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Definition of Service

Main Entry: ser-vice

Pronunciation: 's&r-v&s

Function: noun

a : the work performed by one that serves <good service>
b : HELP, USE, BENEFIT <glad to be of service>

¢ : contribution to the welfare of others

©Meriam-Webster



Whom Does PM “Service” at eBay?

Product Strategy and Vision
Our eBay Community

— Buyers

— Sellers

Our eBay Business Partners
- U.S.

— International

— PayPal

Our Cross-Functional Partners
— Trust and Safety

— Billing and Collections

— Customer Support



The Four Types of Service Businesses

Service Task

Routinized Knowledge

Service Service
Factory Shop

Integrated

Service Delivery

Service Service
Store Complex

Decoupled

Business Horizons © 1999 by Indiana University Kelley School of Business.



eBay PM as a Service Complex

« We provide a broad range of customized, knowledge-based
services that are delivered by various team members

* We must be flexible and adaptable to respond to varying
business and community needs

* We add value through innovation and expertise, so
creativity and initiative are critical

 Interactions with our community and business partners are
close, very personal and very intense

* Qur “clients” want to deal with specialists whom they know
and trust



Key levers for achieving “AAA” growth

Key Growth Levers “AAA”

Category

Management Activity

-H
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Delivering Excellent Service at eBay

 Base decisions based on what the customer wants and
expects.
* Think and act in terms of the entire customer experience.

« Continuously improve all parts of the customer experience.



Checkout/Multi-ltem Payments

Before

® home | my eBay | site map | signin

| Browse H Sell H Services H Search H Help H Community

Checkout: Shipping & Payment Information

1 Shipping & Payment 2 Submit Payment

Review your address
and payment
information, then click
the Continue button
below. Your address
and payment
information will be
emailed to the seller
and you. Learn more

Payment method COD (cash on delivery)

Ship to ALS Test
2145 Harilton A
San Jose, CA 95125, USA

Change shipping address

Item Price Oty Subtotal
Auction With BIN Enabled - Sales Record

#4030963134 §6.00 1 $6.00
LLE. Shipping and handling $1.00
Shipping insurance

{optional) add $1.00 -
Sales tax (1.000% in CA) $0.06
Estimated Total $7.06

P not ready to pay the estimmated total?
You can ask the seller far the total or
edit the total sbove,

Payment instructions  Seller says:

Payment instructions not
specified by seller.

You should not put
credit card numbers ar
other confidential

Note: The seller has not provided a payment address for this item. If you plan ta
mail payment to the seller, you maywant ta request this address from the seller

WMessage to seller = numbers into this bos
(optional) as this message will be
sent to the seller via
ernail
I

Continue >

Announcements | Rengister | Safe Trading Tips | Policies | Feedback Forum | About eBay

Copyright @ 1995.2003 eBay Inc. All Rights Resarved [
Designated trademamks and brands are the proparty of their respective anners s{ﬂg%ﬁ:“g
Use of this Web site i of the eBlay User and Privacy Foli

After

o home | pay | register | sign in | sevices | site map helg@
‘ Browse | Search | Sell ‘ My eBay Community | Powered By

Review and Combine Your Purchases

@ Ileed Help?

You have purchased a number of items from smpro_us_user. You can now combine these purchases into a single payment. YWhen you are

ready to pay, click the Continue button below.
Review shipping address

Seller should ship to: ALS Test
2145 Harnilton Ave
San Jose, CA, 95125
United States
change shipping address

Review payment details

Select Item # Item Title
2 4035173076 test LD fee for sm pro user
| 4035188678 test search by email
2] 4035171984 multiple fixed price item for srmpro

Don't ses an itern you
purchasad from this
seller? Leam more,

Qty. Price

1 Us $10.00

1 U= §5.00

1 Us $1.00
Subtotal:

Shipping and handling:

Shipping insurance: (not offered)

Other discounts (-) or charges (+): -0.00

(seller discaunts, services, ste.)

Total:

Subtotal
LS §10.00
Us §5.00
Us §1.00

U3 §16.00
Us §0.00

LS §16.00
recalculate

Plesse make sure the amounts abowe are correct,
Not sure how much to pay? Eequest total from seller

Payment instructions: test

Select a payment method (seller accepts the following)

For fast, secure online payment with your credit card or bank account, use PayPal - it's free.

e [Fepiral (= )

The safe way to pay online. Learn more. (siteid=0,partnerid=2)

© Money order/Cashiers check
© Personal check
O COD (cash on delivery)

Continue > I Pay for your PayPal purchases from all sellers

Announcerments | Register | Security Center | Policies | Feedback Forum | About eBay

Copyright & 19552003 eBay Ine. All Rights Resered XTI
Designated frademans and brands are the property of their respective owners E}:ﬂg%;:g
Use of this Wb site constitutes acoeptance of the +Bay Ussr Agrssment and Privsey Policy




Delivering Excellent Service at eBay

 Base decisions based on what the customer wants and
expects.

* Think and act in terms of the entire customer experience.

« Continuously improve all parts of the customer experience.

* Avoid failing your customers twice.

« Empower members to “co-produce” their own experiences.

* Create and sustain a strong mission and vision.
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Global PM’s Vision and Mission

= Vision
— We enable eBay’s Global Economic Opportunity

— We empower eBay’s Community to reach higher levels of
success

— We provide a world-class core-competency to eBay’s business
= Mission

We design and build the people’s most efficient and abundant
marketplace.

— We own and drive product vision and strategy and partner in
business strategy

— We translate business and Community needs to product
requirements, while providing thought leadership, community
advocacy and scalability to our global product platform

— We deliver innovative world-class products that grow eBay’s
global business, making significant daily contributions to our
Community and eBay’s success through our seamless
execution. eh
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PDA | Product Development Architecture

Product Development
& Architecture

Acquisition Advanced Architecture Global Process Eng Product
Integration Technology Product & Metrics Development
Planning
Product Product Program Systems User
Management Strategy Management || Development Experience
& Design

12



PRODUCT
STRATEGY

Global
Product
Management

Judy Kirkpatrick

Shri Mahesh

BUYING

Amy Smith

PLATFORM &
INFRASTRUCTURE

Michael Buhr

Kirstin Hoefer

SELLING

Anne Raimondi

INTERNATIONAL

Anette Auyang, AAA
Mark Inkster, China
Jim Ambach, Europe

TnS/CS/

COMMUNITY
BILLING

Vikram
Subramaniam




Where the Product organization “fits”

roduct

P

Product Strategy

Product Management

User Experience Design
Development & Architecture
Advanced Technology
Project Management
Product Planning

Process Engineering
Acquisition Integration

Deliver features and new
capabilities to the site.

Community

Help ensure our community is front and

center in everything we do.

. B

\

The Site

o

Operations
= Site Operations

» Quality Assurance
= T

Support the site — make sure its
operational for users.

The “BUs”

The U.S. Business Unit
=  Grow the US business and
categories

International
= Drive international business
and global expansion.

Marketing
= Manage the eBay brand and

attract users to the site.

Trust & Safety
= Ensure a safe trading
environment.

Customer Support
=  Support end users

PayPal
= Provide a seamless payment

option for eBay and become
the dominant player in e-
commerce payments.

Run the business side
of the site.

eh’
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eBay product principles

 It's about buying and .
selling

« Growth is essential .

* Level playing field .

* Think globally, solve locally

* Create the “operating
system” for global e- .
commerce

 Data driven decisions

- Satisfy the business, the
user and the Community

Deliver world class quality,
quickly and efficiently

Follow all design principles

Enable open and safe
trading

Stay true to the brand
Evolution not revolution

15



View ltem/Bidding

. Curently $22.50 Fifet bid $2.99 Before
% Quattity 1 # of bids 12 hid history
Description Time left Auction has ended. Location CT
Country/Region TS A/Hartford
Started Iar-01-02 17:43:04 PAT Elmail this auction to a fidend
Lire Ends Iar-02-02 17:43.04 PIT B request a oift alest
Feedback
(to selle) Seller (Rating)  jfchesnas(@aol.com (1205) ¥
(tobidder) wiew contunents it seller's Feedback Profile | wiew seller's other auctions | ask seller a question | Checkout summaty
If you are the seller High bid xafallstar1892x (69) Ty ‘=
ot & high bidder - After
fuow what? Payment Wloney OrderCashiers Checks. Personal Checks. See item description for payment methods accepted
Mem Chc Stanford Univ Palo Alto CA Postcard ltem number: 2219105458
You are signed in Watch this item (track it in My eBay)
Starting bid:  US $2.25 Seller information
: drbduck [ 376
Flace Bid » —E—{:”
Feedback Scare: 276
) Positive Feedbaclk: 100%:
Time |eft: 5 days 18 hours Mermber since Mar-01-99 in United
7-davw listing States
Endz Jan-25-04 13:50:23
F,I;TE = Fead feedback comments
Add to Calendar Ask seller a guestion
¥ Go to larger picture Histary: a bids View seller's other items
] ] Buyer Protection Offered
Location: Centennial, Colorado FEPIREL D 5oz coverage and eligibility

United States fDenver




Stores & Store Builder

horne | pay | register | sign in | serices | site map | help &

m A Search | Sell | My eBay ‘ Community ‘ Powered By
M‘ categories | regions ‘ themes m

Al to Wy Favorite Stares List
Joe's eBay Network Store

Joe's eBay Network Store > All Categories

“iew : All Rems | Buy It Now anly | Auctions only

Joe's eBay Network ftems in all categories

Store Search

-

Picture hide Item Title Price

¥ in titles 2 descriptions Wilson Pre-broken in Glove $319.00 ZBython Junk20
Golden Glove Series 12:56
Joe's eBay Network
s;]:,: (E:ma:gu[i:’sur Customizable Red Wing $260.00 =Buythow Jun-19
Store home CCM Jersey 15:35
» Foothall a1y
= Di &
o ;amr?dl(;nfmﬁ All inclusive Yoga Kit $220.00 “Buythow Jur-19
= |ndependant @8 12:26
® SciFien
= Intemational gns; Spectrum - Wilson Regulation $188.00 =Buyithow Jun-19
= Romantic Comedies (@ Size Basketball 15:35
= Classics(zz) -
Ridell Youth Footbal Helmet $22000 Zuihow Jun-19
Size 5 12:26
Mexed Hi-Lo Chasis Vectore $260.00 Buykthow Jun-19
Rollerhackey Skates Size 9.5 16:35
Ridell Men's Dominator $22000 =Euiior JWUQHSE?

Shoulder Pads

Mext =

page 10f53

Go to page @

These items are not verified by eBay; cavest emptor Updated:Jul-08 07:10:50 PDT

part of the ehm HETWORK

Back to eBay.com Edit Wy Store

Store Builder

ch | el |y oty

ham g nap | help @

il Your Steen: Sedect Thame

am 12 428 4 g i

[ S —

Search | Sell | MyeBay | Commarity |

€h Yam

Build Your Store: Provide Basic Information
I Provide Basic Information 3 Review & Subscibe

1 Select Thame

 Fismaita  Gassn  Fusmerte - Psple Enter your Store's nane, description, and logo below. You'll be able 10 change them at any time.

Store Name and Description
Your Store's Web site address will be based on your Store name. Leamn more about naming your Siore

Store name

eBay. You can als0 optimize your descriplion to help your Store appear in Intermnet search engnes. Learm more ahout
sdezenbing your Ston

Clamit Logwss. P
Lty Comameratie Thams|

il W st Lyt
(E iy Cotteet s The|

Srore descripion

||
=

Store Logo

Graphic size iz 310 x 90 pixels. Other sizes will be sutomatically resized to fit these dimensions. Leam mare shaut
meluding your 990

& Use a predesigned lozo

Diescribe what you zell and what your Store is all about. Your description will be shown when buyers search for Stores on

© Upload 3 laga using Pictiss Managar

DG v

Praview
© Use my own logo bocated at the following LIRL
patgess | Brnisw
Pravaw
) De not display  logo
(CEREN gk cance
Announcements | Register | Safe Trading Tps | Palicies | Feedback Forsm | About sBay

Copyright & 1005201 alkay Ine. AN Rights Hararad
Dasignated ademats and Buands are e progimty of thaie respactive swnsm
Use o4 this Wb sils cortitutes sccaplance of the By Uia Sarasmant and Biizpor Policy

\



UED | Roles and Responsibilities

-

* Design User Interaction

Ul Design

* Design Information
Architecture

* Design Information Flow

-

Content Management

» Champion usability through
content

* Provide editorial guidelines

* Establish content processes

/ Creative Design

* Create visual style guide

* Design visual interface

» Concept and design creative
solutions for marketing
material

-

 Build high-fidelity prototypes

Prototyping

» Develop UED productivity
tools

* Provide technical
consultation

/Usability Engineering

» Champion the user

* Inform user-centered
design

* Provide holistic site
assessment




eBay design principles

It's about buying and
selling

Know your customer
Keep things simple

Don't make the user
work

Be consistent

Provide a well lit path
Do not divert users
Performance by design
Optimize for the 80%

Make it personal

Help should be helpful
Think globally
Evolution not revolution
Build trust

Stay true to the brand
Design for the future

See the forest and the
trees

The user has the last
word

19



Merchandising

‘ & home | pay | sign out | services | site map | help @)
Browse | Search ‘ Sell ‘ My eBay Community Powered By
4= Backto My eBa Listed in category: Consurmner Electronics * PDAsfHandheld PCs = Handheld Units

PALM Zire 71 Handheld PDA

You are signed in

JYou are the current high bidder

Important: Another user may still outhid you, so check this

See More Great ltems from this seller!

HF Pavilion a362n HF Pawilion a362n HF Pavilion a362n
Minitower, P4 3GHz Minitoower, P4 3GHz Minitower, P4 3GHz

HF Pawilion a342n

[tern number; 3076731259

This item is being tracked in My eBay

: ; , : S O Howd heck the status of this item? Use My eBay,
item again hefore it ends. eBay will send you an email if you're o 00 Yo o e e e D s == 3

thid convenient feature that keeps track of all vour buying activities,
autoi.

. Howr does bidding work? eBay automatically bids on your behalf
Current bid: L5 51.00 up to your raxirnum bid, If the iterm ends for less than your

. ) rnaxirnurm, that's all vou'll have to pay, See example,
Your maximum bid: US $1.00

Minitooweer, P4 2 BGHz
160GE 160GE 160GE 120GE
Us $660.00 us $600.00 Us $596.01 Us $560.00

|§Q Bid Now! |§Q Bid Now! @ Bid Now! |_¢§Q Bid Now!

View this seller’s other items

20



Sell Your Item (SYI)

Sell Your ltem: Provide Pictures & Item Details
1. Category 2. Title & Description 3 Pictures & Details 4. Payment & Shipping 5. Review & Submit

Title
San Francisco Giants tickets

Pricing and duration

Starting price * Reserve price (} fee varies)
$| Mo reserve price. Add

Bidding will begin at your staring price.

Buy It Now price (50.05)

Fequires a feedback rating of 10+ or 1D ¥erify.
Learn more about Buy |t Maw.

Quantity
1
Mot eligible for multiple item listings.

Duration * Private auction

7 days j Ma private auction. Add

1-day requires a feedback rating of 10+ ar [D Werify.

Start time

& Start listing when submitted

" Schedule start time ($0.10) |Select a date.. x| [Select atime... | Pacific Time

Learn more about scheduled listings.




The Product Development Process

\ The Product Development Process E ! q &

Business Needs ® Features “Trains” The Site (Our Product)

= We look at the site as a product. We are constantly enhancing it to make it
better. We call these enhancements “features”.

= Multiple features get bundled together into software releases that are rolled to
the site each week. We call these releases “trains”.

= After features launch, we assess their success by tracking their affect on key
metrics.

22



Community Involvement

\ Planning QA

Sf\lorf?\'?g Requirements » Development :

BOBRI Testing

\
Member Suggestions « Announcement \ Post-Launch Support
(emails) * Moderated Boards Sl . CS events (emails)
Online Panels * Volces * Onsite Previews ) \Blo.ards
Moderated Board o il A * Voices
oeerated Boares SRELNE7 LT * Onsite Education

eBay University « Answer Center

* Prototyping

Vil * Workshops » eBay University

- ) » Comps and « Email * Online surveys
el S Tels Mockups - Usability Studies
US/Intl surveys ¢ Online surveys * Clobal ¢ Product Exit Polls

. . Communication
US/Intl Field Studles/ / * Help /

= We also engage our Community throughout our product lifecycle.



My eBay

My eBay Views Hello, matrix_man (321 ) me

My Summary
My SI..II'I"II'I'IEIY Customize Summary

d
-
—

Free trial
IWehY .

All Buying
Watching (13) b Go hack to the ariginal My eBay.
Bidding (5) Dwring this beta program, we are interested in hearing your feedhack.

Won (10)
Didn't Wyin (=) o Protect Yourself From Spoof Emails -- Learn How

All Selling Buying Reminders %
Scheduled (3)
=elling ©s) '
g | need to pay for 3 items. Won Totals ilaEt 24 hours _;I E!

Szlsdm(;?a) § I've been outhid on 2 items.
w1 | need to leave feedback for 8 iterns. £ GEIEETE 12
$95.62

& I've received a Second Chance Offer for 1 item.

Amount

All Favorites
Searches (O 1 itermn I'm watching is ending today.

Sellers
(O 1 iter I'm bidding on is ending today.

Categaries
My Account

Fersonal Information Selling Remind
eBay Preferences elling Reminders

= 11 1

I




Thousands of features & functions...

43 eBay - Microsoft Internet Explorer

File Edit ‘iew Favarites

Help

=10l x|
&

SBack ~ = - @ ﬁ- | @Search (3] Faworites @Media @ | %v é % - J% 2

Address ".Gj http:j/pages.ebay.com/!

j .f?Gu:n

Links **

iy

The World's Online Marketplace ™

What are you looking for?

home | sign infout | serice | site map | help & —

ry

‘ Browse | Search ‘ Sell | My eBay ‘ Community ‘

b Learn about eBay

— Welcome  » Buying Tips
Ind It Mew Users P Zelling Tips

b Register Mow

Major Site Functions

Categories

Antiques Entertainment Toys & Hobbies
Art Home Travel
Books Jewelry & Watches Evenything Else
Business & Industrial Musical Instruments » see all eBay categories
Cars & Other Vehicles Pottery & Glass
Clothing, Shoes 8 Accessories Specialty Services Charity
Coins Real Estate Live Auctions
Collectibles Sporis Professional Services
Computers Stamps Wholesale (-
Consumer Flectronics Tickets
Dolls & Bears

Specialty Sites Global Sites

eBay Gift Certificate Argenting China Korea Singapore

ebay Motors Australia France Mexico Spain

ebBay Stores Austria Sermany Metherlands Sweden

Half.com by eBay Belgium Hong kong Mew Fealand owitzerland

PayPal Brazil Ireland Singapore Taiwan

Canada ltaly Spain United Kingdarn
d |L|_I
l&] I_I_I_lﬂ Internet 4

= Registration

= Buying

= Search

= Browsing/Categories
= Selling

= My eBay

= Stores

= Checkout/Payment
= Muli-ltem Payment

= Feedback

= Merchandising

= Formats: Bid, BIN, Ad

Other Tools

= Selling Manager
= Turbo Lister
= TnS & CS Tools

d)\
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How The Process Works

Planning

Seeping Requirements ) Development

Booking

QA

Testing

The BUs have a business objective to meet:
= BUs discuss idea with PM, they vet the idea and the BU writes a Business Requirements Document (BRD).

= PM translates the BRD into a scope request with high level requirements outlined
= Technology scopes the project

= BUs develop the business justification (NPV) and priority of the project, and work with the
Product Council to get it approved based on company priorities.

= Product Planning works with development to ensure development resources are available to
work on the project. After this is confirmed the project (feature) is “booked”.
= PM writes a Product Requirements Document (PRD) detailing product
functionality
= User Experience Design (UED) creates user interface prototypes, graphics, and
conducts usability testing.
= Development and architecture create the technical design and
code the feature.
= QA tests the feature
= The feature is rolled out to the site
= Receive user feedback and react
= Assess success to original metrics

and NPV d) \
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Some Key Statistics of Our Process

-
\ Requirements Development AL Regfession ‘ >
a P Testing Testing e221
A \
\ E R i -
1 eature egression
Requirements Development Testing Testing i > e221_|nt|
A \
\ F R . -
. eature egression
Requirements Development Testing Testing ‘ 5 9223
A \

= Trains release every week -- alternating between US and international every other week.
Our average train is 60,000 lines of code.

= With ~7 US (core) trains releasing per quarter, our throughput is roughly a half million
lines of code per quarter (not including international).

= The total site is about 5 million lines of code. (In comparison, Microsoft Windows NT 3.1
was 4 million lines of code.)

= This code supports over 90 million registered users from more than 200 countries, doing
business on 20+ internationalized sites. On a daily basis, we support 700 million page
views and $70 million in business transactions (Gross Merchandise Sales, GMS).

= Even with this significant volume, our quality statistics are quite good: open production
bugs are only a few hundred (>5 sigma), our site availability is 99.93%, and our

customer support emails due to system issues is about 2% of our total volume. I \
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Another Key Metric: Train Seats

A [
Business Technical QA
. . Development . )
Requirements, Design Testing
\v
Total Development Cost = Development Effort (Train Seats) + % of all supporting activities
Creative - _ QA
Ul/Usability Tram_ Seat -_Development Effort Project Mgmt Release Mgmt
Product Mgmt (1 Train Seat = 15 Developer Days) Operations

« Each “Train” at eBay has a specific amount of capacity on it — train seats. Train seats
reflect the amount of development effort associated with each train.

» Train seats also help communicate the quarterly development capacity of the Product
organization.

« Train seats are a commitment to the business — they are not just effort spent, but rather
effort “earned”.

» To determine the cost of a train seat, eBay bundles in the effort required by non-
development resources such as product management, usability testing, QA and project
management.

eh’
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What we’ve accomplished

In a typical day... June 1999 Dec 2003 Growth
Outbound e-mails 1.0+ M 21 M 21X
Searches 6.5M 120 M 18x
Peak Network utilization 268 Mbps 7.8 Gbps 17x
Total Registered Users* 6 M 93 M 15x
Page views 54 M 700 M 13x
Net Revenue Per Day $532 K $6.4 M 12X
GMS Per Day $6.5M $70 M 10x
Bids 0.9 M 6.3 M 7X
Listings 532 K 3 M 6X
Availability ~97% 99.93% 3%
Developers 40 300 8X
Train Seats Per Quarter 40 1,120 28x
Web Service API calls 0 13 M NA

* Total registered uses is the cumulative total, not per day or quarter.

1.

a bk~ @D

Scalability
Availability
Productivity
Capacity

Platform



Yet, Still Early Stage of eBay’s Growth

eBay is a young, exciting company. It has infinite opportunities which create an

unpredictable, rapidly changing environment. eBay’s employees are driven and

excited about changing the world. They work hard and strive to capitalize on the
many opportunities the company has to grow.

P&G

Mature / Slow
Maintainers

growth Microsoft + Solid execution of known strategy
‘ * Guardians of legacy
Implementers :-C;W to Ino htlr(ljng | )
» Savvy competitors niernal mgt deveiopmen
» High execution of proven strategy
* Protectors of growing legacy
* Moderate hiring needs
Stage of
Entrepreneurs
Company » Bold entrepreneurs to go after white space
B * High risk/high reward/high output
eba  Fast to deliver, fast to respond

» Strategy under rapid change

» Experienced at building to last

» Rapid hiring ramp -- exec bench buildin

PayPal ,/ Explorers P g ramp g
. thru ‘02 * Survivalists
Early / High « Extremely high risk/high reward
growth « Can deal with no infrastructure
« Lean staff
High risk / > Lower risk
High reward lower reward

Employee

Profile d) \
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Relative gross merchandise sales — US

Q303 Annualized GMS

Billions
$14 \
> Auction
{
\ Fixed
Price

Next leading
online retailer

\
Source: eBay Inc. estimate d)

31



Outpacing Leading Growth Companies

2002 MM$
(log scale)
1,000,000

WALMART"*

100,000 -
10,000 -
1,000 -

100

10

1 rMr T Tr+r+T+TT+Trnrrnr T rrrrrnrrrrrrrnrr P rrrnrrrnrrri
1 5 10 15 20 25 30 35 40
Years from incorporation

(1) Sales and GMS adjusted to 2002
(2) Source: eBay; Company Filings; US Department of Commerce Deflators

eh’
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Thank You!




