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Handling eMails Through eBay
When you sell items on eBay during the Trading Graces Online Auction, you are likely to receive two email messages from eBay.  One message will come to your regular email in Outlook or whatever system you send/receive email in the normal course of business.  The other email message will be posted in your eBay My Messages file folder.  As a rule, do not reply or respond to messages that come through your regular email as sometimes scammers send bogus emails that look like eBay emails to lure you to provide them with sensitive information.   eBay strongly recommends that any communications between buyers and sellers be handled through the eBay My Messages email delivery system.  
Once your items go live on eBay, you are subject to receiving email questions or comments from potential bidders.  When an email appears in your My Messages mailbox, you can be assured that it is a legitimate eBay email, and you can save emails in the eBay system, too.  As you learn the ins and outs of selling on eBay and communicating with potential customers, it is recommended that you save your eBay messages in an archive.  You can do that by moving the message to My Folder 1 as shown in the screen below.
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There are benefits to answering emails within the eBay My Messages system versus answering emails that otherwise come into your regular email box:

· emails in the eBay My Messages are bonafide

· eBay has a record of the email, and

· eBay uses these records to support your cause if a dispute arises.

My Messages is the place for you to receive and send eBay-related communications.  You’ll also find:
      Important alerts from eBay about your account. 

· Useful messages from eBay about buying and selling activities and events. 

·  Questions and answers about items, as well as other communications from eBay members.
Sending and receiving eBay-related emails via the eBay system cannot be more strongly stressed.  Replying to emails received in your regular email system may be dangerous as there are pirates, scammers and others who try to prey on unsuspecting traders with look-alike emails.  The only way to be certain the email is bonafide is to receive/send via the provided eBay My Messages system.  Access My Messages by logging into you eBay account using your eBay User ID and password and follow the link to My Messages.

During the live event, a potential buyer can contact you via the eBay My Messages system to send you an inquiry about your item or to ask for additional clarification.  If, for example, a potential bidder has a question and takes the time to send you the inquiry, you can be certain that other potential bidders want to know the answer, too.  It is very important to respond in a timely manner, and it is recommended that you allow your response to be posted so others can see your answer (and are providing good customer service).  You can note reply emails to save a copy, so, do so.  This becomes extremely important when a problem arises that leads to using eBay’s dispute resolution process.  You email trail may come to your defense!
Likewise, be wary of emails that come through your regular email regarding your PayPal account.  If you’ve provided PayPal with all of your information and have visited PayPal to update/review your profiles, it is not likely that PayPal will ever ask you for sensitive information by email.  In fact, they state clearly that they will not and they provide you with mechanisms to feel assured about their system.
Questionable emails relating to eBay or PayPal can be sent to spoof@ebay.com or spoof@paypal.com to report the sinister email and initiate actions by either eBay or PayPal to prosecute the perpetrator.  When you report suspicious emails, you will receive a message back from eBay or PayPal as appropriate.

The following are types of suspicious emails that I forward without even opening the body of the text message to eBay and/or PayPal:
· Messages indicating purchases that I haven’t made

· Messages asking that I verify credit card information by clicking on a link to update such

· Messages asking that I end an auction early and sell privately to a buyer

· Messages from foreign buyers suggesting a private sale, money order payment, end early, etc.

Completing the Sale
Once the auction period is completed, there are a number of small tasks to attend to, including:  verifying payments, contacting the buyer, providing feedback to the buyer, and shipping the items that have been sold.  You can do all of these tasks from your My eBay page.  Please follow the steps outlined below:

Log into your eBay account using your eBay user name and password.

Go to  My eBay --My Summary. Find the section entitled: Selling Reminders (last 31 days).  Among the options, find: to ship items and print  shipping labels. If you have one or more items ready for shipment and payment has been processed via PayPal, you may click on this link to complete the steps to finish the transaction.  Here you can:

· View the payment details (you can also log into your PayPal account and verify this information)
· Contact the customer to let them know that you are processing their item for shipment

· Provide the buyer positive feedback on prompt payment, and

· Mark the item as shipped.

In the “View the Payment Details”, you will find detailed information on the items that have been processed for payment via PayPal which have been credited to your PayPal account.  This page provides a status statement, such as: This order has been paid for through PayPal.  Payment was sent to: XXXXXXX XXXXX on March 13, 2006. (*see notes at end of this section) 

In the section just below the status statement are other functions that you can perform to close the item out, including:

· View PayPal Payment

· Contact the Buyer

· Mark the Item Shipped

It is recommended that you print this page as it provides you with information that you will need at hand to get the item out the door.
After printing this page, please complete the following tasks:
Contact the buyer:  Click on this link and write a short statement in the field to let the buyer know that you have received her/his payment and are processing the item for shipment.  If you are sending the item via UPS, this is a good opportunity to provide the buyer with the date/time the package left your possession and give the buyer the UPS tracking number and expected date of delivery.
Hit the “back” button at the top of the page to return to the Seller’s Payment Status page.

Click on Leave Feedback and check the appropriate box and write a brief statement in the field as allowed.  For example, you might highlight the area for positive feedback and write a sentence such as: Thanks for your prompt payment and for supporting our non-profit!  Send the feedback, and hit the “back” button at the top of the page to return to the Seller’s Payment Status page.

Click on Mark the Item Shipped.  This will complete the closing out features that need to be performed in eBay.

Note: when you complete these tasks, the item moves out of this section and is stored in the Sold Items section of My Summary.  Here, in the far right column, some symbols will be darkened to show that certain functions have been performed.
* You can reconcile /verify payment status via PayPal by logging on at www.paypal.com and enter your user PayPal user name and password.  A list of all items processed for payment that have cleared PayPal will appear in the section entitled: Recent Activity/All Activity.

Note:  Items that are not being paid for via PayPal, such as personal check, money order or credit card payments that you have chosen to process directly, will not appear in your PayPal accounting statement.

Note: You might choose to keep the printed copy of  the Seller’s Payment Status to reconcile against the roster of payments processed that appears in your PayPal account summary.

Personal Checks, Money Orders and Credit Cards (direct processing)

For purchases that are paid for by personal checks, money orders, or items for which you are directly processing credit card payment(s), please complete the steps above when you have assurance that the funds are on account or the money order and/or personal check has cleared the system.  By completing the appropriate closing out entries in eBay, you will provide the eBay system with information so that additional reminders for payments or other adverse actions are not, then, triggered.
Printing Labels For Shipment
You may use the print labels feature (found on the Seller’s Payment Status page in eBay) to print a label for shipment.  This is an option.
Sending Invoices/Reminder Invoicing
When an item sells, eBay automatically sends the highest bidder a message telling her/him that she/he has won the item.  This message invites the high bidder to follow links to immediately pay for the item via PayPal.

Our contact at eBay recommended that you concentrate on processing (closing out) these items first as you receive notification of the automatic payment via PayPal.   Complete the transactions by following the close out steps described above.
On the remaining items (where the payment remains outstanding and the buyer has not immediately paid):

1. double check to make sure the buyer hasn’t previously indicated they will be sending you a check or money order, and

2. if the item is not being paid by check or money order, allow a few days after the close of the auction  before manually issuing another invoice.  Send the invoice by working from the My eBay page and select send a reminder invoice via the eBay system.  
3. If the item is being paid for by check or money order, you should wait until the payment arrives and deposit it right away.  Collect payment before releasing the shipment.  In the case of accepting check or money order payments, you should have spelled out in the Payment Options narrative field you policy on handling checks and/or money orders, i.e., allow 7-10 days clearance. Personal checks and money orders can be a little risky, so exercise appropriate cautions. 

These remaining items will show a status and be listed in eBay at the link entitled: I am Awaiting Payment for XXX items.    Click on the number of items link and go to the drop down box in the column towards the right side of the screen.  Select: Send Invoice.  You will be able to review the invoice and edit it if necessary before sending the invoice.  

Note:  in cases where the buyer decides to pick up an item that was scheduled to be posted via UPS or USPS, you can revise the invoice in this section to remove any shipping charges for buyer pick-up.

Contacting Buyer/Slow Payment
Within five days to one week of the close of the auction, you should have received payment from your buyers.  In the case where personal check and/or money order or direct processing of credit cards is the payment method, you have probably been in contact with the buyer and have some sense as to when you can payment to arrive.

If, after one week, you still have items for which you are awaiting payment, eBay recommends that you begin to address the situation by contacting the buyer via a My Messages email to ascertain when you might expect payment and in what format.   Please ask the buyer to respond via email to let you know and to prevent you from having to take adverse actions and/or offer the item to the next highest bidder. 
If you set your description up to provide requirements for payment, i.e., payment must be received within five days of the close of the auction, or made some other published remarks regarding the receipt of payment, some of the items that you are awaiting payment on may qualify so that you may make a Second Chance Offer.  In these situations, you will need to have demonstrated a good faith attempt to reach the original buyer via My Messages, and have marked the item as Report an Unpaid Item.

Additional information can be obtained through the eBay HELP section on Report an Unpaid Item and/or Second Chance Offer.

Re-listing 

eBay allows that items that do not sell the first time be re-listed at no additional cost.  eBay’s policy states that you have 90 days to re-list any item that did not sell on its original listing on eBay.  

Our eBay contact recommends, however, that you re-list any items that are slated for re-listing within 30 days of the close of the auction.  The reason for this recommendation is that the free listing and/or crediting process will go more smoothly if the items being re-listed are done within 30 days of the close of Trading Graces.  Note:  if you placed items in the 2/25/07-3/8/07 event, you can immediately move them to the 3/12/07-3/22/07 event.
Member Support

Please feel free to contact John Carter with any questions, comments or problems that you encounter in Completing the Sale.

email: jcarter@lutheranservices.org  phone:  410-230-3548
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