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Who are we? What do we want to be known for? 



Since consumers can shop from a variety of 
brands, we need to be relevant but also 
differentiated. 



Our brand strategy is based on key areas of focus: eBay’s 
emerging strategy, the changing shopping landscape, and 
our customers. 



Our new brand positioning was based on a deep 
understanding of the emerging needs of general 
shoppers, but with a focus on the shopping enthusiast. 



 

 

 

Who is                   ? 

Our brand personality attributes 
Fun 

Friendly 
Human 

Inspiring 
Authentic 
Passionate 

Smart 
Trustworthy 



Our research also helped us understand how our 
brand’s personality is perceived by consumers, 
and how this compares to other brands 



 
• Visual- What does it look like? 
 
• Audio- How does it sound?  

 
• Touch- How does it feel? 

 
• Smell- How does it smell? 

 
• Taste- How does it taste? 
 
 

Sensory Branding 



“A brand has to transform itself into a sensory experience 
that goes far beyond what we see. The way a brand 
sounds should never be underestimated. It can often be 
the deciding factor in a consumer’s choice. ”   

-Martin Lindstrom, Brand Sense 



Content and tone also influence the brand’s 
personality 
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Does this mean the same 
thing in UK & DE? 

The brand personality is communicated through tone of content.  The success of this 
communication will depend on our interpretation of the appropriate tone examples based 
on insights we generate through research in all markets.  

What are the connotations 
of this term in France? 

Is this a big issue in the US 
given the maturity of the e-
commerce market there? 

Fun 

Human 

Friendly 

Trustworthy 

Inspiring 

Smart 



What is fun? 



What is friendly? 



What is human? 



• Start with customer feedback. How do 
customers perceive our brand? 

• We conducted voice and tone focus groups 
in the UK, NYC, and San Francisco 

Lots of questions, here’s another one: 
Where to begin? 



What our customers told us 
Customer segment Preferred tone 

US buyers Consistent, everyday, natural language 
Don’t want to be told what to do – prefer friendly 
guidance 

UK buyers Wary of “generic politeness” as it comes across as 
insincerity 
eBay should apologize only when necessary 

US casual sellers Positive, polite and active voice 
Benefits led – but not “wacky” 

US business sellers Prefer conversational, natural language 
Stay away from corporate speak 

UK casual sellers Professional, but not corporate speak 
Everyday language 

UK business sellers Dislike waffle 
Want direct, to-the-point language 



We held “brand design dialogues” with 
designers and content strategists to tease apart 
what these words mean for eBay.  

 

In these sessions, we created:   

9Word affinity maps 

9Experience captures 

9Mood boards 

Next step, gain internal perspectives  





Fun experiences 



   Fun mood board 





Friendly experiences 



   Friendly mood board 





Human experiences 



   Human mood board 



Then, we created content examples 



Fun 
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Friendly 
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Inspiring 
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Fun 
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NOT so Smart  

31 

I clicked on a 
“live help” link 
to get here. So 
why is the 
button at the 
bottom of the 
page under the 
header “Need 
more help?” 

This is only 
superficially 
friendly. 
 
Does it look like 
eBay wants me 
to call? Or is this 
just lip service? 



Let’s see some examples! 
FUN is FUN is NOT 

That page is not available, but Doug is. 
Page not found, and an engineer just lost his wings. 

Error 404: Page not found 

FRIENDLY is FRIENDLY is NOT 
Here’s how it works. Don’t worry—we’ll guide you every 
step of the way. 
 

You shouldn’t have bought an item from a seller with less 
than 100 feedback.  You can only return an item if the seller 
lets you. 

HUMAN is HUMAN is NOT 
Rats! We can’t find that page. In the meantime, here are 
some links that might help. 

eBay is proud to announce a new product feature for 
sellers. eBay Selling 2.0 is designed to be the greatest selling 
tool of all time. 

SMART is SMART is NOT 
Getting a refund is a simple. Here’s what you need to do: 
1- Ship item to seller with our easy return label 
2- Get money in your PayPal account 

Are you sure you want to return this item?  
 

INSPIRING is INSPIRING is NOT 
What to know what’s hot for spring 2012? Let our style 
director point you to the trends that everyone will be 
wearing this season. 

We have millions of items from millions of sellers, a million 
different rewards programs, and a million different ways to 
buy. All just for you. 



 
It’s all about context! 

 



How to make this global? Will we 
have US, UK, and DE guidelines or 
sections? 

 

Our next step: Creation of 
actual guidelines 

What will this be?  
• A pdf? Some sort of online tool?  
• Integrated with a CMS? Acrolinx? 
 



Then: rollout, evangelize, and adopt! 
 


