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About the author: Andrew Whitfield started this business
purely by accident as well from necessity. It was after a
chance conversation with a good friend who was trying to
sell items from a shop on eBay. He did not have a great deal
of technical knowledge of how eBay and the Internet
worked but enough of an understanding to list items, and he
had made some sales.
Andrew, on the other hand, had never purchased or sold
anything on, or even considered using, eBay, Amazon, or any
other website platform to buy and sell things. He was
starting as a complete beginner. Andrew has now been
doing this for many years and has written a total of four
books to date, and has set up an online training company.
How To Sell Online Ltd (www.h2so.org) designed to help
new start-ups or existing online retail business owners.
His own business sources worldwide, promotes online and
ships worldwide hundreds of parcels a week. In this
powerful and easy-to read book, Andrew Whitfield shows
you how to make money by selling online. Find out the
reality of what it takes and how your business - small or
large, home-based or on the high street - can be part of it.
“You may be getting started with eBay, fine-tuning your rich
keywords on Amazon there’s a wealth of information
Acknowledgements In getting to the point of being able to
write this and the other books which I have written it has
been somewhat of a journey. Several years before writing
this book I had established a business that was taking up
every waking hour of my day, seven days a week.
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One particular day I received a mail shot from a chap by the
name of Simon Coulson, I’d seen Simon a few years before
so I knew there would be an upsell to by attending an event
as his guest.
I would like to thank Simon for sending that mailshot as it
gave me access to some incredible people, Ben Brophy, who
has given me an immense knowledge in video and
photography, Raymond Aaron, who is a New York Times
bestselling author and who I have worked with personally
on my first book, ‘How To Sell Online’ he even wrote the
foreword for the book. I am also one of the coaches for the
Internet Business School and I would like to thank all my
fellow coaches for all of the input, support and information
they are given to me over the years and continue to do so.
Working as a coach has enabled me to help many business
owners and budding entrepreneurs and led me to set up the
company How To Sell Online Ltd. (www.h2so.org) where the
aim of our business is to help people either start-up their
own online business or help them take their existing
business to new and greater heights.
This could not have been done without the focused help and
input from Elizabeth Baker, who has supported me from the
very start of this journey along with my two new partners,
Ben James of pureseolondon.co.uk whose knowledge of the
Internet is brilliant, Jon Hepburn of the Fedora Consultancy
who creates great marketing material. And of course there’s
my team who run the online retail business.
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Chapter 1 The Top Seven
Reasons To Make Money
With eBay
You Need To Be On EBay To Be
Successful
For those of you that have read ‘The Book On How To Sell
Online’ you will be aware that I started the online business
out of necessity as a means to earn money and to live a
great lifestyle. In the many years since I started the online
retail business I have turned over many millions of pounds,
created jobs and employment and also given back to good
causes.
I could not have done any of this if I hadn’t used the eBay
platform to start the business off, this is where I have made
a good amount of turnover and when I measure it against
Amazon, standalone web shops, play.com and the other
various retail methods I’ve used to sell products, it has
represented some 26% of my total turnover. Now that is
impressive when you consider the amount of turnover I
have generated since I started.
In those early days it was down to myself and my partner to
purchase the stock, I would write the sales page for the
item, I would take my own photographs, I would list the
item, I would deal with the customer service enquiries both
by email and telephone, every morning I would compile a
spreadsheet of the orders to print the mailing labels.
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My partner would then pick the items that had been sold
pack them to the high standard that I insisted upon before
posting them to the purchaser and sending them an email to
confirm that they had been dispatched.
Those days were great days, and busy peak times such as
Christmas, Valentine’s Day, Mother’s Day and Father’s Day
they could also be stressful times. To run a very successful
online or off-line retail business you need to be focused and
prepared to roll your sleeves up and get stuck into the work
that is required to meet the your customer’s expectations
and deadlines. A present or gift delivered late does not have
the same appeal as one delivered on time.
Those were as they say ‘the good old days’ I now have a
great team of people around me, 99% of the products we
sell are now sent from third-party fulfilment centres or
direct from our suppliers, I have invested in technology,
infrastructure, people and most importantly I have invested
time and effort in my own education and personal
development.
That does not mean that I have not made mistakes along the
way, I have. The mistakes that I have made I have learnt
from and form part of the reason that I wrote ‘The Book On
How To Sell Online’ and have set up a training company
www.h2so.org (How To Sell Online Ltd) so that I and my
team can assist other business owners and budding
entrepreneurs to create great businesses, achieve their
goals and personal financial freedom.
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Every week you can pick up on the news channels
throughout the world that online retail is growing and
growing and growing. Therefore, if you are an independent
retailer where does this leave you in the great Internet
haystack?
Lots of people will set up a small retail website, sit back and
think that it I’ve made it I’ve got an online shop I am going to
make my fortune. The reality is somewhat different, you
have got to put some time and effort in getting your online
retail business up and running and established.
In today’s market that means you have to be using platforms
such as eBay, Amazon, Google to name but three. You need
to look at their power and dominance of the Internet’s
marketplace. If you type a search term into your web
browser because you want to purchase a product the
chances are that eBay will have a match on that search on
page 1 of the search engine (according to some recent
statistics Google has over 90% of the search traffic in our
retail marketplace). So as we see independent retailers
seeing their sales slide and their page ranking diminish it is
time that they took a fresh look at the marketplaces that are
available to them. That is why you need to be there to be on
eBay if you want to be successful and make money selling
products online.
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There Are Easy Ways To Start Up
If you are new to selling online then the easiest way to start
up is to go out purchase products and create a few listings
on eBay using their basic seller entry-level option. This
option does not carry any initial fees, other than your listing
fee and your final value fee, if you are starting at zero with
no previous eBay account or experience, you will need to
get a minimum of 10 pieces of positive feedback so that you
can take it to the next level which would be opening a basic
shop.
At this level, you do have a monthly subscription fee, but
you have greatly reduced listing fees. There are three levels
of shop that you can have, basic featured and anchor shop.
If you already have a web store, already sell on Amazon, it
may be that you can go straight to featured or anchor shop,
depending upon the size of your portfolio of products and
turnover.
EBay have a very interactive website so you will never get
stuck and never be more than a click or a phone call away
from their customer service team that can give you great
help and advice.
As part of growing the business I have hit various hurdles
that I’ve needed to overcome, I cannot speak highly enough
or recommend strongly enough that you utilise the eBay
seller helpline. EBay is a very customer focused organisation,
I do come across a number of people that say, eBay is
focused only at the end user customer (i.e. the purchaser of
a product), from my experience that is totally incorrect
because as an Anchor Shop Pro Seller on eBay I am also an
eBay customer.
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I am generating part of the income that makes eBay the
great place to shop that it is today. So whenever I have had
hurdles to get over the eBay customer service team have
been excellent at delivering the answer. Now the answer
may not always be the one that I want or it may be that I
cannot do it in the way that I wanted to, but I have been
given an answer and I have been given away in which I can
do what is required.
Therefore you have got to have the flexibility and the
mindset to accept that you may have to do things differently
and you may have to comply to rules and regulations that
you personally do not agree with.
If you already have some stock/inventory, you are an
existing retail business online or off-line then you can upload
your inventory very easily into eBay using one of the tools
such as Turbo Lister, which is free. When I first started I used
to list each item individually until I got to know the system.
And in all honesty I still prefer listing everything individually
on eBay and use the sell similar button.
One of the best things about using Turbo Lister is that it
quickly imports the data from your spreadsheets, and if
you’ve already loaded a number of products onto eBay and
you are about to use Turbo Lister for the first time, it will
automatically synchronise your current listings on eBay with
its easy to use software applications. Now that is rather a
cool piece of free technology. It is worthwhile looking at and
if you are just starting out, it may be something that you
would want to start with from day one.
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This is one of the reasons that I set up www.h2so.org as I
am frequently asked questions on how to complete tasks so
we offer workshops and one-to-one mentoring based on our
experience to assist people who are serious about selling
online and in particular, eBay.
Success Tip: When you register with eBay and you are
creating a login name and/or shop name, it is worth
considering using the same name as any domain name that
you may own. It may be you have an existing web store or
thinking of expanding to a web store then you should ensure
that the name of your login and eBay shop is the same as or
at least as near to that trading name as possible. You will not
be allowed to use the prefix www. or suffix .com, .co.uk etc.
If you have not secured your web shop domain names it
may be a good idea to do so at this point to ensure that they
are still available for you to use so that you can expand into
your web store when you are ready. Great place to obtain
domain names are 1and1, GoDaddy, 123reg or search online
for domain registrations.

Google Yahoo And Other Search
Engines Like EBay
Whenever I’m researching new products to sell I will always
put the product title, importers or manufacturers title, the
barcode and other keyword data into Google so that I can
see where my competition is in the marketplace and
whether the product is profitable enough to be a sustainable
online selling item.
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Using Pareto’s principle of the 80/20 rule, I can guarantee
that if the product is already available to consumers that I
will find it listed on page 1 of Google with a link back to
eBay. And again using the same principle there is a really
high percentage chance that if the seller on eBay is also
selling on their own independent web store that they do not
appear on the first three pages of Google.
Such is the power of trading on eBay as they have massive
resources and are consistently liked by the search engines as
they are a trusted source of data to the keywords that have
been entered into the search engines search box.
I was preparing for one of my workshops and to prove this
point I searched for a particular item on Google, an
imported campervan clock, I put the search words
‘miniature blue campervan clock’ into the Google search box
and it returned several pages of matches. Amazon
dominated the top five listings, eBay was also on the first
page in approximately seventh position, the web store of
the company selling the item was not on the first three
pages of Google and at that point I did not look any further.
This goes to show the power of eBay and how eBay can get
your products, if correctly listed with current and relevant
keyword strategies (which are covered in a later chapter)
onto page one of the most powerful search engine in the
world.
Now do you want to be found on page 1 of Google and is it
worth the listing fee and final value fee that you will pay to
eBay? I certainly think it is.
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Customers Trust, EBay As A Trusted
Buyer Platform
There is no doubt about it. EBay is a trusted platform, yes it
started mainly as an auction site for people clearing stuff out
of their bedroom, loft, garden shed, garage and all of it
through the auction process. But now you can buy
everything from books, DVD’s, washing machines,
televisions, clothing, chocolate, hampers, groceries, cars,
boats, airplanes even houses, virtually anything.
It is fair to say that eBay has had its fair share of bad
publicity, but as the marketplace has evolved and eBay’s
selling platforms worldwide has matured, you’ll find that
there’s been a total reversal of the type of people selling
products on eBay. It used to be dominated by personal
sellers selling in auction, it is now dominated by professional
sellers selling products using the buy it now if. Who are not
only selling on eBay, but are also selling on Amazon,
play.com their own websites and order cases from their own
retail shops.
This is due to eBay being totally customer focused, eBay
have a very straightforward customer service policy in that if
a customer is unhappy fix it to make them happy. Now there
are exceptions to every rule, some customers are
unscrupulous. EBay and all the other platforms take on
board that some customers may not always be totally
honest. Where this happens and there is enough evidence
to show that this is the case those customers will normally
have their accounts restricted or removed.
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Therefore, if you are serious about selling on eBay or any of
these platforms you must be very customer focused. If you
are not customer focused, do not want to follow the rules
under the distant selling regulations in the UK, Europe or
other countries then I suggest you do not get involved in
online retail.
It is because companies like eBay are so customer focused
that they are so successful and people return many times
over to make repeat purchases. If your product is a
consumable product that a customer would order on a
regular basis then giving them great customer service they
will keep coming back to you time and time again. On the
other hand if your purchase is transaction led but the
customer receives excellent customer service there is a
greater chance that they will recommend your products to
friend’s colleagues and relations.
To be part of a trusted platform you need to be fully focused
on delivering excellent customer service, replying to emails
quickly, answering questions, dealing with issues when they
arise, embracing customer return policies and going that
extra mile to deliver total satisfaction when it’s required.
One of the things to bear in mind that when customers
contact you is that very often they do not understand or
have a grasp of how eBay works or is structured. Therefore
in our office we very often receive phone calls from
customers who are rather surprised to be answered
personally by one of my team and will very often ask is that
eBay. How great is that!
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Your Products Can Be Seen By
Millions Of Potential Customers
Not only are your products being brought to the front pages
of Google and the other search engines but obviously
people also search within eBay itself, now although
eBay.co.uk is seen as trading in the UK only people look on
eBay from all over the world, so we have customers where
we send items out to Australia, Russia, Europe, New Zealand
almost anywhere.
Because of the way eBay has built up its worldwide
reputation it means that people use eBay from other
countries or they may be expats, overseas workers or have
spent time within the UK. This means eBay is their point of
reference when they wish to make a purchase, we have
customers that have purchased items from us in the UK and
have them shipped out to the country that we originally
imported them from! Now that is the power of having your
product listed on such a great platform.
May be you do not want to sell to those people outside of
the UK and you only want to sell your products on the UK
mainland. If you have really strong reasons for doing so then
fair enough. But, you are missing out on millions of searches
carried out on eBay every day for products that people will
purchase outside of the UK.
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EBay Has Great Marketing
Opportunities
As online retailing continues to grow throughout the UK and
worldwide it is becoming ever more competitive, eBay have
recently created some great new marketing strategies for
the retail sector that will help push your listings. Further up
the eBay search rankings, so you can offer things like:
•
•
•
•
•
•
•

free shipping
guaranteed next day delivery
charitable donations from every sale
sales price strategies that can be pre-set in advance
the eBay shopping cart
free listing opportunities
the use of video in your listings

EBay is very keen for you to sell more product and have
been developing tools that you can take full advantage of in
promoting your products, multiple product sales, discounts.
If you are going to take advantage of using the eBay
marketing opportunities one of the things you need to do is
to be clear about your pricing, the net return you require
from the product that you are selling, what your
competitors strategy will be, and to ensure that it is
sustainable for the period of time the marketing promotion
is available.
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Using any of their various strategies is great especially if you
are selling seasonal products or you are targeting markets
such as Valentine’s Day, Halloween, Mother’s Day where
you only have one shot at selling your stock and making a
profit from that event.
If you are going to use these strategies to get them ready
several weeks in advance in order for price discounts to
legally come into effect or for your promotion to be
featured through the search engines by additional marketing
strategies such as pay per click campaigns.

Other People Can Sell Your Product
For Free!
Another great way to drive sales and unless you’re in the
Internet marketing arena you may never have come across
this before, is through affiliates.
EBay allow other people to become an affiliate which
basically means they will market your product for you,
without your knowledge, and every sale that the affiliate
makes of your product attracts a commission that is paid by
eBay to them directly. That is great isn’t it!
An affiliate will actively promote your product through blogs
and possibly directly to customer lists, when an affiliate
markets your product the link that they use to your eBay
product contains some special html code that identifies the
affiliate as being the person who has introduced the
customer to your product to make the purchase.
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The best bit is that eBay are paying the affiliate a
commission and it has no impact on you other than you sell
more.
Now good affiliate marketers are only looking for good
products that are either going to give them a high return or
they can attract volume sales which will give them a good
return. Normally it is a short run so you will get a spike in
your sales and you may have no particular reason for seeing
such a spike. So to attract the affiliate marketers, have good
quality products that have got a good return, if the affiliate’s
marketing to a large email list they may be looking for
volume sales from good quality listings with good keyword
strategies.
There are opportunities for you to offer your own affiliation
strategies if you have your own web store which has a data
capture systems such as Aweber or Marketers Choice/One
Shopping Cart. If you’re not familiar with the systems then it
would be worth spending a little time to research them
online.

Take Advantage Of Great Shipping
And Storage Solutions
Whether you are starting out or you’re already selling online
one of the great considerations you have to make is storage
of your stock. Then you’ve got to get into the routine of
picking, packing or posting and dealing with all customer
service issues that may go with sending your stock out.
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When you are only sending 20 parcels at the time then that
is fairly manageable once you start getting to the point
where you’re sending out 40 or more then it becomes a
time issue in your daily routine. It is always better to
prepare for the increase in sales by exploring your options to
get more help.
You could look at obtaining help from a member of the
family or close friend which will properly help you out over
the initial period of time but of course they also have their
own lives to lead and it may not always be convenient for
them to help you out.
There are a number storage solutions out there, you can
rent small units from the little as a few pounds a week
upwards and a fairly temporary basis. I used to use a
company called Storage King, which is a UK franchise and I
managed to get great rates by negotiating some longer term
rental contracts.
All these companies who are trying to sell you rental space
will have a list price, and then a price that they will offer you
a discount, which is always pre-planned and worked out in
advance. From the point of view of negotiating let them
know that you are looking at their competitors and if you
think you’re looking for a longer-term solution, let them
know that as well. Empty space is no money, so you are very
much in the driving seat and you will always find that there
is room for further negotiation.
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I will never sign up straightaway and I tend to phone them
within about 24 hours asking them to review the price and
come back to me within the next five minutes so I can/may
make my decision. During that call I will give them a lower
price that I’m willing to pay and tell them that the maximum
I can go up to. Normally the person and the end of the
phone needs to go and see their line manager to make the
ultimate decision and the lowest price they going to offer
back.
Success tip: when you are looking at these self-storage style
companies please make sure that you understand their
opening hours, along with their seasonal holidays or
closures i.e. Christmas, New Year, Easter (one of the
companies that I used initially closed for two weeks over
Christmas and they had to pay extra for somebody to come
out and open up the building so that we could send stock
during the Christmas and New Year period).
You may wish to go down the route of a third-party
fulfilment house, this would mean they would have all of
your stock they would pick pack post and dispatch your
items based on the orders you would email them on a daily
basis.
There are a number of independent fulfilment services
available both in the UK, Europe and the rest of the world.
This is where you will send them your entire inventory which
they will charge you a rack rate based on the amount of
space you’re using, or it may be a pallet rate if you are
storing large amounts of stock.
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As above. These rates are negotiable they are normally very
small. Although, you need to be aware that you are going to
be charged a very small amount per week on the basis of per
metre, per shelf, per day, per pallet or container.
This is where you need to have total confidence in your own
ability to control your stock, the last thing you need to be
doing is overstocking these warehouses with slow-moving
goods. If you have small margins and the lines are not
moving quickly, then you are losing money every week that
items in storage. If you have fast-moving lines and you take
a large delivery that will last you three months from your
supplier then you have got to ensure your margin will take
three months of total storage.
Strategy here is best to drip feed your stock from your
suppliers on a needs must basis. Deciding what a minimal
stock level. You should hold on a weekly or fortnightly basis.
That minimum stock level should be adjusted for
seasonality, which is covered in a later chapter.
Independent fulfilment services will also have great postage
rates, the chances are they’re also making a small margin on
the discounted rates they receive. You need to be very clear
about the Postal and Courier services they are using, and
ensure that when you are transferring customer order data
to that you are giving them accurate information for the
service you require, so that you do not end up having
overcharges or using a standard service when expedited
service should have been used.
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To find an independent fulfilment service in your local area.
First go to Google, type in the search terms storage and
fulfilment parcel services. It is always worth asking to speak
to other customers that are using them and doing a little
research on their company and their history. Check to see
what associations they may belong to, pay for a company
report which should show extracts from their last set of
accounts, research the company well before you sign any
contract and it may be an idea to have a legal professional
look at the contract before you sign it.
The reason that I am being so forceful and researching the
company you are going to trust to send that your parcels is
that in the event of any cash flow issues they have the
power to stop your products being shipped, and if you’ve
not been able to make payments to them, then they also
have the power to withhold your stock until such time as
you have cleared your account. So this option is not for the
fainthearted, and needs to be put together with a very solid
business case and cash flow forecast.
There is also another option for you. It is called ’FBA’, which
stands for fulfilment by Amazon, this is a really great service
to use, however, you do have to be organised and I will deal
with that in a little bit more detail.
If you are not a seller on Amazon, then you can still use their
service, but you will be charged a higher more commercial
rate as your item will not have been sold through Amazon
platform. Amazon is charging table for both. Amazon sellers
and item sold through other third party platforms is fully
available on my website.
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If you are selling on eBay and Amazon. It may be the
additional cost of using Amazon is still achievable and could
also be a better rate than you would get from an
independent fulfilment company. If you are planning to sell
on Amazon as well in the future. It may well be worth
looking at their option at the very beginning, rather than
trying to switch or divide stock at a later date.
As the majority of sellers on eBay also sell on Amazon I’m
going to go into their offering in a little more detail below.
When you are assessing the actual costs of using Amazon
fulfilment service it will be worth breaking down sales that
you make on Amazon against the sales you make on your
other platforms, if say 50% of your sales are made and
Amazon, that 50% will attract extremely good rates which
you can offset against the remaining 50% so that you can
find a mean average cost.
The FBA principle works on the basis that you list your items
on Amazon, and any other platform. The note of caution
here is that if you’re not an Amazon seller and you want to
use Amazon services you can do so at a cost, their service
may be affordable if you have high margin and high-value
products where the additional costs can be absorbed.
It can take Amazon up to 10 days to book your items in so
there is always that potential time lag where you could be
losing sales if you don’t retain some stock yourself.
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Every item you list on Amazon, Amazon will issue a unique
code called an ASIN reference and you will also have your
unique 13 digit EAN number (more commonly known as a
barcode). The requirement Amazon has is that you label
correctly the items you send to them with either your EAN
number (barcode) along with your SKU code which is your
unique stock item reference number.
For Amazon to book the items in they must be able to read
those barcodes with their scanners and of course every item
inside a box needs to also have those barcodes attached to
them so that they can be identified individually. So there is a
little bit of work for you to do before you send the product
but once it has gone and they have received it you can sit
back and watch your sales grow. You can watch the money
coming in knowing that Amazon are doing the pick, pack and
postage for you.
There are also a number of other benefits to using Amazon’s
FBA service, Amazon will charge you a small fee for storage
based on the actual space the product will take up on the
shelf, also you’re taking advantage of Amazon’s massive
purchasing power. So they are still competitive.
•

•
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Packaging; Amazon go through thousands of boxes and
packaging materials, therefore their purchase power
from their supply chain is massive and you reap the
benefits of that in low-cost packaging.
Postage; this is the biggest area that could save you
money, Amazon send out millions of parcels worldwide
everyday their contracts are with all the major couriers
and of course they have negotiated contracts at such a
price that you and I would never be able to compete.
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o UK mainland postage is extremely competitive
using Amazon’s fulfilment services and if you are
just starting out you will be able to compare their
posting services by looking at their tables against
Royal Mail, Parcel2Ship, Parcel2Go, City Link,
DHL, Yodel, to name but a few.
o One of the biggest advantages is that you can
now ship to European countries at a fixed rates.
Amazon’s infrastructure and technology has
meant that they can dispatch orders from the UK
to one of their European hubs overnight and then
dispatch your products to the customer.
o This makes European selling through eBay
massively advantageous, you do not have the
cost of shipping the products at an uncompetitive
price, you can target the European market
knowing that the customer is going to get their
products delivered relatively quickly and cost
effectively because of Amazon’s infrastructure.
There are some downsides to using the fulfilment service,
you cannot cross market your product to your customer
unless you have put marketing material into the products
you send Amazon before they have been shipped to the
fulfilment centre.
If an item is returned to Amazon, it will be deemed as nonsaleable and you will have the option of paying Amazon to
either destroy it or return it back to you. If an item is
returned, Amazon will not put it back on the shelf as a
saleable item.
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So before using Amazon fulfilment services it is a good idea
to look at the product that you’re selling and to ensure that
it is suitable to meet the requirements of the service and to
also ensure that you are going to be happy with a potential
greater number of returns. Ensure there is margin in the
product, and if you’re already on Amazon seller work on a
mean average basis by analysing your sales history to get
the sales proportion between Amazon and your other
platforms.

Your Money Is Safe With PayPal
Yes I have heard those stories too, over the years as PayPal
has built its good reputation, there have been occasions
where things have gone wrong, people have had their
account frozen, their accounts have been hacked and they
have lost money.
I can only go on my experience, and mine has been
absolutely fine, at the time of writing I have had no
problems with PayPal and in fact I believe that over the last
few years their systems and technologies have improved
greatly as they got further involved in developing their
processes in line with the requirements of the major banks
and credit card companies, along with the various regulatory
bodies.
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Many people still think PayPal is just preloading your PayPal
account with money and purchasing from the money that
you have available in the account, they have evolved a now
deal with credit card solutions, this means as your business
grows and you go worldwide, you may not need to find any
other credit card provider, as PayPal has it all within its own
systems. The rates are competitive, and you always have
instant access to your money.
You can draw money down on a daily basis and with new
technologies, it is normally an instant transfer, this is great
for cash flow purposes, and you can also automate money
transfers. If you are using PayPal’s merchant services, again
you don’t have to worry about card processing fees, fraud,
etc.
PayPal can even issue you with a MasterCard so that you can
have instant access to funds that return in your PayPal
account and you can also have various administration levels
for the members of your team where you can specify what
they are authorised to do within the account.
It is now extremely easy to set up your PayPal account and
can be done within approximately 10 minutes if you have
access to your online banking system so that you can
provide the relevant data that they will send in placing a
small amount of money into your bank.

www.h2so.org

www.h2so.org

There may be occasions when you have a seasonal or
unexpected massive spike in sales that PayPal was not
expecting or you are going to offer long-term unconditional
money back warranties on products, if that is the case
PayPal may place money into a pending transfer state,
which you will be able to see on your account, until such
time as you have managed to provide them with additional
information or your unconditional warranty has expired. All
major credit card companies operate on this basis. So best
practice is not to have long or unconditional warranties.
Of course, one of the beauties of using PayPal services is you
can link the payment gateway to any of your Independent
platforms and many other shopping carts, so if you’re selling
any other products through any other third party platforms
PayPal and PayPal merchant services may be exactly what
you need to be able to drive your business forward.

Click Here For Your Free Resources
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Chapter 2 EBay Converts
More Sales In Europe,
Australia And The US
Why Restrict Your Market To UK Only
Sales
I have seen our sales increase dramatically across all of our
platforms throughout the world, when I speak to other
online retailers, who like myself have gone down the route
of selling internationally, they are on the whole having the
same results. The best bit is there is very little if any extra
work to be done to capture the sales and the customer is
more than happy to pay the additional postage.
I also hear from the naysayers that they cannot trust the
post, what happens if it gets lost, what happens if the
customer order to return it, what happens if…
But what happens if, also happens in the UK, you need to
evaluate the business case for sending your products out of
the UK. We have sent china, resin, tiles and all sorts of
fragile breakable items around the world.
The profit return on these products has been greater than
the number breakages or the number of losses. My
experience is that I can command better profit margins in
selling my items overseas and have no more issues than I
would selling them only in the UK.

www.h2so.org

www.h2so.org

Most countries have a relatively good postal system, for
those countries that do not have a brilliant postal system
then you may look at using signed for delivery by a contract
courier company. The European and international market is
growing massively and you need to be there to be able to
command some good profits.
On the flip side of that, the international market for people
sending product into the UK directly to consumers is also
growing, so if you are one of the naysayers that sells
mainstream products imported to the UK then you may find
that your market is being attacked from international
sellers. So if you have products that are price competitive
and sensitive you need to be fully aware that the
international sellers from competing countries are targeting
the UK market. It may be you need to re-evaluate your
product lines and your mindset.
As an example we had a customer that purchased two
Barbie body boards from us at a total cost of £36 and then
went on to pay £109.00 to have them shipped to Brazil by
UPS. So if you’re in the mindset that the postage is too
expensive I can tell you now that you need to change your
position. I have numerous examples where people have paid
postage costs of more than the cost of the item to have
them sent internationally.
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Sell Your Product Easily Into The
European Marketplace
In the main European countries you are adding no more
than 1 to 2 days onto standard delivery for a UK customer,
we find that European customers are more than happy to
purchase products from UK sellers. When you open your
online eBay shop in the UK, you will also have the option to
open your shops in the competing European countries (DE =
Germany, FR = France etc. Check, eBay for its full list of
countries).
EBay see this as a major market for UK sellers and are
actively encouraging companies to list items across the
European sites, at the time of writing this market sector is in
its growth stage and will take a number of views to mature,
so you have a great opportunity to expand your sales at very
little or nominal cost.
When you opt to sell your products in one of the European
countries this means you are listed on that platform for that
country (as indicated above). Think about this for a moment,
if your product has a lot of competition in the UK but very
little competition in France where you know that it would
sell relatively well, what restrictions are you putting on
yourself in not allowing that product to be sold in France on
eBay’s French website!
This is such a major opportunity for you to sell products in
new and emerging marketplaces, you do not have to worry
about exchange rates, or collecting the money as PayPal
deal with all this for you.
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You have a massive opportunity to take your products to
any of the European sites and be ahead of your competition
and increase your sales dramatically. Assuming you do this
correctly and you are using good quality fulfilment or
Courier services all you have to do is ensure that you got a
good supply chain from your suppliers to fulfil the orders
that are coming from your customers.

Language Translation Made Easy
EBay can now offer you language translation. It Is relatively
straightforward these days there are a number of pieces of
software that will translate the text for you on an
automated basis. EBay will also offer translation services
and they are worth investigating and following up.
My personal view, is that if I have a product that is of high
value with good profit potential I would sooner outsource to
a third party language translator for my main title,
description and bullet points. This way I am getting an
accurate translation where I can instruct the outsourcer to
deal with any specific local dialect which may be missed on
an automated translation.
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To do this there is a cost, so you need to do your market
research first and ensure that the product has good amount
of profitability. I tend to use the services of fiverr.com,
elance.com or Odesk.com. With these websites you can look
for or post jobs on to the website and get quotes from
people to carry out the translation. With all of these sites
you can actually look at their feedback for work they’ve
done for other people in the past so you can get a good idea
of how reliable they are.
If your product has a low value to it and a fairly low return
then you may be quite happy using standard language
translation software, however, please ensure that you
monitor feedback or questions from customers to identify
any areas where there may be some ambiguity.
Success Tip: you will receive customer enquiries in different
languages, subscribe to and use one of the translation tools
available on Google so that you can understand the question
and send your reply in the language that it has been sent to
you by using that translation tool.
It is also advisable to put a disclaimer at the bottom of your
email that states, in their language, that you have used a
translation tool to review the customer’s question and to
translate your reply. This then avoids any embarrassment if
part of the translation has been lost.
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Selling Items on eBay.com For The US
and Ebay.au For Australia
If you are wanting to sell your items on eBay.com in the
United States and eBay.au in Australia then, then this is
relatively straightforward. EBay’s European sites can
automatically migrate eBay.com and eBay.au which is an
advantage they have over Amazon as you need to add
Amazon.com as a separate selling channel. Assuming you
sell products that the American and Australian market has a
desire for this will become a very lucrative for you and is
worth spending the time creating targeted keyword rich
listings on the.com and .au site.
All of the other principals about selling on eBay are identical,
your money will go straight into PayPal so your money is still
safe, you will be paid in dollars but it will be converted into
your preferred currency.
You will need to put your prices in dollars and work out your
shipping costs in dollars, if your items are going to attract
import duty for the customer you will need to decide how
you will deal with that and ensure that that is clearly stated
in the description or condition note of the item listed.
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The market in the United States is more mature than the UK
and the market in Australia is still somewhere behind where
we are in the UK so there is plenty of scope and opportunity.
You would be very well advised to do some market research
before selling your products to the US or Australia. If you
have a mainstream product that is highly competitive and
already freely available over there you may not be able to
compete. If your product is a niche item and is highly
desirable then you have a great marketplace and you may
be able to command greater profit margins due to its
desirability.

Easy Ways To Overcome International
Logistics
You may decide to hold the items yourself and use various
Courier services to collect from you directly and export them
accordingly, there are a number of companies who
specialise in one-off or small volume shipments, Parcel2Go,
Parcel2Ship, Worldwide Parcel Services, Parcelforce, DHL,
UPS to name but a few. The majority of these services will
have your product air born within 24 hours and will add 2 to
3 days additional shipping time to what you would expect to
see a standard in the UK.
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On the basis that your volumes grow it may be that you are
able to approach some of these companies direct and open
accounts where you will get reasonably discounted rates for
international shipments. Each company, Parcelforce, DHL,
UPS, FedEx have teams of account managers who are
actively looking to open new accounts or transfer your
existing accounts. This is a very competitive area, they will
work extremely hard to get your business, although they will
be looking for evidence of historical shipments so that they
can get the best possible rates available for you.
If you are fairly new to online selling it may be worth
starting with companies like Parcel2Go, Parcel2Ship,
Worldwide Parcel Services, and there are many others, who
are basically brokers for the other companies and channel
volumes of business from individuals through to small
businesses that have smaller volumes. If you do start by
using these keep a separate record of all your shipments
until such time you can show your history to the account
managers of the main Courier services.
If you are looking at using an independent fulfilment service
then you will be using their existing discounts, with many of
the fulfilment companies once you get to the point of
establishing your own accounts, they will be able to send
your products through your account so they will only be
charging you for the storage, pick and pack.
If you are a direct importer into the UK then it may be that
you split your product delivery accordingly and have your
items imported directly into the United States, Australia , or
other European centres and forwarded to a fulfilment
company ready for immediate dispatch directly to a
customer from inside that country.
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What About Cross-Border
International VAT
Cross-border sales in Europe are set to continue to grow
massively year on year according to IMRG (IMRG is the UK’s
industry association for online retail). Many retailers are
expanding to new regions which means they must keep a
number of important factors such VAT at the forefront of
their expansion plans. However, keeping on top of changing
VAT rates, distance selling thresholds and country specific
information can seem like a full time job. To assist you
further we have attached the EU and worldwide VAT
threshold table, please be aware this was correct at time of
publication of this document and we strongly suggest you
check the how HMRC government or European Union
websites for more recent updates.
Don’t let VAT be a deterrent to your international expansion
plans by making yourself aware of the individual
requirements of each country you can expand comfortable
in the knowledge that you are compliant. We strongly
suggest that you take proper advice from a qualified
accountant, VAT tax expert or contact your local VAT office
for further assistance
Know the distance selling thresholds for different countries
each EU Member State has a distance selling threshold,
which is essentially a turnover threshold ranging between
€35,000 and €100,000.
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Distance selling occurs when a retailer sells a product (e.g.
over the internet, by telephone or by mail order) and
delivers this from one EU Member State to a customer in
another. If a seller exceeds the turnover threshold in an EU
Member State, they will have a liability to VAT register there
and charge the relative local VAT rate on their sales. For that
reason it is essential that vendors who are distance selling
are aware of these thresholds.
Make sure your invoices comply with local legislation if a
retailer exceeds the distance selling threshold and registers
for VAT in another EU country, they will need to make sure
their invoices comply with local legislation. Most EU
Member States legally require an invoice to be issued for
distance sellers. Policy made at an EU level intended for
invoices to be the same across the board in the EU,
however, in reality this is not the case and there are many
specific deviations. Distance sellers should understand the
nuances of each country and comply with these
requirements.
Know the correct VAT rates for the countries where you sell
as a retailer you are probably aware of the complications
that can arise from the various VAT rates which apply in
your own country. This involves determining whether the
standard, reduced or zero rates should be charged on a
product-often not as straightforward as you might expect.
Now retailers selling across the EU must apply the correct
VAT rate on sales in other EU Member States. VAT rates
across these countries can differ widely.
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Sellers should ensure that they apply the correct VAT rate to
their products. For example, books in Romania are sold with
the standard VAT rate, in Ireland they are exempt from VAT
altogether.
Get to know what intrastat declarations are - and submit
them, many distance sellers are totally unaware of Intrastat
declarations. Following a VAT registration in another EU
country, many retailers will be required to submit intrastat
declarations too. The turnover thresholds for Intrastat vary
within the EU, and can range from €700 to €900,000. Noncompliance in this area can also lead to penalties and fines
being levied on the seller.
Private sellers on marketplaces can be liable for VAT too as
e-commerce has grown, the number of private individuals
selling items on channels such as eBay and Amazon has
increased. As these sellers do not consider themselves to be
companies, many do not take into consideration their
potential VAT registration liability in their own Member
State, or indeed in any other. A private seller in Germany
was recently found to be liable to VAT register due to the
volumes of turnover accrued through online sales on eBay.
The range of goods, the manner in which they were
displayed, and the product descriptions were in line with
those of VAT registered sellers.
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The result was that the German VAT Administration deemed
that as the turnover threshold for a domestic seller had
been exceeded, VAT must be declared on the sales of the
good. The same applies to small businesses and private
vendors selling into other European countries. Once the
distance seller threshold has been exceeded, a VAT
registration in that Member State will be necessary. If in
doubt, better to have it checked out.
Make your webstore VAT friendly since your webstore is an
important platform for online sales, it is important that it is
set up for international e-commerce. This means that should
be capable of showing different currencies and the relevant
VAT rate that will be applied on the product. Consumer
Protection Laws within the EU require that before a
consumer purchases a good, the full selling pricing, including
VAT, packaging and transportation be shown clearly before
placing the order.
The annex threshold table on the next page was correct at
the time of printing.
Source: http://ec.europa.eu/taxation_customs

Click Here For Your Free Resources
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Chapter 3 Sync Your Other
Webstore With eBay
What You Can Do If You Sell On Other
Platforms, EBay, Play.Com Etc.
If you’re going to sell across multiple platforms, the idea of
this may sound like an awful lot of extra work, your sales are
going to grow immensely. The interesting thing is if you start
by listing your items from a spreadsheet to each platform
then you are always going to have the basic data for each
product in one place.
Therefore, it is just as easy to upload an item onto eBay as it
is to upload an item onto Amazon and onto your own web
store.
Each of the different platforms has its own criteria with its
own unique look and feel on how the products can be
presented. Once you realise that the information you are
putting on to each platform is virtually identical then you
will start to see how all you need to do is manipulate the
data slightly in specific areas.
•
•
•
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EBay title bar is currently a maximum of 80
characters including spaces.
Amazon’s title bar is currently a maximum of 250
characters.
Your own website title bar will be different again.
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This means that you need to have three titles. But each title
will contain similar keywords along with specific descriptive
words. So on eBay you have to be very conscious of the
amount of space you’re using to ensure you get the best
keywords in the title bar. With Amazon the current title bar
is longer so you have more flexibility and can be slightly
more descriptive in your title although you will be using the
same keywords and product description. You may find that
your Amazon title will fit into your web store title or vice
versa.
By keeping the data about the item on a master spreadsheet
this means that you can extract the required data for each
platform in the correct order. Your product description for
all of the platforms will be virtually identical.
So you can see that selling across different platforms may
take slightly longer to manually upload the product
information but let’s say you’re selling across three
platforms then you are getting three for the price of one and
a little bit of time and effort on your part.
Success Tip: get into the habit of ensuring all your data is
stored on a master spreadsheet, this way if you upgrade or
integrate your systems in the future you are going to have
all of the information to hand so that you can complete such
an integration fairly smoothly. It is always worth beginning
with the end in mind.
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Stock Control Made Easy With ThirdParty Applications
If like me when I started the business I started selling on
eBay only then migrated to Amazon, play.com and of course
my own web stores. Initially as we were growing the
business I was using spreadsheets and manipulating the
spreadsheets on a regular basis to ensure the stock was
correct.
This meant that physical checks were required by the team
that were working for me on the packing side of the
business. They were instructed to tell me when, visually,
they noticed we were getting low on certain stock lines. This
was absolutely fine where lines were repeatable by
reordering from the supplier, however, I also bought over
the years many end of line products that were not
repeatable so we had to devise a system that when we got
to the last five of an item we would keep a very close eye on
the sales so that they didn’t oversell. We oversold on a
regular basis purely because we were too busy to focus on
the requirements of stock management.
My team now uses a piece of software called Linnworks, we
pay a fee every month for the use of the software, but what
it allows us to do is to integrate all of our listings across
multiple channels. For our business it is great because not
only does it manage the stock control, it manages the
customer orders, it will manage refunds and returns.
For us it is a very cost-effective way to manage our business
across all of our selling platforms and web stores. It also
leaves us free to deal with sourcing new products to sell.
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The great thing about this software is we only have to load
the details of the item once and it then automatically sends
that information in the format we require to the sales page.
Now obviously each platform has its own little quirks so
what we send to eBay will be designed to go to eBay and
what we send to Amazon will be written and designed to go
to Amazon as I indicated earlier.
There is another benefit to using this type of software as it
also can be used as a CRM system (Customer Relationship
Management). This means if I want to run a promotion I
have access to historical data for my customers purchase
history along with contact information so that I can reach
them with whatever my new offer may be.
There are a number of applications out there that will offer
you stock control management systems. The first one we
ever used was a system called ‘channelgrabber’ which we
migrated from after we stopped holding stock ourselves and
had all of our stock outsourced to various fulfilment houses,
however this piece of software is very cost-effective and is
worth looking at the very beginning of your journey if you
are needing to use a third party stock control system. I also
know that the team at channelgrabber are constantly
making enhancements to the software.
Channel Advisor is also another company that will help build
a more bespoke platform for you, this does come at a cost,
they are professional company and are worth checking out
to get some ideas and quotes from.
If you do a Google search for online retail stock
management systems you will find that there are plenty out
there to choose from.
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Grow Your Business By Selling On
Multiple Platforms
The advantage to having multiple platforms is you have a far
greater chance of being found in the Internet competitive
retail space, when Google for instance is searching the web
for the words a potential customer has typed into the search
bar, assuming you have used keywords or key phrases that
match the customers search term, you are going to have a
better chance of having one of your sites coming up on page
1 of Google. Most of the time it will be your eBay or Amazon
sites, but occasionally if you’ve got the keyword strategy
absolutely right it may be your web store that comes up
alongside Amazon and eBay.
Now I’m not going to get into Googles criteria for
algorithms, but briefly Google will constantly search the web
for new, relevant and informative data. Therefore if your
product has good quality relevant and informative data you
have a very good chance of Google adding you to the list of
successful searches.
If your data is across multiple platforms then your data will
be seen on multiple occasions, but will not be seen as
duplicated data because you have it listed across the
multiple platforms. If your data is listed in other countries
and in other languages again you are increasing the chance
of your product being found ahead of your competition.
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So by having multiple platforms and ensuring that you keep
them updated, making seasonal or special occasion changes
to your keywords (i.e. Valentine’s Day, Mother’s Day,
winter, summer etc.) your site is always going to be
changing and active therefore Google is always going to be
looking at your changes which will help keep you higher in
the search rankings.
Higher search rankings, mean more visits and that means
more sales.

Setting Your Price Across Multiple
Platforms
This is an easy one for me. I like to have price continuity, it’s
not always easy to achieve but I always start out with that in
mind. If I start discounting a product on one site and hold it
at a higher price on another site then all this does is
devalues my product from the customer’s perspective.
Online shoppers are becoming extremely savvy, they will
find the item they are looking for and they may go away and
search for it again. If you have your item priced on your eBay
store at £29.99, amazon at £31.99, play.com £30.99 and
your own web store at £28.99 this does not look good to the
so they may decide to go elsewhere.
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I appreciate that different platforms charge different fees
and have different fee structures, however I take the view
that I want to price continuity across all my selling
platforms. Therefore if a customer finds an item I am selling
on one platform it will be exactly the same price on the
other platform. This helps to build levels of trust with your
customers and they will accept your pricing policy rather
than asking you why are you selling at different prices across
different platforms.
In the next chapter I will show you my simple cost calculator
that will help you decide on your selling price.
When I am analysing other people’s selling platforms this is
an area that I come across on a regular basis, I know that
you think you’re just passing on the fees and costs to the
customer, but you are making yourself look as if you are an
unprofessional seller. Far better to have a good price
continuity across all of your platforms rather than look unprofessional.
The one area where you can make differences on price is on
international sales where you are converting to other
currencies. You will need to add a small margin for currency
fluctuation as your price in that currency will stay fixed
regardless of the exchange rate. And of course as the
exchange rate varies your price will stay fixed you need to
remain protected. So you may need to implement a slightly
different strategy for international pricing in other
currencies.
However, if you are selling on several international
platforms the same rules apply to ensure that the product is
shown at the same price across your international
platforms.
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Chapter 4 How To Find
Niche Products That Sell
With A Profit
Doing Research In Advance Makes
You Serious Money
As stated earlier in the book, I will always do a great deal of
research into a product before I actually purchase it. I get
approached by company representatives and importers on a
regular basis, they have all got one aim in mind, to sell me
something. When they come in with their products I have a
number of questions that I ask them quite bluntly and
upfront. I would urge you to ask similar questions.
•

Which multiple retailers currently stock the product?
o If this product is being stocked by a large multiple
retail chain or supermarket I will be looking to
see how they sell the product, and at what point
they discount the sales price of the product. It
may be that they only have the product at a
particular time of year, Christmas, Mother’s Day,
summer, etc. Therefore this may not eliminate
the product as a line I would be happy to stock
although they would have it for a peak period, I
could stock it throughout the year assuming that
there was a good potential for year-round sales
but the big multiple retailers could not afford to
hold the stock all year round.
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•

Do you have a direct supply arrangement with Amazon?
o If they are supplying Amazon direct, then the
chances are I am not even going to take the
conversation any further, Amazon negotiate very
good deals with suppliers and you will very often
find that they will discount the product quite
heavily or offer free shipping opportunities at a
level that you cannot compete. My personal rule
of thumb is that if Amazon are buying it directly
I’m not stocking it.

•

Which other online retailers do you supply?
o I will then want to look at the retailers they are
supplying, have a look at their list price,
discounted price and sales price. I may have to
look at historical product data that does not
apply to the particular product itself. However, I
need to understand how my competition works
so that I do not purchase a product that is going
to be unprofitable.

•

If I buy your product to sell online will I get exclusivity?
o This question quite often will throw a sales
representative into a little bit of a quandary, they
know that they cannot stop other retailers selling
online, that is not the purpose of my question
what I am looking for is exclusivity to be the only
online retailer that can sell the product.
o Now there may be some terms and conditions
that you have to negotiate, however if you can
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get exclusivity, that means you can control the
pricing policy of the product a lot more than if it
was in the general market place. The advantage
to the selling company is quite simple. If there is
no price erosion then margins can remain
healthy, this is good for both the company offline retailers and ourselves as online retailers.
o By obtaining exclusivity in the online sector and
delivering excellent sales results you can build
excellent relationships with that particular
supplier and become the online retailer of choice
for any new products they may add to their
portfolio.
•

Do you import direct from the manufacturer or are you
an agent?
o You need to understand how many people are
taking a percentage of the profit, if the company
is an agent for an importer who is purchasing
from an agent say in China who is acting for the
manufacturer who is also based in China there
are four people in the supply chain all wanting to
take some profit.
o Therefore, you need to be as close to the
beginning of the supply chain as possible, I am
not suggesting you enter into an import
agreement, however I am suggesting that you cut
out as many of the middlemen taking profit as
possible so that you can have the best purchase
price which means that you can have the best
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margin for the product when you are selling it
online.
•

What is my minimum order quantity?
o You may be pleasantly surprised, I come across
minimum order quantities of as little as one unit
and as many as 300 units. You need to ask the
question to understand how you are going to
hold stock against predicted sales volume.

•

What is the inbound supply chain and how regularly do
you replenish your stock?
o There are a number of wholesalers and importers
who will always have backup stock available in
holding warehouses within the UK. However,
there are a number of smaller operators that
cannot afford to do this and will only order stock
on a needs must basis. If you have a supplier who
works on a needs must basis you will have issues
with continuity of supply especially if you have
taken the time and trouble to list the items in
such a way that you are getting good sales
volume.

•

What level of discounts are available?
o One of two things will happen when you ask this
question, the representative will panic or they
will give you a straight and an immediate answer
with their pricing policy and their terms. If they
go into a panic then you’ve got some room to
negotiate on whatever price they initially come
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back with. If they go straight into an immediate
answer with all of the information you need to
write that down and then ask them to come back
to you with some better terms. The chances are
that they will do so as there is normally further
movement but it may need higher authority sign
off.
•

What quantity do I need to order to get the best
discount?
o This comes down to negotiating skills, they may
wish you to take 1000 units which may be too
much for you, but if your research shows that
you can sell three items a day on average then
you may be able to give them a promissory order
for 1000 units spread out over a one-year period.
o I have found many companies in the UK that are
quite happy to take advanced orders on the basis
that you promised to take the stock over a period
of time at that discounted rate. This is a great
negotiating strategy.

You now have a great deal of information about the
product, about pricing and about the competition. So before
you make your final decision you need to do your research.
Sometimes I do this with a company representative present
so that they can see exactly what I’m looking for, this will do
two things for me, one is it will show the representative
exactly how we target our market, it will also give them an
insight in how they need to find products suitable for us so
that they do not waste time with products that are not
profitable
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The first thing to do is check out your competition from the
other retailers that purchase the products and then look at
their historical data to see how they sell or discount
products throughout the sales cycle.
As an example you will find towards Christmas, large toy
sellers will discount lines very early by up to 30% off the
recommended retail selling price, if the lines do not move
quick enough they may discount more heavily in order that
they are not left holding stock. If you are selling the same or
similar products you need to understand this strategy and
ensure that if they discount at heavy margins you can
compete without losing money.
Next is to do a Google search and see what prices people are
asking for the product by doing some price comparisons and
you also need to include shipping in these price comparisons
as some retailers will offer free post, therefore you need to
add the cost of the postage into your selling price.
Then you’re straight onto Amazon, eBay, play.com and any
of the other platforms that the product is sold so that you
can see the existing price, the sales history and have a look
at that competitor to see how good they are at listing the
products, how good their descriptions are and whether they
are a real threat to you I very often find that a number of
these companies are not a direct threat because they have
very poor listings.
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Analyse The Potential Net Profit Net Of
A Product Before You Buy Stock
Question: if I purchase an item for £10 and sell it for £30
free post what is my net profit?
When I am doing my seminars I ask this question, the
answer I get ranges from £20 down to £14. At the time of
writing this book nobody has ever given me a close answer
to the truth.
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Here is a quick example:
Stock cost

£10.00

the physical cost per item from my
supplier

Selling
Price

£30.00

the average price I would expect to
obtain for each item that sells, on that
basis I may buy 100 items, sell 10 at full
suggested retail price, 60 items at my
desired price, 20 items at a clearance
price, 10 items left stock to cover losses
damages returns or failed deliveries.

Packer
Time

£0.60

this will depend on how you will fill
your orders, but in my case this is
roughly the cost we would pay for each
item being picked ready for dispatch

Packaging

£0.80

the added cost of packaging which may
be a small grey bag or it could be a
large box, you need to factor in all or
any packaging materials.

Seller Fees

£5.16

I work on an average cost of 17.2% in
seller fees, this is a good indicator and
is roughly about the figure you will be
charged by Amazon, you also have to
take into account that you will have a
final value seller fee from eBay, as well
as a listing fee, and if they’re paying by
PayPal you will have to pay a PayPal
fee. If you are using Google shopping
on your web store you may be paying
per click, therefore this figure is a good
benchmark.
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VAT-Net
Payable

£3.00

in the UK the VAT rate is currently 20%
when I purchased my item I can claim
the VAT back when I sell the item to my
customer I then have to pay the VAT to
HMRC, so this figure is the differential
between the amount I claim back and
the amount I charge the customer

Free p&p

£4.80

customers love free postage and
packing, but you have to add it into
your overall selling price as DHL or
Royal Mail do not deliver anything free.

Returns
2%

£0.60

I also use the figure of 2% of the gross
value of sales price to put a figure
against the cost of returns, damages,
non-deliveries
or
refunds.
Our
presence rate is less than 2% of our
sales therefore this gives me a margin
per item that I can allocate towards
those refunds and losses.

Gross
Profit

£5.04

in my calculation this represents the
amount of potential gross profit after
the deduction of the cost listed against
the purchase price.

Gross
Margin

50.40%

my calculation this represents the
percentage of potential gross profit
after the deduction of the cost listed
against the purchase price
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In this quick example you will see that I am left with a
potential gross profit of £5.04, this does not take into
account my operational costs: rent, wages, telephone,
consumables, local taxes. Therefore if I was to add that cost
my net return could be as low as £2.60.
I use this spreadsheet as an initial guide when I’m looking at
new product opportunities, if I have a company
representative with me at the time then they are able to see
how I’m working things out which helps them find products
that I may be interested in that will work for me.

Find What Is Hot At Trade Events And
Trade Shows
Trade events are a great way to pick up ideas, contacts and
opportunities. There are numerous trade events throughout
the year and most are held every year at about the same
time. Importers spend many thousands of pounds on the
trade stand, it is their time to showcase their goods, mix
with their existing customer base, find new customers and
also to see what their competition is doing.
The big international trade fairs are held in China, Germany,
United Kingdom as well as other locations throughout the
world, it is easy to find them, just type into Google
international trade shows for the country that you desire. I
spend around 18 to 20 days per annum visiting different
trade events. I have one rule that I will never break at a
trade event and that is ‘I never place a confirmed order at
the event’.
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You have to remember that these companies spend
thousands of pounds to showcase their products, they are
looking for a return on their investment and that return is
confirmed orders from prospective buyers. Now although I
will ask all of the same questions outlined earlier at the
trade event, some agents may not be quite as truthful in
their answers.
You must always come away from the trade event with the
information and do your research, it is always good to speak
to the company after the event and ask them a few more
questions about how well the event went on how well their
products were received along with the other questions
about who has purchased and who will be selling online.
At these events you also want to be asking about their
pricing policy, you need to know what their suggested retail
prices and then you need to know what their internal terms
and conditions are in continued supply of goods to people
who may heavily discount the products. Now there is a
trading law which means you cannot fix pricing, however if
they are selling to hundreds of retailers and each retailer is
discounting to beat the other on price, the product will
eventually just be seen as a cheap line in the market place
and the product will become devalued. You do not want
these type of products, you want ones where there is an
understanding that nobody wants to price cut and that
margins require to be held at good levels. This means you
are all trying to sell at similar prices and it becomes a matter
of how good you are at getting your product in front of the
customer with your marketing and keyword strategies.
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Buying Stock By Tender, Public, And
Trade Auctions
Over the years I have done really well with this type of
purchase, a couple of examples below.

There are always going to be opportunities for you to find a
product and turn it into good cash returns. The key to this is
being observant, if you are purchasing in auction and a lot of
people are excited about a particular piece of stock than
possibly the price is going to be too high so you may have to
look at things that people are not so excited about. As in the
two examples above.
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When purchasing in auction please remember that you will
also have to pay an auctioneers fee, so you need to add the
fee to the price then add transportation costs if there are
any (van hire, Courier collection, travel to the auction to
inspect the goods etc). I have come across a number of
people who have purchased what they thought was a
bargain in auction only to find out that the true market
value is almost the cost price that they have paid because
they got so excited. To purchase in auction you need to be
fairly calm and keep a clear business head-on and know
when to pull out of the bidding.
With auction purchases you always had chance to view the
catalogue which means that you always have a chance to
research online the products you’re looking at so that you
have the best possible chance of purchasing and a price that
is good for you with an opportunity to sell at a price that
makes you money.
Purchasing by tender is a slightly different way of competing
for stock, the interesting thing about purchasing by tender is
that you have less competition, most people do not want
the hassle of having to go and examine the stock, and then
put a formal bid together in which to make the purchase.
Therefore tenders are brilliant ways in which you can
purchase lines extremely cheaply.
Purchasing by tender is normally price driven, so the person
offering the most money for the items in theory should win
the tender.
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However, I work on the basis of offering additional
information to the tender, it may be that funds will be
transferred immediately upon being awarded the tender, it
may be that I will add comments such as we will arrange for
collection of the goods within 48 hours of our tender being
accepted, we may put in there that we will clear away all of
the non-saleable items to dispose of at our own cost to
leave the site, free and clear.
The reason that you will put different things in is to make
your tender look better than just on price, so the company
handling the tender has less work to do and you are giving
them a better benefit, it may be that you take all the nonsaleable stuff which leaves them with an empty unit that
they can then advertise on lease without having to do a
major clean-up.
Success Tip: by offering them some additional benefits to
your tender being accepted, you will also then be looked
upon favourably for future opportunities, and when you
take away the non-saleable items you will always find that
you can put them onto eBay or Gumtree at a small cost and
somebody will normally come along and make a purchase. It
may not be much but it goes towards your costs.

Easy Ways To Find Liquidated And
Bankrupt Stock
Finding opportunities in auctions is simple, you just need to
know where to look, many of the online auctions are easy to
bid on from the comfort of your home/office.
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There are also many trade only auctions held throughout
the UK we can either make sealed bids, telephone bids or
obviously attend the auction in person.
The two companies I’ve listed below host many online
auctions on behalf of auctioneers:
•
•

www.i-bidder.co.uk and they also have a.com site.
www.bidspotter.co.uk and also they have a.com
site.

These are two great places to start your research and you
will find that auctions are listed several weeks in advance so
that you can study the items carefully and create a plan of
how you are going to bid on each particular listing.
In the UK you can also subscribe to a weekly publication
both online and also receive a weekly catalogue of
forthcoming auctions in the post. I have subscribed to this
for many years and have made some really good purchases
from spotting opportunities.
•

www.auctionnews.co.uk

This particular company also produces the Golden Nugget
(in my opinion) of information that if you are fully focused
and prepared to do a little bit of extra legwork you can
actually make purchases of items before they even get
moved to auction rooms or put into tender processes.
They produce a magazine which shows all of the company
insolvencies that have been registered on a weekly basis.
This is public record information that will come through the
courts from winding up petitions or liquidations and other
information obtained from Companies House.
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The information that you will obtain is the name of the
company, the name of the appointed administrator and the
contact details for the administrator.
This is where your legwork comes in, you do a Google search
on the company to find out what business they were
involved with, this is going to give you an idea of whether it
was just a shell company that had no assets, or it was a
trading company that would have had resalable and tangible
assets, or if it was a company that may have held physical
stock for the retail sector.
Once you have identified a company where you think there
may be some saleable and tangible assets or stock what you
then do is prepare a formal letter to send to the
administrator (see sample below). This letter doesn’t need
to be very long it is purely introducing yourself as a potential
interested third party in acquiring the stock or assets of the
company if they were prepared to allow you to make a
formal offer. In this letter you will ask them for a quick reply
and if they have any schedule showing the assets and/or
stock that may be available.
Your first objective is to get that letter over to the
administrator, go to the administrator’s company website
obtain a relevant email address, fax number, physical
address and telephone number.
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Now that you have these details you need to email and fax
the letter over, make a telephone call to confirm they have
received your communication. At this point you will then sit
back and wait for approximately 48 hours for them to make
contact with you, if you have not heard from them within 48
hours then make a telephone call asked to speak to the
administrator so that you can obtain their position and start
any negotiation.
This is a very powerful way in which you can find stock and
make serious money, the job of an administrator is to wind
up the affairs of the company in the most cost efficient way
by disposing of any stock and assets for the best potential
price in the marketplace. The benefit of you approaching
them direct and making them an offer is that this reduces
the time, effort and money involved in advertising, sending
to auction or marketing the stock and assets. So you are in a
very advantageous position to negotiate an extremely good
deal.
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[Date]
[Type the sender company name]
[Type the sender company address]
[Type the recipient name]
[Type the recipient address]
[Type the salutation]
[Ref; company XYZ Limited in Liquidation
I am writing to you to express an interest in the
above named company as you are the appointed
administrator of the company’s affairs.
I am currently looking to acquire certain assets
and/or stock that you may be looking to dispose of
in dealing with the liquidation.
I would therefore, request that you will forward me
any details you have regarding the assets and/or
stock so that I can make you a very speedy and fair
offer to purchase immediately.
I look forward to receiving your reply.
[Type the closing]
Andrew
[Type the sender title]
[Type the sender company name]
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Create Your Own Branded Bespoke Labelled Products
Once you are established and you find products that sell
very well for you, you may want to look at differentiating
the product from that of your competition, the easiest way
to do this is to talk to your supplier about creating your own
branded products, also known as own label products.
A major advantage of going down this route is that you
create an item that is exclusively yours and not available to
any other third party. By creating your own brand or label
you may be able to negotiate better purchasing prices as
you will have to agree to purchase minimum order
quantities.
You will also be changing the product in some way to avoid
any copyright or trademark issues unless you already have
an agreement with that particular copyright or trademark
owner. Now you are building an edge in the marketplace
which means you will obtain greater profits, negotiated
lower purchase costs, although you may have higher storage
costs to take into consideration.
This has worked very successfully for our business in which
we created a number of niche markets where we have
brought our own label product that gives us exclusivity in
that marketplace and is led us to achieve greater profits. A
word of caution, you need to be absolutely 100% sure that
you have a product that will sell before confirm the
transaction. You need to be extremely aware of your
competition.
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You have a number of options in the way you do this, you
can either find a manufacturer or import directly yourself.
Ali Baba is a great place to start looking for good
manufacturing contacts. Or, as I tend to favour personally,
you can go to your existing supply chain and negotiate a deal
that works for both of you. The benefit of using your existing
supply chain is firstly they do not lose your business, and
secondly they are taking the risk and dealing with all the
paperwork of the shipping and importation documentation
for you and if there was a problem, you will be able to reject
them and it will become their problem to deal with the
manufacturer.

Handmade Crafted And Unique
Products That Sell
Many online sellers start out from turning their hobby into a
business, this takes a lot of dedicated focus as sometimes
the great hobby that you had can turn out to be a total
nightmare of the business as it grows above and beyond
your control. Basically there are not enough hours in the day
for you to continue your hobby, run the business and lead
the lifestyle that you desire.
If you are going to go down this route create benchmarks for
yourself, if the product that you produce has a high ticket
value and requires low-volume manufacture or requires to
be totally handmade with your signature (as in a piece of
artwork) then you need to price your work appropriately
with high returns and keep your business small but highly
profitable.
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Using the various platforms that we have spoken about this
gives you an ideal opportunity to market your products and
gain recognition in your particular niche. You may decide not
to use some of the more popular platforms and take your
product to some of the smaller more bespoke platforms
such as ‘Not On The High Street’ for example.
The reverse of that is if you have created a unique product,
you can then look at having all or part of its components
produced in greater quantities, you will need to decide
whether you want to have it mass produced in for
arguments sake say China at a really low cost, or whether
you would want to brand it is ‘Made In Britain’ so that you
can leverage its value to discerning customers that like to
purchase unique items that are ‘Made In Britain’. This has a
great international sales appeal. And if your product is
photographed, marketed and in some cases even videoed
you will be able to obtain a premium price for your premium
product.

How To Find End Of Line And
Clearance Products
When I first started selling online a number of years ago end
of line and clearance products were extremely cheap. I was
able to pick up end of line products from the large multiple
retailers through various brokers at between 7% and 10% of
the recommended retail price.
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As more and more people have decided to start selling
online, car boot sales, garage sales, these brokers have
recognised that there is a bigger market here and we’re now
seeing prices as high as 15 to 25% of the recommended
retail price that they were previously on display at.
Therefore, when you are purchasing these products from
these brokers you need to have a good look at the
marketplace to see what the price has levelled to. If these
items had cleared through at 50% of the recommended
retail price then that is probably where you have got to
position and sell those products going forward. So you’ve
got to be able to make sure using the calculator shown
earlier in the book that the item you are selling still
commands a profitable return.
I come across many people purchase these products and do
not do their research first, and they find they are left with
items that are potentially saturated in the marketplace and
the price is being constantly driven down and they’re only
making 30 to 40% of the recommended retail price.
So there is your warning, research your products before you
purchase them, however, there are many brokers out there
that trade in various other items. They very often sell them
by the pallet, so you are able to go and purchase at fairly
low cost a pallet that may be all one product or a mixed lot
so that you can start trading them online. A lot of part-time
online sellers will go for the branded product before they go
for the non-branded product as they have the perception
that they will get more money for the branded goods.
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There is money to be made in all of the sectors, and a great
place to start is with a UK publication called The Trader, this
magazine is available in most large newsagents, and also has
a website version. This magazine will give you many of the
UK wholesalers and brokers trading in stock and you will be
able to visit their websites to see the various lots they have
available with a good indication of purchase price.

Sourcing Pre-Owned Or Graded
Returned Products
This is an area where you can make very high gains, you will
need to have good storage facilities and you will also need
to be confident in your abilities to dismantle parts, refurbish
items that may be damaged or broken, have the time to test
items before you sell them.
Dealing in graded/returned products is more timeconsuming. When you purchase a pallet or container of preowned or graded items you will very rarely have any
indication for the reason that they have been returned.
Some companies do grade their products so you may get
some clue from that grading, unwanted item, opens not
used, damaged, faulty, warranty return and there could be
many more.
If you are purchasing returns that have been graded as not
wanted or not faulty, you will still need to take them out of
the original packaging check that all of the component parts
are there and that the item works and that it is not damaged
or faulty.
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When you are advertising this type of item it is highly
recommended that you take photographs of the item as it is
showing any blemishes, marks or damage so that the
customer cannot come back to you and say that your
description was incorrect.
When you are advertising a product with a fault, put as
much of the detail about the fault as possible, you will be
surprised how much people will pay to purchase faulty items
if they have the capability to rectify the fault. This is a very
lucrative market as you will be purchasing the items at
hugely discounted prices.
Another favourite for a lot of online sellers is to break items
down into their component parts. These parts have a value
and can be sold extremely well by using model and part
numbers in your keywords when you advertise online. Your
customer base for parts can be other business owners who
run repair shops or the person who already has the item in
their home and is confident enough to create their own
effective repair.

How To Bundle Products To Reduce
Competition
A number of the Internet retailers I speak to who are selling
mass-market products with a lot of competition continue to
‘Sail In The Sea Of Sameness’ and do not look at other ways
of differentiating their offering. Most online sellers will just
try to undercut each other on price.
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This then leads to price erosion, as your competitor notices
their sales drop or that there are price changes happening
on different eBay listings, they will then go and lower their
price below yours, you then do the same, your competitor
does the same and all you end up doing is devaluing the
product and losing any chance of making a good profit.
So you need to differentiate your offering to that of the
competition, one way of doing this is to bundle products, let
us say that you have a miniature blue campervan clock, of
which there are some 20 other sellers selling the same
product. You may also have a miniature campervan key ring.
Why not bundle these together to create a new listing, you
now have a miniature blue campervan clock and key ring gift
set. Now you can do this with almost anything, and it
doesn’t just have to be two items you can make up gift sets
in any proportion. It is down to your imagination and also to
a little bit of research to find out what people are buying.
This way you can leave your competitors to battle out the
price war, but you will have a completely different offering
to your potential customers which will give you the
opportunity to increase your profitability. You can always
then add little extras such as gift wrap and gift messaging
services.
On the basis you market this correctly you are giving your
customer added value, the perception of a superior offering
to that of the competition.

Click Here For Your Free Resources
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Chapter 5 The Secrets To
Great Listings That Are
Easily Found
How To Write A Great Product
Description For Hungry Buyers
Your description of your product is not the first thing that
people see in making their mind up about whether to
purchase your product. Selling on the internet is about the
visual as well as about the written word. Therefore, before
you write your description you need to make sure that you
have got great photographs (more on photography below).
If you have a poor description or no description, something I
see quite often, you have not got a very good chance of
selling your product. Because you are not giving the
customer the opportunity to find out about the product and
understand all the details of the product. When you write a
good description you are also giving the customer your sales
pitch.
Consider the customer in a little more detail, they have
found your item they have clicked through to your
description on the sales page and you have given them the
specification of the product. What you may not have done,
and I see this regularly, is given them a reason to buy your
product. This is your opportunity to close the sale in a
written format.
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So your description is very powerful, and needs to be
treated as your sales pitch and method of closing the sale.
You do not want them to click away onto somebody else’s
page you want them to stay on your page and click on the
buy button. customers a very good at following instructions,
so you need to instruct them in the description to go and
place the product to their shopping basket or click the buy
now button. If you tell them to do this you have a greater
chance of them actually doing so.
So below are a few key points to remember when writing
great descriptions:
•
•
•
•
•
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tell them positively how good the product this
tell them the features along with the benefits of
buying your product
give them easy options to buy, free post, gift wrap
etc
tell them to make the purchase ‘Add To Basket’
if your product has features against other competing
products tell them benefits of those features
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Why You Need To Help Customers
With Accurate Product Dimensions
Giving customers accurate dimensions of both the product
and the packaging, is a really top-quality idea. First of all it
reduces the inbound emails to you by then asking you what
are the dimensions of. Where possible it is always useful to
list the dimensions is in both imperial and metric
measurements, as this satisfies both markets and you are
leaving less for your potential customer to have to do for
themselves, which means they are less likely to click away
from your page will.
Something I see very often is that people will put the
dimensions in small font or near the end of the description, I
would suggest that you put the dimensions in the most
appropriate place in the description and also make sure that
they are clearly visible and not hidden.
Putting the dimensions of the packaging within eBay is fairly
straightforward, the Turbo Lister spreadsheet templates,
and the eBay listing template has those boxes already set
up. By giving the customer the dimensions and of course the
weight of the item will help them in their buying decision.
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A product that we have sold quite regularly in the past is a
concrete garden bench, it weighs approximately 25 kg
boxed. Part of our target demographic for this product are
elderly and retired customers. Therefore, because they have
been given the weight of the item when it has been
delivered they have been able to make arrangements with
friends, family or neighbours to assist them to assemble the
bench. On this basis they are also able to ask friends, family
or neighbours if they will be prepared to assist them before
they can make the final buying decision.

How To Use Brilliant Photography To
Create Sales

A great photograph should be very clear and crisp, have a
plain white background, you need to make some small
lighting adjustments to remove shadows, if you are using a
material backdrop then you need to make sure there are no
creases in the material.
Take a number of shots at different angles. You have then
got the opportunity to find the best shots of that particular
product. Where possible I would avoid using the supplier’s
stock photographs other than as secondary photographs
rather than primary photographs.
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Do not put borders around the photograph, do not put text
into the photographs as the platforms that you’re selling on
do not like it and could remove your product from sale
altogether, now if Amazon removes a product you will not
know about it until such time as you notice it is no longer
there.
This is not a book about product photography, so what has
the photography got to do with your description. The
answer is quite simple they see your photograph before
they see your description, so they are going to click through
onto the sales page from the photograph of your product
and/or the detail in the title (which I will be covering in the
next chapter)
Success tip: when you take your photographs your camera
will automatically upload them to your computer normally
with a numerical reference that is generated by the camera
that you are using. What most people do is continue to use
that numerical reference. I want you to do something
slightly different I want you to use keywords to retitle that
photograph. A photograph that is uploaded with keywords is
searchable by the search engines. So your keyword strategy
also applies to your photography.

Your Sales Will Increase By Using
Video
This is one of the biggest secrets about eBay that nobody
knows, you can use video in your sales page.
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I think this is absolutely brilliant and I know every time I
show people in my seminars and workshops how to do this
and also how easy it can be to do it. They’re absolutely
amazed.
When you are listing an item in eBay and you go down to
the description box at the top of that box, it will show you a
standard and HTML tab. If you click on the HTML tab, you
will see that it will go to unrecognisable writing in code. It is
in there amongst all that code that you place the embedded
code from the video you’ve made so that it can be seen on
eBay.
Now this sounds all very technical, because none of us really
understand how HTML code works unless we are a
computer programmer. You don’t need to know a lot about
how HTML works. It is really straightforward.
If you have a product that would be better shown off with a
short video then make one, ensure it looks professional and
it follows the guidelines for taking photographs as above. I
use a turntable to get 360° views of my products, I also use
videos made from still camera photographs.
The easiest way to find out how to use video is to either
book on to one of our workshops, become one of our
members or go onto Google and search loading video onto
eBay.
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When you write your description on the sales page where
you want the video to appear type in a line of approximately
20 x’s xxxxxxxxxxxxxxxxxxxx. This will act as the marker on
the description page where the video is going to appear, and
when you switch over from the standard page to the how
HTML page you will see that row of x’s buried in amongst
the HTML coding.
EBay will accept video from several different platforms, the
most popular is You Tube. So once you’ve made your video
you will need to export it up to your YouTube account, then
you will need to go to the share button and click on the
embedded code button. A box will appear below with
another set of HTML code. You need to ensure the checkbox
is ticked for old code, this is very important as eBay only
accepts the old code version at this time.
You then copy the old code from You Tube go back to your
eBay description page highlight the 20 x’s and paste your
code from You Tube over the top of them. You then switch
back to your standard page and you will see your video is
already there with a play button.
Now if you have a number of still photographs and you
saved them in a cloud based system you can copy the HTML
code in exactly the same way and have your still
photographs placed in your description.
You can also put your still photographs into other pieces of
software that will create videos for you, then you can make
a video from your still photographs and place it in your
listings in exactly the same way after you’ve uploaded it
from the software package you choose to You Tube.
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Once you have mastered this on eBay and let’s assume you
have a stand-alone website. You can then also put video
very easily onto your website. Assuming that you have made
your video keyword rich, both on eBay, You Tube and your
website, this means you are pushing your page rankings in
Google a lot higher as video is highly searched and highly
ranked by the search engines.
The topic of video and turning still photographs into video is
a topic all of its own, you can find out more by visiting our
website at www.h2so.org where you will find direct links to
this particular topic by a replay able webinar, and
membership site or our events page for our workshops.
It is estimated by some commentators, that video over the
next few years will account for some 80% of online searches.
Therefore you need to get yourself a good video strategy.

Why You MUST Offer Fast And Free
Delivery Options
Everybody likes free delivery, you and I in the real world
know there is no such thing as free delivery! The cost of the
delivery has got to be added into the price of your product,
it is coming out of the gross profit you are making on that
product.
If you are selling volume related products that are price
sensitive then you will probably offer the basic standard
delivery which will be your cheapest option and you will add
that into your price. From there you can then offer them an
upgrade within the eBay structure.
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This allows you to offer a number of postage options, for
example:
1. Free post, standard 3 to 5 days delivery.
2. Upgrade plus cost: 2 to 3 days delivery.
3. Nextday guaranteed: nextday delivery
You have similar options for European and international
shipping as well, there are two rules that are currently worth
considering when selling on eBay, to help you improve your
listings page ranking, you should always try to use a freepost
option and a nextday guaranteed delivery option for the UK.
At the time of writing, this is one of eBay’s criteria in
allowing you to have higher positions in the page rankings. It
currently also has implications and whether your Top Seller
status symbol is displayed next to your item. Therefore,
eBay are heavily promoting free post and nextday delivery
options, so you need to be promoting those across eBay and
all of your platforms for consistency.
If your standard settings are 3 to 5 days then the customer
will be anticipating the item delivery within that period of
time and eBay will advise them of that at the point of
purchase automatically, so this is another place where you
can over deliver on your service to get great feedback.
If your customer chooses one of the other postage options,
eBay will advise the customer of that accordingly at the
point of purchase. You also have the flexibility with eBay to
state the latest time in any particular working day, when
nextday delivery can be guaranteed. We use the default cutoff time of 2pm, this allows us to ensure we check for sales
at that point and have enough time to ensure the item is
dispatched.
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You can set your pricing for the next day delivery as
required, you may also want to add a little bit of margin to
that price as this customer is jumping ahead of the queue.
You will have obviously worked out the price of the item and
will set it in the shipping details accordingly, plus a small
margin.
Although you can set your default shipping within the
settings of eBay, you can also do shipping overrides for
individual items that require a different pricing structure.
This is great for selling items to the Highlands and Islands,
Channel Islands, Northern Ireland, Isle of Man etc. You are
able to offer them services which are appropriate and price
them accordingly, your find that services from the UK
mainland to these areas are normally more expensive (this is
with the exception of Royal Mail letters in small packets). .
Always offer your customers the choice of expedited
delivery, even if you personally believe that it is expensive, it
is up to the customer to decide whether it is expensive not
you, the customer may have a particular need of that item
quickly so the cost of postage becomes irrelevant.
We have a particular line of products that sell for £3.50,
freepost in the UK, for a customer to have them expedited
to nextday UK delivery the extra charge is £4.99. We sell
hundreds of these items every week, and every week we
have lots of people that pay the additional expedited fee to
get the item next day. So they are paying more for the
postage and the after the item.
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Ask Customers For Reviews Of Your
Product
Once you have sold your item, and the customer has
received it you may wish to ask that customer for a review
of the product. More reviews you get on a product the
higher that product will be profiled within the eBay search
criteria. EBay likes products with good reviews, Google and
the other search engines also like good reviews.
You should obtain as many reviews as possible and
continuously obtain reviews on products even where you
may already have a number of reviews. It can only give you
more visibility within the search criteria.
The way to get reviews are quite simple, you ask for them.
•
•
•

•
•

Send a thank you note or email several days after
delivery of the product and ask for a review.
Send them a link to the review page and the eBay
site.
Offer a discount on their next purchase if they leave
you a review (you do not want to do this from the
point of view of bribery, you do want good and bad
reviews, the reward of a discount on their next
purchase is to thank them for taking the time and
trouble to post the review online).
You may offer to send them a free gift once a review
has been posted, same principle applies as above.
Do not try to get fake reviews, you need genuine
reviews from genuine customers who have
purchased your product.
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Reviews are becoming more and more important to the
customer shopping habits, you only have to look at the
success of Trip Advisor, before you book a hotel or a holiday
online most people will go and look at the reviews on Trip
Advisor and that helps them formulate their buying decision.
So you need to switch on to getting product reviews and you
need to put a plan in place to make sure that you regularly
asking customers to leave you a review.
If the review is bad then you need to deal with the negative
points in the review as far as that customer is concerned and
ask them to amend the review to reflect your good
customer service assuming that there review is an honest
review of your product. If the review is in any way offensive
or is not dealing with the product, you can always make
contact with the customer service team who may be able to
remove the review from the site.

Click Here For Your Free Resources
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Chapter 6 Great Titles That
Sell More Of Your Products
Why Is The Title So Important To Get
Sales?
What is a title, it is a set of primary keywords that are used
by search engines to match the data the potential customer
has typed into the search box with the product you are
trying to sell.
I see so many titles that have virtually no keywords, which to
me is unbelievable. Consider for a minute you are the
customer looking to make a purchase of a camera. Now if
you just put the word camera into Google you are going to
get millions of search hits as it is too broad. So if in your
listing you only put in the title as a word camera you are not
going to be easily found.
Let’s say you put in the wording Canon camera, now you
may have a slightly better chance of being found, however
you still haven’t put in enough detail!
Now let us suggest that you would put in Canon camera
DSLR 6100, now you are giving an exact match to a model of
a camera so you are bringing yourself up in the search
rankings, so these would be primary keywords used as a
string at the beginning of your title bar.
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You have got to find other keywords which may be
secondary keywords that would also help your product to be
found. Secondary keywords could be ‘photo image
stabilising photography zoom lens video technology fast
shutter speed’ etc.
You will notice that I have not used words like ‘and the look
cheap best bargain sale price brand-new’ to name but a few.
Your title is so important it needs to be highly keyword rich,
the wording that you have got to put into your title needs to
be relevant to the product, and it needs to be words that
somebody will sit in front of their computer and physically
type. You need to get your mindset into a position where
you look at your keywords differently. Your keywords need
to reflect the words that somebody puts into the search bar
to find the product they are looking for.
If somebody wants a Canon camera DSLR 6100 there is a
good chance that they are going to type that in as a keyword
string, so you have got a good chance of your product being
found. They may also decide to type in a broader search
looking for Canon camera video, those may be the features
that they want so you now have got three of those
keywords in your title.
Hopefully you can follow the logic of using good quality and
accurate well researched keywords that will work so that
you can leave out the words that are wasted. Consider every
character that you have in your title bar as currency, that
currency may be the difference between financial freedom
and no income.
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Have A Keyword Strategy That Works
To Get Great Results
Where do you find keywords, there are lots of places you
can look, one of the first things to do is to type the product
title into Google and see what comes up on page 1. Then
you want to have a look at the organic search results. These
are the ones that have got to the page 1 of Google without
using one of Google’s marketing strategies or paid
advertising. You can always tell which ones these paid
adverts are as they are normally set within a shaded
background. Organic searches normally appear on a plain
white background.
The listing that is on page 1 of Google and has got there
organically will have some clues, so the first thing you need
to do is click into that link and have a look at their title, have
a look at the wording that they may have used in the initial
description, on header tabs, and if possible on photographs.
This will give you some clues into some keywords you may
not have thought about. Then go onto Amazon, when you
search for the item in Amazon’s search bar it will also
prompt you with other options in a box just below the
search bar when the result comes up. Again these are clues
to keywords that are available.
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Google have their own keyword tool, which is designed for
people who wish to use Google trends or Google adword
campaigns, the tools within Google are free to use, they only
become chargeable if you decide to use the information on
a particular campaign. By doing your research you will be
able to find good quality keywords that you can use as
primary keywords for the product title and also as secondary
keywords in your product descriptions.

How To Find Short And Long Tail
Keywords
Going back to looking at the word camera, that is a short
keyword, it is one word and if you put that into Google it
would have millions of results, years ago people used to
search online in single or double words (short tail keywords).
Today however people tend to search with more words or in
short sentences (long tail keywords) so when you are doing
your keyword analysis using Google you want to see if there
are any long tail keywords searched regularly within the
country that you are targeting your product,
if there are good-quality long tail keywords and they are
searched regularly enough to make a difference then I
suggest you look at using those long tail keywords in your
titles where possible and your description.
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There are some other tools on the market to help you, this is
where things may become chargeable. Personally I use some
software called Market Samurai, this allows me to put in a
keyword and it will generate for me additional keywords and
keyword strings (long tail keywords), I can then analyse
those keyword strings in greater detail as this software
allows me to drill down using laser focused keyword analysis
so that I can target my marketing directly to good-quality
long tail keywords.
You do need to pay for this type of technology, and there
are others available, however this gives me the opportunity
to maximise my marketing message and have my products
sales pages found online at a higher ranking than would
normally be the case.
Success tip: eBay allows you to put in hidden keywords (this
facility is only available when you’ve upgraded to basic shop
or above) in the relevant shop category or sub category of
your listed your product.
1. The first two lines are for primary keywords that
relate directly to your product
2. The remaining six lines are for secondary keywords
that relate to your product
3. Each line allows you a maximum of 60 characters
including spaces and punctuation
4. You should put a space after each word or comma
for a string of words to make a phrase
5. You can enter your competitors details or branding
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here as it is hidden
6. If you are selling Canon products, you can put the
most popular Sony product details
7. You cannot use the same keyword more than three
times

This is a great feature, and there are so many online retailers
selling on eBay who do not use this feature or even know it
exists. I have carried out numerous reviews for clients of the
rebate sites only to find that they did not even know that
this existed, and when they were given the tools to actually
utilise these features they have seen a big increase in the
sales.

Click Here For Your Free Resources
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Chapter 7 How To Use The
Seasonality Checklist
Some Positive Effects Changing The
Keywords In Your Titles Can Have
Now that you have a brief understanding for the necessity of
obtaining good keywords you now need the rest of the
action planning, if you are selling products for Mother’s Day
you need to have Mother’s Day in your title and as part of
your hidden keywords at least eight weeks before Mother’s
Day. This is because Google will take a little while to start
ranking your page, for the new keywords and the other
positive affect the changing your keywords to a particular
event is you have actually made a change in your product
title, description and hidden keywords which is another
positive when the search engines are looking for changes
and updates.
Therefore if you have a product that you would normally sell
all year round and you do not make any changes to the
keywords, titles or descriptions then Google may start to
reduce your position within the searches due to inactivity.
So look for reasons to change your listings, may be look at
seasonality or annual event dates and make those changes
to have a major positive impact on your online business.

www.h2so.org

www.h2so.org

The Best Way To Manage The
Seasonal Fluctuations
This sounds easy although it does take time. Time which you
should spend wisely on planning ahead for the seasons. The
best way to manage the fluctuations and maintain positive
cash flow throughout the year is to develop a detailed sales
and inventory plan from historic sales before the season
begins.
Use this plan to guide the purchase of your inventory to help
benchmark when you need to take product from your
suppliers, how long it will sit on your shelf, which weeks of
the key weeks for selling that product. Halloween, this is a
very short selling spike in the annual calendar. It comes
around every year without fail in most Western countries.
Order your stock early, start marketing it from analysing
data to ascertain when the trend for online searches starts,
Plan to sell out unless you want to keep the stock until next
year. What is the latest cut-off time you can sell it to have it
delivered to your customer.
Planning takes time you may think you do not have, but
invariably if you take the time to plan carefully your sales
will be greater and far more profitable than those that
don’t.
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Before you begin the planning process look at what you sold
in the past. If you are a new business and this is your first
selling season, talk to trusted supplier representatives,
research the Internet trends by using Google analytical
tools, look at competitor’s websites and study their
marketing campaigns. During this planning process you not
only need to look at the historical events, you may need to
consider the weather conditions for previous year’s sales,
were the other national or world events that had an impact
positively or otherwise, exclude any special orders or special
promotional deals you may have had which were one-off
opportunities.
You also need to look at the sales cycle: use the assumption
you purchase 100 units to sell online and there is a four
week period in which online activity trends at a peak (i.e.
Halloween). If week one is your launch and you sell 10 units;
week two is the peak purchasing period you sell 60 units;
week three is the last minute purchases and you sell 20 units
with 5 units being purchased after the event for no
particular reason - you will have sold a total of 95 units.
Therefore you need to allow for the cost of the remaining 5
units. Also you will need to work on the basis that you are
going to have some refunds due to non-delivery, breakage,
returns under the rules and regulations adopted by the
selling platforms. Therefore this may mean you will only sell
90 units profitably.
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How To Effectively Manage The
Seasonal Plan
A question you need to ask initially is very basic; what is the
most likely level of sales from the stock I am going to buy
(excluding any special orders) by month, week or by day. It is
very important to understand the question that you have
just asked yourself and realise that you are asking what is
the most likely level of sales, not how many could I sell. As
you could easily get into trouble if you plan the latter.
Consider the following in your seasonal sales plan: Review
the prior year/s sales history. Make allowances and
adjustments for unusual events such as weather, periods of
out of stock issues, one off promotional sales, special orders
etc.
Factoring increases or decreases based on current sales
trends and the potential of sales levels for the up and
coming season with a review of your competitors marketing
strategies.
If you are a niche product seller check to see if there is any
new competition in the marketplace that will either effect
your sales or will be likely to market heavily against your
own marketing strategy.
If one of the major multiples have purchased the same niche
product as you try to ascertain how and where they have
purchased and look at their historical sales strategy. It may
be that you need to take a very uncomfortable decision and
no longer sell that particular product due to the level of
competitors that have come into the marketplace and
squeezing the margin for profitability.
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Marketing plan. In addition to having an online presence,
press advertising, direct mail, media advertising how are you
going to reach your potential customers? What makes you
unique and different? What do you offer that your
competitors do not? All these questions need to be
considered when putting your marketing plan together.
Hours and staffing levels. You need to determine whether
you are going to have to increase your cost base in either
hours worked, temporary staff, longer hours, overnight
working higher volumes of postage and packaging materials
on hand to deal with the increase in sales.

Easy Ways To ‘Cost Effectively’ Plan
Your Stock Levels
Once you have put your initial plans in place the next step is
to build your inventory plan, the question is how much stock
you will need on your shelf at any particular time, what is
the continuity of supply from your supply chain, what is the
opportunity to purchase additional stock levels to deal with
one-off special orders, how much notice does your supplier
require to ensure that they have adequate supplies in the
warehouse to meet your requirements.
Plan your discounts ahead of time:
•

What is your recommended retail selling price (RRP)?

•

What is your launch selling price?
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•

What is your promotional discount selling price?

•

What is your last minute reduced selling price (if
required)?

•

What is your clearance selling price?

Planning your discounts goes hand-in-hand with planning
your sales and stock inventory and will also decide where
your profit margin is going to reside in the sales cycle.
Therefore you need to keep in mind that you need to
protect your gross margins in your cash flow when you are
doing your clearance selling prices.
You may also want to plan an early clearance if your
competitors use heavy discount tactics or if weather or
other unforeseen events this for the normal selling
opportunity a decision will be required during the sales
period that could have a major impact on your business.
Managing the sales means that you need to take regular
readings of the sales and sales trends during the sales period
adjusting your sales plan accordingly along with your
inventory and advising suppliers accordingly on increases or
decreases of your requirements. If the sales are slow or you
fall behind plan make the decision and start the process of
discounts early and low so that you do not end up making
massive discounts all at once. Look behind the sales to get
an understanding of why you may have to make
markdowns, you need to be switched on and smart and
asking the questions like: why is it not selling? Do the
customers not like it? Is the product not visible? Is the price
correct in the competitive marketplace? Is the economic
climate against you? Has the lifespan of the product
expired?
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Always remember the customer is not necessarily looking
for the cheapest price, they’re looking for good value from a
reputable supplier that has a good history of looking after
their customers to you need to balance your sales position
between perceived customer value and price.

Knowing Your Demographics Brings
You Results
Understanding who your customers are in relation to
specific products can be extremely useful in a similar way to
that of the seasonality checklist. If your product has a target
market of wealthy retired individuals, then you need to
understand how those people buy products online, you may
need to change the language to attract that market which
could be very different to the language you would use in
your sales page to attract a teenage market.
You may also want to target certain income brackets, you
can obtain official statistics very easily, in the UK you would
go to the Office For National Statistics, other countries will
have their own version and of course you can use the
Internet to obtain data.
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Knowing your demographics means that you are going to
start targeting people by gender, income, age, job status,
family status etc. Having this information can be extremely
powerful when you are putting your sales page together, so
that you can target the wording of the item to that
demographic that you’re wanting to sell to. You may even
consider putting in certain keywords or phrases either in the
title or in the hidden keyword section to attract more of
your desired customers.

Click Here For Your Free Resources
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Chapter 8 How To Use eBay
Marketing Strategies To
Convert More Sales
What Is The Right Strategy For You
Picking the right marketing strategy is always going to be
something of a personal preference, with eBay you have
some marketing opportunities to drive your business
forward. One may be absolutely perfect for you and the
others may be something to review for the future.
As eBay’s position is growing in the marketplace, we are
seeing them coming out with more strategies to help sellers
compete better in the global marketplace. A note of caution
in that when you’re looking at the marketing strategies and
offers you need to be mindful of any costs involved and
what that is going to do to your bottom line. They may be
direct costs that eBay are going to apply or they may be
costs that you are going to incur by discounting product.
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How To Create Huge Discounts With
Sale Prices
EBay has a very different system to say Amazon. When you
are listing sale prices, obviously, you will need to have a
minimum of a basic shop. You will not be able to offer
discounts on newly listed items for the first 28 days. You can
then have a sale price for the item after the initial 28 days
on the basis that you have not changed anything in the title,
price or description.
Therefore if you are going to list items at a higher price than
normal. So is that you can promote a discount of up to
approximately 50%. You need to have your items listed well
in advance. Your listings will also need to be ‘good until
cancelled ‘in duration box.
You can plan your sale to start ahead of time, however, your
sale period is 1 to 14 days. This means if you want to have
an item that is going to be in a sale for a prolonged period of
time or you want to show it with a price discount for a
permanent period of time, you need to set yourself up with
a strategy of resetting the sale every 14 days.
My personal strategy was to ensure that a sale started on a
Thursday morning at 11am and finished in 14 days on a
Thursday at 4am. This meant that every second Thursday
morning I would ensure the sale was reactivated.
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If there were no changes to the sale. It would take no time
at all, in the dashboard in your shop settings you are able to
create numerous groups of sales, this means you need to
put a strategy in place. In the members area of
www.h3so.org, we have a very useful video that takes you
step-by-step through the process.
Once you have completed the sale process, a couple of
times you will become extremely familiar with it and you will
find that it is fairly straightforward. It does have a slight
complexity at the very beginning. Having said that you have
some restrictions in using sales strategies within eBay, it
does mean that you comply with rules and regulations that
state, you cannot sell an item at a sale price for a reasonable
period of time. 28 days in the UK is deemed as a reasonable
period of time for the item to be on display at the higher
price or the recommended retail price. Therefore you will
always be able to prove that you have had your item at that
higher price if it were ever to be challenged by the ASA
(Advertising Standards Agency).
As we already discussed, eBay have four ways of selling your
item:
•

Auction lasting up to 10 days where the item will be sold
to the highest bidder. You can put a reserve on the item,
if you want to start the price low (say 0.99) to gain
attention, but wish to have some protection in the
amount your willing to accept.
o When you are selling in auction format there
should be a few things that you consider, the
time at which the auction starts, which will be
the time and the day that the auction will finish.
So if you are listing items at 2am and you want
www.h2so.org
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•
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them to finish on a specific day at 7:33pm, then
you will need to select and enter the start time
during the listing process so that it finishes at the
date and time you require.
o Whenever you are listing an item in auction you
also need to consider what will be happening at
the time you want the item to finish. You will not
want items to finish during major sporting
events, television programmes or events or times
where there may be specific activities that will
reduce the potential number of bidders.
o I always recommend that you check the
television listings as a minimum, before you
decide the time you want the auction to finish.
o With auctions, also look at the demographic of
the product you are selling, if it’s children’s toys
where you want the children to have influence
on the parents, you may not want it to finish at
10 o’clock at night, if it is items that are designed
for a mature buyer, you would not want those to
end at 5 o’clock in the evening when most people
are travelling home from work. So always
consider the demographic of your potential
customer, and when that potential customer is
more likely to be in a position to make the
purchase.
Auction with the option to Buy It Now, please be aware
that at the time of writing. If you use this option and
somebody bids on the item the buy it now option will be
removed and it will stay in auction format.
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•

Buy It Now option which is becoming ever more popular,
so that customers can just make the purchase through
their shopping basket and if you have a large quantity of
these items you can just leave them advertised getting
the repeat sales.

•

Buy It Now with the opportunity for them to Make And
Offer option, this option can be useful if you wish to list
an item at a high price and you require to test the
market to see what people will offer you.
o When you use this option, you are given to boxes
that you can tick in order to control the offers
that come to you:
o the first box will be the minimum price that you
will accept that if the buyer offers you a price
between your buy it now price and minimum
offer price. EBay will automatically allow the item
to be sold. Letter say you have an item on sale at
£97, and you are prepared to accept £72, if a
customer offers anything between £72 - £97.
Your sale will be immediate and automatic.
o You also have the option to put a price in which
you would decline automatically the offer they
have made. So using the above figures you may
state that if anybody offers you £60 or below that
is an automatic decline. Customers have up to 3
offers and then they will be blocked from making
further offers and would only be able to purchase
it at the buy it now price. This acts as protection
for the seller to stop people putting in numerous
small bids.
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o Let us say that in the example above a customer
was to offer you £68, this would be emailed to
you as an offer for you to consider, you are now
in the position of deciding whether you wish to
accept their offer, decline their offer or make a
counter offer.

How You Can Create Cross Promotion
Marketing Campaigns
Cross promoting allows you to show other items to your
buyers. It is a powerful tool to give buyers more options
with their shopping experience. Showing other items can
help you sell more items per buyer, and sell to more buyers.
Your items will appear with thousands of other listings and
in emails to drive traffic to your items and your shop. You
can act as the salesperson, showing the right items at the
right time.
Buyers can see your other listings in several ways:
•
•
•
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When a buyer places a bid or chooses Buy It Now for one
of your items they'll see up to 12 of your other items.
In emails to buyers who are watching your item, or who
asked to be notified when one of your listings has ended.
In their My eBay when the buyer has designated you as a
Saved Seller or Saved Shop.
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Buyers see the first picture you uploaded to a listing in the
cross promotion and have the option to click through the
link to the actual item. When using the cross promotion
option other sellers listings will be displayed on your pages.
Currently only a few people are using the strategies, so you
are in with a good chance of creating additional income or
moving lines that have been sitting in your warehouse for
some considerable time.

Use The About Me Option Wisely
I come across numerous sellers that do not utilise the ‘about
me’ option to its full advantage, about me is about building
trust with your potential customer base and utilising it with
secondary keywords.
The about me page is exactly what it says it gives you the
opportunity to put several pictures along with a reasonable
quantity of written text that you can use to tell your
customers about your products, services, your team, your
customer service, basically all the great things about you
and your business. That the customer can benefit from.
Let’s say that you are a specialist retailer in a market where
people require help or advice about choosing products, this
type of information could be absolutely vital to them getting
a good feeling about working with you as a professional
seller in that marketplace that understands the
requirements of the customer and the products that you
sell.
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Not everybody looks at the about me page, however, the
ones that do are probably more serious about making
purchases and also repeat purchases.

Export Your Listings To Other Search
Engines
As an eBay seller, you can set up partnerships with other
companies, such as product search engines, to help drive
traffic to your listings. If you're a seller and you need a way
to provide your partners with up-to-date information on
your listings and web addresses, you can request a
downloadable file with information about your Shop
Inventory listings.
Your file will be available as a URL to download. You then
have to make arrangements with the third-party partners to
download the file from the URL. The file can be downloaded
a maximum of 50 times per day. EBay will keep the file up to
date.
However, eBay are not responsible for coordinating how the
file will be used with a third party. This is your job. The file
will remain available indefinitely. So whenever a third party
goes to the URL to download the file, it will contain the
latest information about your Shop Inventory listings.
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This is a great and underused method in getting your listings
in front of millions of people, you may want to link it into
Google or many of the other platforms, you do need to be
aware that certain platforms may charge you and that eBay
does have certain policy guidelines that you would not want
to breach in using this powerful tool.

Click Here For Your Free Resources
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Chapter 9 Create ‘Wow’
Factor Visibility, Credibility
And Feedback
The Customer Is Always Right!
As far as the customer is concerned they are the most
important customer in the world, the moment you start to
argue with them you’ve lost. When you have issues, which
you will, you need to accommodate them and deal with
them. What you’re looking for is a win-win solution. This
means that both you and the customer are happy (or at
least accepting of the situation).
If you argue with the customer because you know you are
right you just created a win - lose situation. You win and tell
everybody that listens you told that customer a thing or
two! The customer loses, feels very aggrieved, leaves you
negative feedback, may open a complaint case against you,
and they have lost. Guess what you have also just lost a
customer and some credibility.
You could go the other way, get really wound up about it,
and tell the customer that they can just have what they
want and they can shove it. Now you just created lose - win,
you lose and feel very aggrieved, say to yourself why did I
ever get into this business and the customer feels delighted
that they got what they wanted when they demanded it.
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Is it not better to go for a win-win solution? Where both you
and the customer mutually agree on the solution and you
are both happy with the outcome. If your customer service
is as good as that and you have every chance of making
further sales to that customer and to that customer circle of
friends, family and acquaintances. Not only that but they
will probably leave you good feedback about your excellent
customer service.
I am aware that this may cost you financially if you have to
put the situation right, and it may not be an issue that you
created, the fact is you need to go for win-win, not win lose
and definitely not lose win.

Manage Your Customer’s Expectations
Under Promise And Over Deliver
When you sell an item the customer will get an anticipated
delivery date from an automated email, this anticipated
delivery date depends upon the settings that you put into
your eBay account (assuming you change them from the
default settings when you open your account), this is of
course assuming that you are using your own delivery
service and not fulfillment services or Amazons FBA services.
The rule here is make sure that all items go out on the next
working day. There are times where you can to find that
your items will arrive before the anticipated delivery date
and its little things like that that help to get you positive
feedback.
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Use great packaging materials, I know we have issues
around recycled and sustainable packaging, however you
have also got to look at the customer’s perception of what
they receive. If you use old reused boxes or packaging that
looks as if it has been used several times that is going to
affect your feedback from that particular customer and they
will feel that the item has not received the special care and
attention that they would expect as a recipient. So by all
means use ethically manufactured and sourced packaging
but ensure that the customer receives the correct
impression when they receive their item.
For those customers who purchase items and pay additional
costs for expedited delivery make sure they go by next
working day delivery, that becomes so impressive that again
your customer is going to leave you good feedback and
potentially give you repeat business.
Manage your telephone system, if you are working from
home the last thing you want is a telephone call coming
through and interrupting the task that you’re working on, if
that is the case ensure you have a good quality answer
machine and leave a very personal message inviting people
to leave their contact details and let them know what time
to expect a return telephone call.
When I first started out and we were busy we would leave a
message on the answer machine thanking them for the call,
that we were unable to take the call at that moment
because we were dealing with other customers and we
would phone them back after 4:00 pm that day.
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This did two things, it managed their expectations of
receiving the return call, it also left us enough time in the
day to deal with any customer service issues if we needed to
send out a replacement item or we needed to upgrade
somebody from standard delivery to expedited delivery.
If you are a very large business and have an automated
answering system that directs the call to the relevant
department, you must ensure that those calls are rooted
through extremely efficiently,
if when rooted through they go to an answer service please
ensure that your customer service representative has left a
personal message as outlined above. I find it extremely
annoying when all I get is a message ‘the person at
extension 23 is not available and their mailbox is full’.
Systems like that tell me that you’re not customer focused
or you’re too big to care.
If you do have a customer service team, then you need to
test your customer service. I come across many companies
that believe they are doing well and never test or mystery
shop their own services. If your company is big enough then
test them yourself, if not ask somebody else to make a
purchase and test it for you. It is advisable to test your own
customer service at least 3 to 4 times per year. At least once
in a very quiet trading period and then again during peak
seasonal spikes where you are extremely busy. You may be
surprised by your own results.
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Why You Should Always Personalise
Your Email Replies
One of your measured metrics on eBay is your
communication, you are expected to respond to customers
in a reasonable, timely, professional manner. It is the
customer’s discretion to mark you up or down when they
leave you feedback, by rating your communication 1-5 stars,
1 being the lowest and if they leave the lowest score this can
go against you potentially leading to your account being
restricted, more on this in the next chapter.
I am sure your thinking I know I will set up an auto
responder. Auto responders have a role to play in which you
can help manage the customer’s expectation by stating
something like:
•

Thank you for your email, one of our customer service
team will contact you personally as soon as possible. Our
offices are open Monday to Friday 9 am - 5 pm UK time.
We look forward to being able to assist you and once
again thank you for contacting us.

A quick auto reply like this means that the customer will
have a good idea on when to expect a response, and if
they’re an international customer they will be able to
appreciate the time zone difference.
It is also useful to compile a standard template so that
you have a proportion of the email reply already
completed so you only have to put in the required
information that is unique to that customer’s enquiry:
Thank you for your question,
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I hope this answers your question and if I can be of any
further assistance please do not hesitate to make contact.
I look forward to receiving and dispatching your order…
Regards
Thank you for your email,
If I can be of any further assistance please do not hesitate
to make contact by email or telephone
Regards

When these replies are sent out, ensure they are
personalised from the person who is dealing with the email.
Make the customer feel valued rather than signing it off ‘the
customer service team’ it’s the small details that can make
the customers experience fantastic.
Where appropriate you should also provide other contact
details, however always make sure your emails are rooted
through the eBay platform, this is to ensure that if there is
ever any follow-up action or the eBay customer service team
needs get involved because the customer opens an
complaint case against you then you have a complete
history that the eBay representative can see so that any
formal decision on Complaint cases are made with all of the
factual information. More about complaint cases in the next
chapter.
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Make Yourself Visible To The
Customer
Customers want to feel that they are dealing with a
reputable business, therefore I would advise never to use a
PO Box number. This may be a personal preference issue for
yourself, but most people feel more comfortable if they
have an address which is real.
For those of you who are working from home, you can
change part of the layout of your address by adding your
company or business name so it may read ‘my business Ltd,
18 the street, any town’. This will give your postal address
the feel of the business.
If you feel uncomfortable with this, you can always search
online for companies that will provide you with mail drop
addresses in your local area, very often these are situated
on business parks or services provided by high street
retailers.
Making yourself visible to the customer by providing
business addresses helps them feel that you are genuine.
Some customers will put your address into a search engine
to check you out before they buy.
If you have a genuine business address or are quite happy to
use your revised home address then you need to ensure
that you have registered your details with Google, it’s a little
bit like Yellow Pages in that if you register your business
with Google and you can provide photographs of your
business premises you can have an entry in the ‘Google
directory ‘so that a small map, photograph and directions to
your business will come up in a Google search.
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How To Control Frequently Asked
Questions
These should be a trigger for you to review your listing
description all the data that you have put into your settings,
if you are getting a repetitive question that means you
haven’t clarified or provided the necessary information.
Easily fixed by revising the areas accordingly.
The description that you have placed in your sales page
should answer all the questions that a customer has about
product, delivery, returns, variation, colour, dimensions and
measurements etc.
The truth is you are never going to answer all of their
questions within the description of your product on your
sales page as most people are not going to read it in full, you
need to treat their question as a high priority question. It
may be the simplest or considered by you the silliest
question because the information is on the sales page or in
the description.
Your reply needs to thank them for their question, and
answer it.
Do not send a reply that says the detail is in the sales page if
you would care to look. As you have just created a lose - lose
situation as the customer will now decide to go elsewhere
so you don’t get the sale.
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One of the other factors to take into consideration, and this
is something that you will probably not know from the
question coming in by email, is that customers educational
background, their understanding of English or other
language that your description has been translated to, any
disabilities or visual impairments that may affect them being
able to read your description.
Although you may think that it was the most ridiculous
question in the world, just reflect on the fact that to the
person asking the question it is very important.
If you start to receive the same question time and time
again about your delivery service or a particular question
regarding a product, then you need to revise and review the
product or data you have submitted, it may be that you have
put the detail in such a way that to customers outside of
that particular industry do not understand the technical
detail as it is presented. Therefore you need to find a way to
change it so that they would understand it perhaps as a
layman.
There is always a chance that you have forgotten to add a
particular piece of very important detail into the description,
so a couple of questions should trigger you to go and look at
the detail and make any amendments.
If they are general questions then compile a frequently
asked questions fact sheet and you can start using that to
ensure that customers have access to adequate information
or you can add the detail into your settings or on the
product description page.
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Issues Will Arise, So Fix Them
Earlier I mentioned that you should use a win-win strategy in
dealing with customer issues. I have insisted in my business
that my team are very customer focused. And we do
whatever it takes to try make that customer feel valued and
deal with their issues. Now there are some people in the
world who you are never going to be able to help or to
reasonably find a compromise with. They exist, deal with
them and get over it.
The first thing you should do with any customer complaint is
listen, find out what the complaint is about. And I advocate
using the feel felt found formula:
•

I know exactly how you feel Mr Smith, I have felt exactly
the same way when I’ve had these things happen to me,
what I found by doing XYZ it is rectified the problem
straightaway. Now I’m sure that sounds fair to you.

•

Thank you for your email, I am sorry to read the item has
arrived damaged, I know how disappointed you must
feel, I have spoken to my manager and I felt best thing to
do is for us to send you a replacement tomorrow on the
basis you can forward us photographs of the damage to
the item and packaging.
We have found that this tends to be the swiftest way
to resolve problem with the least amount of
inconvenience to yourself.
If I can be of any further assistance please do not
hesitate to contact me personally by email or
telephone.
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Responses like this are nonthreatening and they imply that
you are there to assist the customer and you are making it
personal to them. If you work with customers on this basis
the experience I have in my business is that my customers
appreciate this level of personalised service, and very often
will say things like thank you very much for being so
understanding, I am so pleased to speak to somebody who
appreciates my predicament, don’t worry about doing
anything else as you have responded to my initial issue and I
am more than happy with your response.
I have even had people come back to my team and say I
would like to buy another one please because of your
customer service. And the feedback that we can get can be
brilliant. Item arrived damaged, their customer service was
excellent or they be solved my problem immediately. If we
ignored customer service, we wouldn’t have those positive
inputs and the feedback would look very different from
some of the customers.

Respond To All Negative Feedback
Every Time Without Fail
As I indicated earlier, not everybody is going to leave you
positive feedback, you will get negative comments left for
you and normally those are from people who cannot be
bothered to make a complaint or make contact to resolve
the matter as they believe that you are a large company and
that is just the way it is. This one could be classed as a loselose situation.
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So here is an example of something I would send out to
somebody who was left me negative feedback, and the
second one is where we have resolved the issue for the
customer and they have still decided to leave negative
feedback:

Thank you for your comments in your feedback, I am sorry
that you didn’t feel the need to contact us directly, as I felt
it was a little harsh to use negative feedback when there
has been no contact with us regarding the comments left.
We have not been given the opportunity to deal with the
issues you have raised.
All our customers have found we take customer service and
satisfaction very seriously so will always look to assist with
any issues... Therefore I would like to deal with the matter
as a matter of urgency and ask you to revise your feedback
accordingly to reflect the service all our customers enjoy.
I look forward to your reply, please do not hesitate to make
contact with me personally by email or telephone
Thank you for your comments in your feedback, I feel it is a
little harsh to use negative feedback when there has been
contact between us and we refunded your item and initial
postage in full.
All our customers have felt we take customer service and
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satisfaction very seriously so will always look to resolve any
issues quickly, as we did for you.
Therefore I am sure you found our customer service to be
extremely good so I would like to invite you, as a matter of
urgency, to revise your feedback accordingly to reflect the
service that you and all our customers enjoy.
I look forward to your confirmation of the revision, please
do not hesitate to make contact with me personally by
email or telephone

This type of approach very often comes complete shock and
surprise to the customer, and we find in the majority of
cases we are educating the customer on how the system
works, a lot of the customers who leave negative feedback
are fairly new to purchasing online and believe that leaving
negative feedback is the only way they are allowed to
communicate with the seller.
So we tend to find that the majority of customers will work
with us to resolve the problem and will also revise their
feedback and remove the negative comments in their
feedback. So yes this is one more process that you have to
manage. You need to look at this on a regular basis so that
you can be seen to be acting quickly. Do not get carried
away with having your feedback open all day looking at
every piece that drops in just schedule it in twice a week to
check your feedback so that you can pick up on any issues.

124

The Book On How To Sell On eBay

Feedback is also a good way to check your products are
reaching the customer correctly and safely as sometimes
you may have accidentally mis-described an item, the
chances are somebody is going to let you know this in the
feedback. If that happens contact the customer thanking
them for letting you know of the error send them something
as a token of appreciation (if appropriate) and fix the error.
If you do this you will find that that customer may agree to
revise their feedback and will also be so impressed that they
will buy from you again.

Why You Have A Complaint Case
Opened Against You
Cases are quite simply a method for a customer who doesn’t
believe that they have received standard of service that they
would expect from you the seller and they’re putting in a
claim against you, through eBay or PayPal. It is like and
internal mediation team which will look at the customers
claim along with your representation in defending the claim
and will make a decision based on those facts.
We find that a number of customers do not bother to make
contact with us regarding their issues that go straight to
open a case. They are probably aware that this grabs the
attention because this means that if we do not do anything
about it. There is a good chance that the customer will have
a full refund and we will lose the money.
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Not all cases are ruled in favour of the customer, this is why
I highly recommend you ensure that all communication
between you the seller and your customer is completed
through eBay or PayPal’s internal email system. That way all
of the details are there for that eBay’s or PayPal’s team to
be in possession of all of the facts.
You will have the option at the beginning of the case to offer
an immediate refund, it may be that an item has been
posted to the customer. They are claiming they haven’t
received it and it was not valuable enough for you to send it
by tracked or signed delivery. Under the distant selling
regulations of the customer claims they have received it and
you cannot prove otherwise, you need to give them a refund
or send a replacement.
If that is the case, just do it and move on. If on the other
hand, you can show that the Courier delivered the item and
that somebody has signed for it, then you need to be able to
put all of those details to eBay and represent your case.
EBay will then look at the details, check the tracking number
and make the appropriate decision from the information
they are able to obtain.
Cases are there to protect both you and your customer, and
if you have got a particularly awkward customer that is not
trying to work with you, regardless of your efforts. There
may be occasions where you will suggest to them that you
are not able to help the many further, and they should open
a case through eBay.

Click Here For Your Free Resources
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Chapter 10 How To
Understand Your EBay
Seller Ratings And Metrics
Stay Fit And Healthy As A Seller
What you need to see on your eBay dashboard is lots of
green ticks as below, this mean you’re doing something
correct and that your account is working for you.

EBay look at and measure your performance against a
number of areas a number of areas:
a) Low detailed seller ratings (commonly referred to as
DSR’s).
o When a customer purchases a product from you
at the point of feedback. They are also given a
number of options in which to rate your product
and service by using a star system 1 to 5, five
being the highest.
o If they only award you 1 to 2 stars. This is seen as
negative and is counted against you. If your total
score is more than the minimum (this is based on
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either nought .5% or two, whichever is the
greater)
o before areas that they are scoring you on are;
item as described, communication, dispatch time
and postage and packing. If you are offering free
post, then they score you for that criteria.
Below is an extract from eBay as a guide to how customers
should review the ratings that they apply.
How accurate is the Review the item title, description and
item description?
condition to see if they match the item sent
How satisfied were Recall if the seller addressed any questions
you
with
the or concerns that you had, and whether they
seller's
did so in a professional manner
communication?
Consider only working days when evaluating
the timeliness of the seller's communication
(sellers may not check emails on weekends
and holidays)
If the seller met specific requirements, the
seller automatically receives a 5-star
communication detailed seller rating, and
you won't be able to change the rating.
How quickly did the Rate the seller on the time it took to
seller dispatch the dispatch the item, not the time it took you
item?
to receive the item
Don't hold sellers responsible for delays in
delivery services, international customs
delays or for the time it takes for your
payment to clear. If the item is for collection
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in person you won't be able to specify this
rating
If the seller met specific requirements, the
seller automatically receives a 5-star
communication detailed seller rating, and
you won't be able to change the rating.
Note: If eBay determine at a later date that
the seller met the requirements for an
automatic 5-star dispatch time rating, we
may adjust the rating to 5 stars.
How
reasonable
were the postage
and
packaging
charges?

Remember that sellers may charge for the
cost of the actual packaging materials, along
with a reasonable dispatch fee to cover the
seller's time and direct costs associated with
postage
If the seller provided free postage, you
won't be able to rate the postage and
packaging charges, since sellers who provide
free postage automatically receive a 5-star
rating
For international transactions, buyers are
expected to pay duties, taxes and customs
clearance fees as required by country laws

b) Buyer protection cases, as explained above. These will
be the number of cases customers have opened against
you.
o As explained earlier, this is the number of cases
that have been opened against you, and have
www.h2so.org
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gone as far as eBay for a decision as you have not
been able to communicate with the buyer
effectively and the decision has gone against you.
c) Average detailed seller ratings.
o This is basically the opposite of the low DSR’s as
you are expected to maintain a minimum criteria
of high scoring detailed seller ratings. Using a
mathematical equation you are expected to
maintain an average of 4.60 or above in top
scoring star ratings.
d) Various other criteria.
o This is looking at your overall account,
completing the minimum required transactions
for the level of business you are transacting, this
will also give you a discount on your final value
fees, it also looks at the conduct of the account
ensuring that you are registered as a business,
and that your monthly fees are met in full.
To keep your eBay shop trading as a standard which is
acceptable is not very hard to do as long as you are
customer focused and prepared to put the time and effort in
to run your business within their policies, terms and
conditions.
You will see from the below table that are required to
ensure that you keep all the detailed information positive.
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When you are professionally selling on eBay you need to be
aware of all of the above, and you need to be striving to
achieve the highest level within the detailed seller ratings.
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These may change from time to time, so you need to ensure
that you consistently stay above the minimum rating they
require for each of the categories. In truth, unless you are a
really bad seller, they are fairly straightforward to maintain
and obtain. There may be occasions when you will slip on
one of the metrics, if you do slip and you get some form of
warning. Make sure you get back to where you need to be
by rectifying matters.
When you log into your seller account you will have a
dashboard open in front of you and you can see very quickly
if there are any problems that need your attention. If
something does arise, do not procrastinate deal with it.

Green Ticks And Red Crosses
If you have four green boxes, each with a checkmark, then
your account is looking pretty good, if one of those green
checkboxes turns orange that means that you have slipped
below the minimum acceptable standard in one of those he
areas.
If that checkbox goes to red with a cross in it. You have a
problem. If you do not deal with whatever that problem is,
and it continues to get worse. One of two things may
happen, your account may be suspended or in the worst
case closed.
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You will get plenty of warning that things aren’t quite right,
it is up to you to react to those warnings and deal with the
issues. If you’re having any problems in dealing with those
issues you need to speak to their customer service team
who will be able to advise how to deal with ongoing issues
and rescue your position.
As I indicated earlier, it is so easy for something to go wrong
and to put your account at risk.

Know The eBay Policies
Most of the policies are fairly common sense, you are not
going to sell prohibited items on the site. You are not going
to mis-described miss sell or mislead customers. You are not
going to sell fake items or pirate copy DVD’s.
There are a range of policies that you have to adhere to, so
when you start selling on eBay, it is worth taking a couple of
hours to go through the online help section which will detail
all of the policies. With the best will in the world you are
never going to know all of the policies, otherwise you would
be working for eBay and not on your own business, so there
may be occasions where you inadvertently breach a policy.
If that happens, you need to learn from it fairly quickly, and
if that breach affects any other listings that you have on
eBay you need to ensure that you deal with that breach and
those listings,
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it may mean that you have to take them down and rewrite
them, or it may be that there are an item that you cannot
any longer sell. This may be due to you. Not having a
licensing agreement, or you may be in breach of copyright, it
may be that you have breach somebody’s trademark
without realising it. There are lots of areas where you can
have an issue, and do not even know about it.
One issue we had several years ago, we had a gift product
which was in the shape of a rugby ball and had the English
Rugby Rose printed on the product. We received a policy
violation as we had breached somebody’s trademark.
England Rugby Union Football Club own the trademark to
the rose. They reported us to eBay for being in breach of
that trademark and having no licence to reproduce that
particular rose and the item was removed from sale
immediately and policy violation was awarded against us for
all of the products in the range.
I would have never thought of checking to see if the rose
had a trademark against it, if it had been the name of a pop
star, film star, or a cartoon character, then I would have
expected my supplier to have obtained permission to use
the characters. Needless to say we had to withdraw that
product from sale across all of our platforms and return
them to our supplier for credit. They were equally surprised
as they already have a number of products in the range
which they have licences for. So you see it is so easy to pick
up a policy violation without even knowing it.
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Look Out For Policy Violation
As you have seen from the previous paragraph, you need to
be looking out for potential policy violations, as if you get
too many of them you may find your account is restricted.
The restriction could be a fairly minor restriction that
doesn’t stop you trading on a daily basis. If you get too many
policy violations the restriction could be more serious in that
your account could be suspended.
As I have said earlier in the worst case where you do nothing
and you regularly breach policy, your account will be closed.
I would have to say if this was the case, then you would
probably have deserved to have the account closed as you
took no action.
There is one very important piece of information that you
need to be aware of, eBay will send you emails which they
will expect you to read, they will normally be regarding
changes to or information about changes within EBay’s
policies or procedures or notifications regarding your
account and its status. If you do not click on these open
them to read them, you could be in violation of policies. And
these messages are always displayed on your message
centre from eBay. So there is no reason for you not to see
them, however I mention this purely to ensure that you are
aware that you need to look at them.
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What Can You Sell On EBay
EBay have a number of categories which you are able to
start sell in immediately, they also have a number of
categories that you need to make an application to be
approved to sell in (Car and Vehicles Trading), if you want to
sell in one of these categories immediately you need to have
built up some credibility, that credibility may be outside of
eBay and they may ask you to show where you have sold on
other sites.
You also have the opportunity to use eBay’s ‘Classified Adds’
this is a great place to sell services that are not allowed in
normal listings. If you have services to sell you must review
the policies first to ensure you are compliant. It is always
worth running the advertisement by one of the customer
service team prior to listing.
If you do see a similar service being advertised do not take it
that it is compliant, as they do take time to remove noncompliant adverts and apply policy violations which could
have serious implications on your account.

Click Here For Your Free Resources
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Chapter 11 Find Easy And
Cost-Effective Ways To Ship
Your Items
How Do I Cost Effectively Ship Items
One of the first things you may want to check is to ensure
that you are not trying to sell prohibited items that either
cannot be sent or incur special handling fees because they
are classed as dangerous, hazardous or explosive. One of the
things that you may have difficulty in shipping are fireworks;
there are only a handful of couriers worldwide that will take
anything of an explosive nature (did you know, party
poppers are classed as explosives by most couriers). Liquids
of any description need to be assessed first to see if they
contain any chemicals that are banned from shipping or are
treated in a way considered as hazardous and where
specialist shipping may be required. One such item in the UK
is nail polish. A small bottle of nail polish is nice, easy, light
and very sellable. When you take it to the Post Office you
will find that it is classed as a hazardous material and you
will be charged extra as it will have to go through the Royal
Mail system differently to that of general mail.
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When you are looking at the items you are wanting to retail
online do check a courier’s exclusion/prohibited lists. You
will also find on the online platforms there are items which
are not permitted to be sold on eBay or Amazon. It is well
worthwhile checking the seller platform you are going to list
on to ensure you’re not going to try and sell a prohibited
item. Shipping prices, postal services and courier services
vary massively in the marketplace. It is a very competitive
market and there are lots of people wanting to deliver your
parcel to the end customer.

Simple Steps To Get Your Shipping Off
To A Fine Start
Before you purchase a bulk load of products ask your
wholesaler, importer, manufacturer for a finished sample of
the item that you going to send as it would be packaged
when it arrives with you as a stock item.
Once you have the sample product you need to decide
whether it needs repackaging or whether you can just send
it as it comes from the manufacturer. Packaging such as
bubble wrap, void fill, boxes and mail bags are easily
available online; do your research as the prices vary
massively.
And don’t forget to add the cost of every little bit of
packaging to your overall postage cost.
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Conduct a ‘drop test’. If your item is potentially breakable
during transit a good idea is to hold it out at arm’s length
approximately 1m off the floor and let it go; if it breaks or is
damaged on the first drop then you need to review your
packaging and the cost of your packaging materials.
However if it takes numerous attempts to create damage
then you’ve probably got a product that will get through the
couriers processing system. Remember you can take all the
time in the world in making your package look pretty but
once it joins the thousands of packages in a courier’s
distribution depot it just becomes another box and will be
dropped, moved from several vehicles, may go through
numerous conveyor belts and then get thrown about in the
back of a van on the day of delivery.
Weigh it. The very minimum you need to know is the overall
packaged weight of your product once you have packaged it
for posting. You need to make sure that you put everything
in the package that you would put on it once it is ready to go
into the postal system. If you are putting flyers, free gifts,
picking notes, invoices into the package include the weight
of those as well, sometimes a piece of paper weighing 10g
can make all the difference between which postal rate you
are going to be charged.
Measure it. Know your finished package dimensions. Then,
when you are researching which postal service you’re going
to use, ensure that your item fits within the dimensions of
the service. If not you could find yourself being penalised
and having additional charges applied because your package
falls into the next price banding. A number of carriers will
also have restrictions on overall length - always read their
small print.
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Volumetric weight. If you are selling product overseas most
couriers will use volumetric weight as opposed to physical
dimensions, therefore it is always worth knowing your
dimensions so you can put it into the volumetric weight
calculator.
A courier will use a multiplication of height width and length
and then create a division (this varies from carrier to carrier)
to work out your volumetric weight. You will normally find
that your volumetric weight is higher than the actual weight
therefore the postal charge needs to be applied accordingly.
This one thing catches people out more frequently than
anything else. They mis-price their international postage by
applying physical weight as opposed to volumetric weight, if
you do this it could cost you far more than the profit you are
making on the sale.
Always try to purchase your postage online. There are lots of
suppliers offering collection services or drop-off points,
unless your volume is big enough to warrant opening an
account. Research the online courier services and have
relationships with multiple carriers to ensure you get the
best deal.
Overseas postage. Ensure you get quotes from a number of
different carriers or online brokers as you will find the
discounts available will vary wildly from one online seller to
another. Also look out for the promotion codes available
when shopping for international shipping; you could easily
save 5-10% by just creating a search and then leaving their
web page.
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If you are shipping valuable items with very high price points
always ensure you use a traceable and track-able service
with a signature at the point of delivery. That way you can
ensure your customer has received it; some customers
occasionally try to claim that they did not receive their
parcel!
The above may sound all very basic or it may sound like hard
work. You normally only have to measure and weigh your
packaging once and if you put it into a spreadsheet or
database you’ve got it for future reference. When prices
increase or courier’s options change you will be easily able
to review who you are going to send your item with.
Freepost: if you are using freepost services you need to be
adding your postage and packing costs to your retail price.
This is perfectly acceptable on all channels, however always
remember if you have a refund, loss, failed delivery, damage
or other customer service related issue you will not be able
to deduct the cost of the postage from the refund as no
postage would have been charged in the transaction.
Therefore it is always worth adding a small margin to your
postage and packing to cover such losses that will inevitably
happen, regardless of how careful and diligent you are. In
my business I add 2% of the retail price on all my products to
cover these inevitable losses.
You also need to remember that you are responsible for the
shipping of the product and for it arriving with the customer.
There are no circumstances where you as the seller and
shipper of the product can mitigate your responsibility to
ensure that that product arrives safely with the customer.
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If you try to avoid your responsibility as a seller and the
customer makes a complaint to the platform you could find
yourself being penalised by the platform and in the worst
cases having your seller account suspended. That is why you
want to be very focused on your shipping partners.

Click Here For Your Free Resources
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Chapter 12 Bonus Chapter
The Golden Rules To
Guarantee Success Selling
On eBay
Be An Honest Seller
Lots of people dislike having to go to the car dealer, they
expect to get a fairly hard sell, they assume that they are
going to be sold items that they may not particularly want
and be given lots of ridiculous offers that will never be
available again if they buy today and sign on the dotted line
of the contract.
When you are selling on eBay, you do not need to do this,
ensure that you accurately provide good quality
information, do not over exaggerate claims, use factual
detail.
Provide them with all of the features of the product and
highlight the benefits to them of those features, if you sell
two models of an item compare the features and benefits of
those two models so that the customer can purchase the
one that meets their needs.
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I come across a few online sellers that tell me how difficult it
is to sell on eBay, how poor the customers are in making
unreasonable customer service demands. An interesting fact
is when I look at their offering and speak to them about
their listings, the detail on their customer service
procedures, I have in every case found that it is the seller
that is at fault because they are not being honest seller and
working within the parameters, terms and conditions that
eBay expect.
My advice is if you do not wish to work within the
constraints of eBay and provide excellent customer service
to be an honest online seller, then do not go down this route
as it will not be for you.

How To Stay Customer Focused
You are only as good as your last sale and your last piece of
feedback. Staying customer focused can be very difficult
during peak periods of business when you are juggling all of
the tasks and may be against time pressure.
It is always worth taking five minutes with a cup of tea or
coffee and look at where you come from in starting your
online business, look at all the great pieces of feedback you
have achieved. Remember some of the great conversations
you’ve had with customers who have been delighted with
your service.
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It is at these times when you realise how far you have come,
the changes that it is made to your lifestyle and living
standards, if you are employing people then the difference it
is made to their life and the fact that you putting food on
the table for them and giving them a sense of purpose.
Growing an online business does have it stresses, but the
rewards are excellent. I personally get a massive high out of
helping other people improve their business, it really feels
good when somebody comes to me and tells me they have
made some changes that I have recommended and it has
transformed their business.
That is one of the reasons you are reading this book, if you
only implement one of the key strategies out of this book I
know it will change your business. I may never know the
changes that you made in your business or how the changes
have affected your lifestyle but please feel free to contact
me and let me know.

The Value Of A Well-Written Email
Communicating with your customers is of massive
importance, we all have really busy hectic lives and we’ve
got to get items listed and we got a get the products sent
out, you need also to scheduling time to reply to all of your
emails from customers.
It is normally good to allocate time where you can be fully
focused in dealing with those customer queries without
anything else getting in the way.
The best way to achieve this is to set yourself some rules:
www.h2so.org
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•

•
•

Review all of your emails first thing before you start the
other tasks to ensure that somebody hasn’t sent you a
request to change and address or send a different
variation of the product.
Your second review of emails may be at lunchtime.
Your third review of emails may be towards the end of
the day.

Do not let emails take over your life, they are important and
they need to be responded to, the majority of customers
that send those emails are realistic and are not expecting
instantaneous replies.
Your email replies should be personal to the sender,
personalise it by using the senders name, your sign off
should always have your name appended to, along with
other contact details where possible, ensure you have
answered the customer’s question in full or to the best of
your ability.
Manage the expectations of that customer in your reply by
providing them with any additional information and
timeframes in relation to the enquiry and how long it may
take to resolve matters if it is a customer issue.
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Be Accurate In Your Product Listings
Provide good quality product listings with accurate detail, do
not use too much technical jargon or if you happen to use
complex technical information put into the description a
’which means’ sentence that translates that technical
information into either features or benefits or language that
the layman will understand.
Provide the customer with all of the facts, be sure to put in
dimensions of the product and the packaging along with the
weight of the item. Always use metric and imperial
measurements.
Use good quality keywords in your title and secondary
keywords in your description, you will need to tell people
what the features of your products are and then give them
the benefits of those features.
Use great photography, provide as many images as you can
so that they can really start to appreciate the product that
they are looking at. Your pictures should have a white
background where possible clean and crisp.

React To Negative Feedback Positively
Whenever you see negative feedback look at it from the
positive point of view, the customer may be telling you an
area where you’re letting your customers down. If this is the
case deal with it by fixing the area that is causing the
negative feedback.
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Some customers may not understand how the feedback
system works correctly, so make contact with them find out
what the problem is fix it and ask them to revise the
feedback accordingly.
It is surprising how many customers position will change
from a simple communication from you wanting obtain
more information or to fix the issue that led them to leave
you such negative feedback.

Do Not Take Criticism Personally
In today’s world of electronic communication, people find it
so much easier to be more animated, rude, forceful and
aggressive when they do not have to do deal with things
face-to-face or even over the telephone.
When you get these type of emails do not take it personally,
they may not know of any other way of communicating, it
could be they have had really bad online experiences before
and this is just the last straw, it could be there just having a
really bad day and you are the person that they’re going to
take it out on.
When you get these types of communication, stay focused
the professional and do not get drawn in to an endless
stream of unpleasant or offensive emails as this will just
create a lose - lose situation.
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Reply to them thanking them for their email or
communication, use the feel, felt, found process to defuse
the situation and offer to work with them and dealing with
the issue. You will normally find that a response like that is
so unexpected that they become apologetic for their original
email or outburst to you. Very often you can turn this
person into a customer for life.

Understand EBay Wants You To
Succeed Too
EBay is a great company and the great place to sell your
items, customers consider eBay as a trusted platform that
gives great customer service and is easy for them to
purchase products at great prices that they want.
EBay wants great retailers who want to trade profitably and
well by being customer focused, offering exceptional value
for money along with fantastic customer service.
Although some commentators claim their processes are
rather rigid, they work. You have to be open-minded and
prepared to adapt and adopt the standards that they expect
you to deliver to your customers.

www.h2so.org

www.h2so.org

You also have to do remember you are a customer to eBay,
they have an excellent customer service team for sellers,
they are easily approached, they measure their customer
service team’s performance when you make an enquiry,
they are there to help you grow your business to the levels
you want in the various countries you want to trade. When
you first get started you may need to contact them several
times as you get used to their system. That is not a problem
they have the teams in place ready to pick up and handhold
you through the whole process of starting your business.
EBay have webinars and video instructions as well as wellwritten online help pages. For you to be trading on eBay
that means you are trading on one of the world’s leading
platforms and building up your own trusted brand.

Know Your Metrics, Ratings And Areas
Of Improvement
EBay will performance measure your business. You need to
really get to understand and know your metrics, ratings and
how they will affect your position within eBay as you grow
your business through eBay and its platforms.
Although it looks fairly complex, when you dig down it is
fairly straightforward and is not take long to work out where
you need to be.
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They are looking at your feedback scores, they will be
measuring how customers leave feedback scores on quickly
you ship items, how many customers have opened
complaint cases, they want to know how you are responding
in your communication with your customers.
You do not need to be looking at these every day, you need
to be looking at your metrics on a regular basis. It will really
depend on how many sales you have on eBay to how often
you need to look.
Whenever you login to your eBay account you will be
presented with a dashboard that dashboard will give you the
headlines of your performance. If you see one of those
performance indicators changing you need to click in and
find out what the changes and where there are any issues
that need addressing. Stay focused on your metrics and
ratings and do not become complacent will stop

Delivering Great Service On Time
Over deliver and under promise, your customer needs to
feel valued and your customer’s expectations are that they
will purchase an item from you and you will deliver it within
the timeframe that they have been given.
That is all you have to do, you and I know the reality of that
is there is a lot more work going on behind the scenes, but
in essence that is the sum total of it. I make my purchase, I
see an expected delivery time, I receive an automated
dispatch email, I receive my goods.
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And on the occasions things go wrong, or the customer is
not satisfied just deal with it and fix it. It may cost you
financially, you may need to negotiate with the customer, it
may be you just have to do go that extra mile to guarantee
that customer satisfaction. Then if that’s what you have to
do, just do it.
Delivering great service and after sales service means that
your business will continue to grow, customers will return
purchase more items from you, your rankings ratings will
increase therefore your position in the searches will also
increase, and by default your standard of living, financial
wealth and your lifestyle will increase.
Selling on eBay has definitely changed my business and also
my lifestyle, it is also enabled me to help others move their
businesses forward or even start businesses online. Many
people asked me to write on the subject and I wondered
when I would ever get the time, so now my online
businesses are automated and I have a great team I have
managed to fly out to a warm and sunny climate staying in
five-star hotel deluxe suite watching other people sunbathe
whilst I sit on the balcony writing this book for you.

Click Here For Your Free Resources
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Chapter 13 Bonus Page
Incredible Bonuses To Make
Your Business Grow
You’re now at the beginning of what can be one of the most
lucrative and rewarding opportunities to make a difference
to your wealth – both your financial wealth and your
spiritual wealth. It’s a good idea now to celebrate how far
you have come with the new knowledge that you have
gained whilst looking for more new knowledge to help you
achieve your goals.
As part of the range of books now available there are also
opportunities to meet the author by attending workshops
where you can have a one-to-one discussion about your
business, plans, and opportunities.

Click Here For Your Free Resources
Over 80 How To and Hints & Tips Videos
1 Monthly Free ‘How To’ Webinar
‘Top Five Ways To Sell Online’
‘Top Ten Tips’ Report
The Shipping Guide
How To Get Repeat Customers
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‘The 7 Golden Rules To Guarantee Success’
How To Make A Profit Download Calculator
How To Make A Profit Calculator Video Guide
‘The 5 Worst Mistakes And How To Avoid Them’
Audio Download ‘The Book On How To Sell Online’
Author Andrew Whitfield’s ‘7 Question’ Interview

Once again I would like to thank you for reading my book, if
you have a burning question please contact me or my team
logging into our main website and going to the contact page.

Click Here For Your Free Resources

154

