
 
 
Name: Denny Bulcao 
 
Writing time: 25 minutes   
 
Date: 3/29/2011 
 

 
Directions 
 

 Use the information below to write an email from PayPal to the seller. 

 Remember to keep it clear and concise yet friendly. 

 Keep track of how much time you spend on this exercise and enter the time above. 

 If you have any questions about writing the email, please include them in the space 
provided after the email template. 

 
Email background 
 
If a buyer isn’t happy with something they paid for with PayPal, they can open a dispute in the 
PayPal Resolution Center to let the seller know that there’s a problem. The buyer and seller can 
use the Resolution Center to post messages back and forth to resolve the problem.   
 
We hope that the buyer and seller can work out the problem within 20 days. If they can’t, the 
buyer can escalate the dispute to a PayPal claim and ask us to step in and decide if they are 
eligible for a refund. If we don’t hear from the buyer within 20 days, the dispute automatically 
closes and the seller can withdraw the payment.  
 
 
Email details 
 
Write an email to a seller letting them know that a buyer is disputing a recent payment.  
 

 This email is from PayPal to a seller named Jane Smith. 

 A buyer named John Doe is disputing a payment that he made to Jane Smith 
because the item he received did not match the original product description. 

 PayPal encourages buyers and sellers to resolve problems by communicating with 
each other in the PayPal Resolution Center. 

 Jane Smith should go to the Resolution Center to respond to John Doe’s problem.  

 Jane Smith can’t withdraw the payment she received from John Doe until the 
dispute is closed.  

 John Doe can escalate the dispute to a PayPal claim and ask us to decide if he is 
eligible for a refund. 

 On  [date], the dispute will automatically close until it has been escalated to a 
PayPal claim.  



 Here are the transaction details: 
o Date of transaction: July 8, 2011 
o Amount of transaction: $75.00 
o Jane Smith’s Transaction ID: 6L2611771R298680X 
o John Doe’s Transaction ID: 3XV90133BF907481D 
 

 
Email template 
 
Subject line: New Not As Described Dispute: Transaction ID: 6L2611771R298680X 
 
Dear Jane Smith, 
 
John Doe is disputing a 75.00 payment that he made to you on July 8, 2011 because he claims 
the item he received did not match the original product description. 
 
PayPal encourages buyers and sellers to resolve problems by communicating with each other in 
the PayPal Resolution Center. Please go to the Resolution Center to respond to John Doe’s 
dispute.  
 
Transaction details: 
 
Date of transaction: July 8, 2011 
Amount of transaction: $75.00 
Jane Smith’s Transaction ID: 6L2611771R298680X 
John Doe’s Transaction ID: 3XV90133BF907481D 

 
Please note: 
 
You cannot withdraw the $75.00 payment you received from John Doe until the dispute is 
closed.  
 
John Doe can escalate this dispute to a PayPal claim at any time until July 28, 2011. On that date, 
this dispute will automatically close. 
 
We encourage you to respond to the buyer as soon as possible. A buyer who feels that you are 
working with them to resolve a problem is less likely to escalate a dispute to a claim. 
 
Thank you, 
 
PayPal 
 
 
Questions/comments/feedback about the email 
 
This actually happened to me once (I won after a PayPal review) so I’m very familiar with the 
process and verbiage PayPal uses.  

https://www.paypal.com/us/cgi-bin/webscr?cmd=xpt/CaseManagement/customerservice/DisputeList&bn_r=o
https://www.paypal.com/us/cgi-bin/webscr?cmd=xpt/CaseManagement/customerservice/DisputeList&bn_r=o

