
eBay Online Dispute Resolution Buyer Experience Journey v1

(THINKING)

What if I donʼt pay for 
the item?

(DELIGHTED)
Woohoo! I got it... FINALLY!

(DISSAPOINTED)

Oops! Seller does not accept Paypal.
What a bummer!
I have to send a check now?

(UNSURE/ANXIOUS)

(FRUSTRATED)

(PATIENT)
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S(SATISFIED)
Neat! That was fast!

TIMELINE

     WonderWait 

Hmmm, Iʼm not sure when
I will get my item. 
What if the item never comes? 
What if I donʼt like what I received? 

Who do I contact? 

How do I get the sellerʼs contact 
details? Why is the seller taking so 

much time to respond?

(SATISFIED)

Oh, it was just a misunderstanding
and the seller was quick in 
correcting it.

I hate that there is no one from 
eBay that I can talk to incase I 
have a question.

Received item Communicate Open a dispute Communicate Wait      Wonder Escalate or Report

Item Not Received

atleast 10 days atleast 10 days

Wait      Wonder

unknown ??

Wait      Wonder

This is not what I wanted.

I am missing some things in this.
This is broken! I canʼt get this to work.

The seller duped me - he totally
misrepresented the item.

(WORRIED)

(CONFUSED/FRUSTRATED)

Who do I report to-
eBay or Paypal?
How do I start this process?
Help pages are not helpful.

(CONFUSED/FRUSTRATED)

Why do I have to communicate 
with the seller again?
How long do I have to wait? There
seems to be no progress.

What do I do next?
Canʼt I just talk to someone
and get it over?

(CONFUSED/FRUSTRATED)

I donʼt understand what
they want from me at this point.
How long do I have to wait?
Responses from eBay are confusing.

Did I miss a deadline?

(THINKING)

I got my money back - but
but was it worth the 
time and effort?

I just donʼt believe they 
made me wait so long 
for this.

(ANGRY)

Did I miss a deadline?
(CONFUSED/FRUSTRATED)

Why do I close my dispute
if its not yet resolved?
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THE STORY

Resolved

DAY 0 DAY 10 DAY 46 (Paypal)

DAY 91(eBay)
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Revamp Feedback System to clearly communicate sellers reputation for a good buying experience

Require seller to provide clear shipping + return info (including who pays for the return shipping)

Require seller to provide shipping tracking information
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One place to report a problem

Revamp Help pages: easy to �nd, friendly and relevant

Steamline and simplify the resolution process

Make it super-easy to contact a seller: provide phone no, email address etc. without any extra step

Revamp Respond Timelines to match user expectation (3 days)

Unify eBay + Paypal process Clear status of progression: what will happen next, how long will it take?
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