
  Impact Highlights 

¥ Determ ined custom er m ot ivat ions and ident if ied t he issues 
and frust rat ions encount ered while on t he site. 

¥ Revealed t hat  a high percent age of  act iv it y com es from   
the first  page of search result s, indicat ing t hat  eBay m ust   
get  t he m ost  relevant  result s t o users sooner. 

¥ Discovered shoppers want ed m ore and bet ter -qualit y phot os, 
prom pt ing t he com pany t o proact ively  address t he issue. 
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Case St udy 
 

“Keynote is playing a 
critical role in helping 
us understand the 
needs of our buyers and 
drive conversion rates.” 

John McDonald, Director of 
Home & Garden, eBay 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

About eBay 

eBay is The WorldÕs Online 
Marketplace¨ . Founded in 1995, 
eBay created a powerful plat form for 
the sale of goods and services by a 
passionate com mu nit y of individuals 
and businesses. On any  given day, 
there are mi llions of it em s across 
thousands of categor ies for sale on 
eBay. One of t he com panyÕs newest  
ma rketplaces is eBay Hom e & 
Garden, which at t racts m ore unique 
visit ors than any other home - related 
site on the I nternet . There are 
900,000 list ings at  any given t ime  
and 160,000 new list ings on any 
given day on eBay Hom e & Garden. 
 

eBay’s Challenge  

eBay had m any theor ies about  who 
was comi ng t o it s newly launched 
home  decor  category and how easily 
these visit ors were findingÑ or not  
findingÑ t he products they wanted. 
But  it  had no hard data t o back up 
these hypotheses. eBay needed to 
determ ine the m ot ivat ions of it s 
custome rsÑ were they t ypically   

 

 

 

shopping for gift s, hom e remo deling 
projects or simp ly  browsing for  fun? 
Moreover , it  needed to ident ify the 
issues and frust rat ions these buyers 
encounter while on t he Home  & 
Garden site. 

ÒWe wondered if it  was diff icult  for  
buyers t o get  to t he r ight  product s in 
this category ,Ó says Jeannie Reeth, 
Senior Category Manager of  Home  & 
Garden at  eBay . ÒWe wanted to see 
how people were using our search 
tools and mo v ing t hrough t he site and 
in order to determi ne where exact ly  
they were running int o problems . The 
idea was to understand why some  
people were successful and others 
werenÕt  so we could apply  the r ight  
recipe t o everyone.Ó 
 

The Keynote Solution 

The eBay evaluat ion involved 
intercept ing users on the eBay  Home  
& Garden sit e, t rack ing their  behav ior  
as t hey com pleted their  intended 
tasks and gat her ing det ailed feedback 
direct ly from  users while t hey  
interacted with t he site. Keynote then  
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“We needed to 
understand the needs 
of our buyers and 
how they shop in order 
to better merchandise 
to them” 
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conducted deep analysis and 
segme ntat ion on usersÕ clickst ream s, 
ma pping t heir  behaviors ( what  t hey  
did)  t o their  feedback ( what  t hey 
said)  in order to understand what  
behaviors lead to bidding and buy ing 
on the site. 

The study targeted a specific set  of  
custome rs:  name ly , t hose who were 
at  or near t he beginning of  their  
shopping exper ience and who were 
hunt ing for  home  furnishing and 
dŽcor it em s. These cust om ers were 
inst ructed t o go about  their  norma l 
shopping, but  were intermi t tent ly 
asked a numb er  of quest ions about  
their  sat isfact ion,  potent ial 
frust rat ions,  and why , ult im ately , 
they chose t o bid or buy . The 
intercept  approach gave eBay a r ich 
foundat ion for understanding  
visit ors because it  returned 
quant it at ive dat a that  revealed t he 
custome rÕs sat isfact ion rat ings of 
eBay, qualit at ive data t hat  art iculated 
the imp ressions and at t it udes of 
custome rs in t heir  own words, and 
behavioral data that  showed what  
custome rs actually didÑ or did not  
doÑ on t he site. 
 

The Keynote Impact 

The Keynote st udy helped confirm 
ma ny of eBayÕs or iginal t heor ies,  
but  it  also uncovered insights t hat  
ma de the comp any think  twice about  
key aspects of the site.  For instance, 
the study revealed t hat  a high 
percent age of  bidding act iv it y on  
eBay Hom e come s from products 
listed on t he first  page of search 
result s, and that  the m ajor it y of 
consume rs do not  browse t he full set  
of pages of  listed products. The 
Keynote f indings indicated t hat  eBay 
mu st  encourage users t o refine  
their  product  searches sooner t o  

 

 

 

 

ensure that  the m ost  relevant  it ems  
fall wit hin t he f irst  few pages. 

To t hat  end, eBay Home  is now  
roll ing out  an increased num ber of 
dynam ic landing pages, or   
inter im pages t hat  encourage users  
to fur ther  refine searches before any 
result s are listed. For instance, users 
who ent er the words ÒLaura AshleyÓ 
will be shown specif ic subcategor ies, 
such as Bedding and Bat h,  so t hey 
can find their  desired products ear lier  
in t he searching process. 

The study also revealed that  people 
who know the brand name s of 
products t hey seek have a bet ter all-
round exper ience on t he site t han 
custome rs who do not  know specific 
brands. This conf irme d the need to 
prov ide addit ional search and browse 
tools, such as product  finders, to help 
users who do not  have a brand in 
mi nd. The Keynote data helped eBay 
determ ine what  at t r ibutes should be 
included in t he product  finders, 
thereby allowing users t o base their  
searches not  j ust  on brand, but  on 
the size, condit ion and color of  
part icular products. 

The Keynote st udy also found that  a 
numb er of shoppers on eBay Home  & 
Garden would like t o see higher qualit y  
photographs and m ore phot os on t he 
site. Arme d with t his inform at ion, eBay 
is now aggressively reaching out  to it s 
sellers and encouraging them t o 
imp rove the backdrops of  their  photos 
as well as include m ore im ages and 
close- ups of product  details. 

ÒAt  the very highest  level, we are 
working t o increase t he act ion and 
act iv it y around our  home  furnishings 
category ,Ó says John McDonald, 
Direct or of Hom e & Garden at  eBay. 
ÒBut  fir st  we needed t o understand 
the needs of  our buyers and how they  
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shop in order t o bet ter m erchandise 
to them . I f buyers can navigate t he 
site mo re ef fect ively  and find exact ly 
what  they are looking for, we will be 
able to significant ly dr ive conversion 
rates in the days and mo nt hs ahead. 
Keynote is playing a cr it ical role in 
helping us reach t hat  goal.Ó 
 


