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Amjad Hanif – eBay Trust & Safety

• Focus on building “trust between strangers” to support commerce

• Feedback Forum was launched in 1996 to enable trade in marketplace

• Members are able to rate each other based on their performance

• Feedback score is one of the primary factors in trust on the site

• Over 5 billion ratings in system today with about 4 million left each day

• Interested in improving the accuracy of member ratings leading to better 
information for our community, and improved seller performance
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Recent Changes to Feedback

• Pilot was underway for last 8 weeks in selected countries

• Going live today in all countries

• Allows buyers to rate sellers on 4 specific of the transaction

• Unlike other feedback, ratings are not attributed to a specific buyer
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Two Example Sellers

User Name:                                     Seller 1         Seller 2 Site Avg.
Positive Feedback %: 98.3% 98.1% 99%
Feedback Score: 226 101 -
Item as Described: 4.5 4.1 4.5
Communication: 4.7 2.5 4.4
Shipping time: 4.8 2.2 4.3
Shipping & Handling Charge: 4.8 3.5 4.3


