
Sure.  Thanks, Griff  Um, the choice policy was actually meant to address things like um, color, size and sometimes a configuration, things like a laptop or computer parts.  So in this instance, you wouldn’t be allowed to do this because these records would be completely different items.

Griff
Okay.  Thank you.

Lorrie
It’s must more for like the types of tee shirts that David likes to buy.  You know, different colors.

eBay member:
Exactly.

Lorrie.
But where the items are the same.  

eBay member:
Absolutely.

Matt.
By the way, I think Griff suggested that David be sent tee shirts.  What size?

David.
Um, extra large.  

Griff
Do you buy them on eBay, David?

David.
Um, I buy a lot on eBay.

Griff
Do you buy tee shirts on eBay?

David.
Uh, my wife does.

Griff
Oh, okay.

David.
Yes.

Griff
For you?

David.
For both of us and our children.  We are eBay loyalist.

Griff
Fantastic.  Otherwise we wouldn’t let you work here.  877-474, no, I’m kidding.  Although maybe I’m not.  I don’t know.  877-474-3302.  Wendy from Leesville, welcome to our Town Hall.  Wendy, what is your question?

eBay member:
Hi, how you doing?

Griff
Good.

Wendy.
Okay.  It’s kind of a two parter.  Um, I have been a Silver PowerSeller for the last six years and I tend to use the phone to call into reps a lot.  Part of the issue I have is the reps that you get, don’t know, they don’t know what you’re talking about.  They don’t help you.  They never call back and you end up calling in every single day spending two hours on the phone and the problem is not solved.  

Griff
Can you outline the problem?  Maybe we can help?

eBay member:
Okay.  Well, I was having an issue with apparently, it was the server that I’m connected to, to eBay.  All of a sudden I wasn’t being seen.  My items were not being indexed.  My sales plummeted.  There’s no reason.  I mean, no negatives.  Um, before today, I was 99.9, 48/49 48/49 on my stars.  My average sales on the last six years where fifteen hundred to two thousand a week and all off a sudden they dropped for absolutely no reason, down to about a hundred to two hundred a week.  

Griff
Wow.  So Wendy, let’s do this because we’re not setup here to actually look up your account during the Town Hall, but let me give you this assurance.  If you’ll email me directly at Griff at eBay dot com (griff@eBay.com), the minute we’re off the air, I’ll take a look at your account and make sure that someone who does know and who can give you an answer and who can provide assistance will help you with this.  Is that a deal?

eBay member:
That’s great, but somebody did finally do something last week.  So please, I don’t know what they did.

Griff
Oh was it fixed?

eBay member:
They fixed it.  

Griff
Oh then I better not touch it because we’d just break it again.

eBay member:
Right.  But it took me two and a half months of begging and pleading to get somebody to listen to me.

Griff
Oh, that’s not acceptable.  I’m sorry that happened to you.

eBay member:
I mean, I wasn’t, I told the guy, I said, “Last week I was looking at making a hundred dollars.”  And I said, “My fees are two fifty to three hundred.  I’m not even making, right now I’m working three weeks to cover my fees.”

Lorrie.
So why don’t you go ahead and send that into Griff anyway and then we’ll use that as a case study in customer service.

eBay member:
Okay.

Griff
Yeah, we really need to look at this.

Lorrie.
To make sure that we really understand it.

Wendy.
And they can talk with Dave.  He was awesome. 

Griff
Great.

Lorrie.
Thank you.

eBay member:
And, okay, and um, tying in with that, how can we get reps that, I mean on different situations, that have an answer?  It’s a fifty/fifty shot when you call whether they have any idea what they’re doing.  The day before, the guy told me, if I stopped selling vintage items I might have some sales.

Griff
Well, um, I’m kind of speechless by that.

eBay member:
Yeah, me too.

Griff
Because that’s something that no one should ever hear.  So Tammy, sorry, so let’s do this; email me with your, with the situation again.  We need to have someone trace this back.  We can trace every situation with a seller and their interfacing with customer support and find out what went wrong here.  Because two months was just unacceptably a long time and I apologize on behalf of all of us here for that.  But thank you for your call.  My email is Griff, G-R-I-F-F, at eBay dot com (griff@eBay.com).  877-474-3302.  Tammy, from Jacksonville.  Welcome to our Town Hall, Tammy.  What is your question?
eBay member:
Hi everyone, how are you tonight?

Griff
Good.

Tammy.  And it is night on the east coast.  I have a suggestion for eBay to maybe do some system enhancements that would somehow suspend a buyer if for example, they had three auctions within the last four days and they had not paid for any of those auctions to somehow suspend them, and I’d like to get the panel’s thoughts on that idea.

Griff
Sure.  Great.  Thank you Tammy.  We’ll do that.  Who wants to outline the unpaid item process?

Brian.
Sure, I can take it.  So um, so Tammy, first off, I think it’s a really good suggestion.  So a couple things on this, so we do currently have an unpaid item in process.  So if a buyer doesn’t pay for an item and it’s been seven days since the transaction ends, a seller can file an Unpaid Item Claim against the buyer.  If a buyer gets too many of those unpaid item strikes against them, we will actually suspend the buyer.  So if a buyer isn’t paying for their items, we want you to use that process.  And you know, depending on how much they purchase on the site, you know, could be two, could be three times that they would have to get reported before we would suspend them.  And then on the back end, we also have some systems in place that we do look at purchasing volume, and I can’t really go into the specifics on that, but we do look for people who are you know, buying lots and lots of stuff where it’s clear that they’re not gonna be purchasing those items and stop their activity.

David.
And just to add too, that’s how we deal with it on the back end.  I think we talked about it today.  There are good ways up front to reduce the incident of UPIs, first was for sellers to require buyers to use PayPal.  I encourage sellers to continue to do that.  

Kristina.
And David, if I can add to that list, requiring specified shipping.  So actually saying your shipping cost in the shipping detail section of the listing also leads to lower rates of UPI.  We hear from buyers that if they get to go pay for the item and they still don’t know how much the shipping cost is, that can sometimes lead them to forget to pay later.

David.
And just maybe one more.  On your fixed price items, if you don’t have combined shipping, requiring immediate payment as well.

Griff
Did we, I’m sorry, I may have just checked out mentally for a minute.  Did someone mention also the buyer requirement?

Lorrie.
Yes.

Griff
Okay, sorry.  I did checkout mentally.  Sorry.

Lorrie.
We’ll keep him awake here.

Griff
No, I was awake.  I was just reading something here.  877-474-3302.

Matt.
You gotta close that comic book, Griff
Griff
I’m not reading a comic book.  I’m reading the questions that are coming in.  They’re coming in fast and furious at Town Hall at eBay dot com (townhall@eBay.com).  877-474-3302 is our number for the Town Hall to take your questions live.  We have about ten minutes.  We’ll be taking calls up until about, um, I’d say four minutes before the top of the hour, at which time we’ll start our closing remarks.  “Why are only PowerSellers blocked from receiving negatives within seven days of a listing’s end?  This seems to be a shot against the small seller.”  

Brian.
So this is Brian again.  So one of the things that we did, back in January, we announced that we were going to, you know, protect sellers with a track record from receiving negative or neutral feedback for three days.  And as we explored this a little bit more, we looked at a couple factors.  We looked at time on site.  We looked at the volume that someone was selling through on the site.  We looked at their performance ratings and we’re we landed was, you know, from a safety standpoint, the population that had the lower suspension rate and a lower suspension rate against kind of an egregious suspension type.  So not something like they didn’t pay their eBay bill but more along the lines of fraudulent activity was the PowerSeller group.  And so we felt since we never blocked buyers before from leaving feedback, that this was a pretty good place for us to start and evaluate and watch this going forward.  We may find that in three months we need to tighten this up and actually we’ve gone a little bit too loose or we might find that we can expand this to other populations in the marketplace.  But for right now, it was the safest population.  And when I say that, the one thing I want to stress is that that does not mean that people that aren’t PowerSellers are not safe.  It’s just that when we looked at the over arching population on average, this was the safest population.  Because I know personally, I bought from lots of people who aren’t PowerSellers, who are very safe and great, so.

Lorrie.
Hey Brian, this is Lorrie.  I mostly buy from non PowerSellers, so one of the things that I think is important here is the interstitial page.  Now interstitial is just a fancy word for if a buyer goes to leave negative feedback, there will be something that pops up that asks them questions that they’re now forced to check off, so that they really understand the impact of leaving that.  And that is for everybody.  Any time a buyer leaves a negative or a neutral that is gonna pop up.  So I want to make sure that we recognize that we want to push the education to buyers as well, because eBay is not, is never gonna be a place for bad sellers but there is no place on eBay for bad buyers either.  So we want to make sure that we have a great marketplace.  And that’s for buyers and sellers as well.  So again, it’s about making sure that every transaction is a great transaction, regardless of whom that transaction takes place with.

Griff
Thank you, Lorrie.  This is, let’s see, 877-474-3302.  Brian, welcome to the Town Hall, what’s your question?  . . .  Brian, are you with us?

Brian.
Yes, hi there.

Griff
Hi.

Brian.
I had a question regarding Half dot com (www.half.com) actually.

Griff
Oh, yes.

Brian.
Apparently, Half dot com (www.half.com) seems to be left behind a lot.  On the discussion boards, there’s links for Motors, Express and Stores on the tool bar, but there’s nothing that says Half dot com (www.half.com).  Also, for years we’ve had a link that has a catalogue update page and you can submit your catalogue updates to Half dot com (www.half.com) and we’ve had some people post that they’ve submitted catalogue updates for three, four, five years and the product is still not in the catalogue.  I don’t know if it’s a Muse issue or a data feed issue between Half dot com (www.half.com) and Muse, but it seems like, you know, if someone would actually fix that, we’d have a lot more buyers and sellers.  Because people are asking for certain items that just aren’t in the catalogue.  Books aren’t available, video games aren’t listed, whatever it is.  And I was just wondering, you know, like on the first issue, how difficult would it be, next to where it says Categories on the Discussion Board, it says Motors, Express and Stores, why not put Half dot com (www.half.com) up there?

Griff
Brian, it’s a great question.  I’m gonna see who wants to take it here on our panel.  Thanks for calling that in.  So what is the story with Half dot com (www.half.com)?  Who wants to jump in on this?

Jim.
This is Jim, from the Seller Experience Team.  I’ll hop in and you guys feel free to add when you, when you are so inclined.  So first off, why not put Half dot com (www.half.com) on the Home Page?  I think it’s really just a question of, you know, we’ve always tried to keep that home page as simple as possible and it’s not always, you know, I think it was on the home page for awhile and we didn’t actually get a lot of traffic to it.  So when we were evaluating what links appeared on there, we took the ones that didn’t get a lot of traffic and took them off in a effort to simplify.  We do, however, put Half um, we put advertisements for Half dot com (www.half.com) in our media categories when people search for books and things like that.  And we found that driving traffic that way is much more appropriate because we know then that the buyers are looking for books or other media products and that’s a great way to get them to Half dot com (www.half.com).

Griff
So I have to say Jim, I get a lot of email from Half dot com (www.half.com) sellers who have been asking about the situation with the catalogue for quite awhile.  Do we have an update about that or?

Jim.
So, Jeff?  
Jeff.
Yeah.  So let me just make a couple comments about the catalogue and your question and concern about the catalogue and the focus on that at eBay is very valid.  We are really focusing more heavily on getting this, the type of structured data that you’re talking about which is catalogues and seller tags and um, item specifics from sellers and it’s become a huge part of our efforts in finding.  We know that when we have better data from sellers on books or any type of item that is listed, that we can do a better job helping people find it.  So for example, when you list an item in a book on the site that’s in the book’s category, we can actually index the author’s name, you know, the publish date and things like that in Search, to help people find things more appropriately.  So a huge part of the focus in finding actually has big implications for selling and the catalogue infrastructure.  So there’s a big team that actually is even growing and there’s a lot of focus on catalogue now, and so I would expect to see more and more improvements of that over time.

Jim.
And eBay dot com (www.eBay.com) and Half actually share the same catalogue.  We use the same catalogue.  So it hasn’t been a question that we’re ignoring Half.  That process is not very good frankly, and we hear the same complaints from eBay sellers that try and update the catalogues as well.  So we need to fix that.

Griff
Great.  Okay, so we’re aware of it.  We only have about five minutes and I think we’re, we have another call.  Is that what you have there?  No.  We’re going to move to, actually we have four minutes now, we’re gonna move to our closing remarks if we could.  Before we did that, Lorrie, was there a question in our stack here that you thought we should get to beforehand?  Something we can answer in about a minute?

Lorrie.
How about negatives from suspended members?

Griff
Oh yes.  Great question.  

Lorrie.
This is a good one.  Brian?

Brian.
Yes.

Griff
So basically what happens with, when a member is suspended and their negatives are removed, if we then reinstate them, are the negatives reinstated?  

Brian.
No.  So anytime a member is suspended the negative and neutral feedback that they have left for members at any, you know, going all the way back, will be removed.  And if that member is reinstated we will not reinstate the negative and neutral feedback.  There’s one exception, if eBay makes a mistake.  If we mistakenly suspend somebody, automatically, all the negatives and neutrals they’ve left get removed but when we reinstate them, we’ll do it.  But it has to be an eBay mistake, not an action that the member took.

Griff
Do we suspend people mistakenly?

Brian.
On rare occasions.

Matt.
Very rare, very rare occasions.  This is not I appeal, we look at it and decide we’ve changed our mind.  This is actually like a mistake.  

Brian.
Right.

Griff
I wasn’t being facetious.  I was being facetious.  Well, unfortunately our time is just about up.  So I’d like to take the next few minutes for any last remarks in closing that you might have, Lorrie.

Lorrie.
Thanks, Griff  So I have three things today I’d like to wrap up on.  First of all, I’d like to say thanks so much to Jim and to Matt for everything you’ve done for eBay.  You guys are two examples of people who have worked tirelessly for this company to make a huge difference for our community and I know the community doesn’t always see the nights and weekends, emails and all the work that you guys do but we really do appreciate it.  Thank you.  
Second, there is a callout I’d like to make which is we’ve got a Community Gives campaign that’s currently going on and I’d like to give a shameless plug for that because it’s frankly, part of what makes eBay eBay.  As most of you know, the eBay Foundation is really our primary vehicle for doing charity work.  And this year, the foundation has created an opportunity for our community at eBay to join with the foundation in helping several worthwhile causes.  And the foundation started off with a seed grant of a million dollars which they’ve divided equally among three worthy non profits; First Book, Best friends Animal Society and Oxfam America.  And so that’s something that’s out there that we’re seeding, and for each person who contributes to one of these non profits during the campaign, the foundation will donate an additional dollar.  So in addition to the million, for every dollar contributed by the community, we will then put in another dollar.  And so there’s two ways to give by donating with your PayPal Account or by buying and/or selling an item with eBay Giving Works.  And so eBay and PayPal are waiving all the donation related fees.  So 100% of the community member’s donation to one of the non profits during the campaign will go directly to that non profit.  So we just encourage everybody in the community to go to www community gives dot org (www.communitygives.org) to learn more.  And as you read about the worthwhile projects, consider giving.  And again, we’re helping First Book gives books to low income kids.  We’re building a puppy care center for injured animals and then supplying clean water to people in Ethiopia and Zambia.  

Griff
We’re almost out of time.

Lorrie.
So those are gonna make a huge difference and we appreciate the community participating.

Griff
Thank you very much, Lorrie.  I know we’re out of time but I want to remind everyone our next Town Hall will be broadcast from Chicago, in front of a live audience at eBay Live.  Should be a lot of fun and I hope regular listeners to WS Radio will be there.  I want to thank everyone on behalf of our panel for listening in on our Town Hall and will join us at eBay Live.  Thanks again for a wonderful Town Hall.  

