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OBJECTIVES

Shopee

To help sellers understand how to
reduce/avoid receiving any type of penalty
points and also how to better manage their

stores more effectively with tips & strategies.
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1. What is Seller Penalty
Point System?
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What is the seller penalty point system?

It's a point-based system designed to help you achieve operational excellence by tracking your performance and
highlighting key areas for improvement. We designed this system to help you grow your business by ensuring
customer loyalty through operational excellence. You will maintain all your seller privileges as long as you take steps
to improve and stay on target.

ML Access to full range of seller privileges
Reward good performing sellers by giving them access to our full range of seller

7 S - A . : .
" privileges, while limiting privileges to sellers who require more time to improve.

\\,/ 3 Preferred Seller program

= @ i Provide good performing sellers with priority consideration into our Preferred Seller

% o program.
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What are the penalties?

Every Monday, we will evaluate and update sellers on how well they've performed in the previous
week on the following key metrics. Points are issued if sellers fail to meet their performance targets.

e Seller privileges may be temporarily withdrawn for sellers that accumulate a high number of Penalty
Points. The more points accumulated, the fewer privileges the seller will enjoy

e Depending on the penalty tier reached, selected seller privileges will be temporarily suspended (for
28 days) based on the table on the next slide

e We will reinstate any lost seller privileges after 28 days as long as you take steps to improve and stay
on target

e However, any points accumulated will remain on record until the quarter ends. Points will reset to 0 at
the start of each quarter (1st Monday of January, April, July, and October)
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What are the penalties? (cont.)

Penalty Points may be issued to sellers who do not meet Shopee’s performance targets. Performance is measured on
a weekly basis. Sellers will be updated on their performance at the start of each week.

Tier Penalty Points Accumulated Relevant Punishments (for 28 days)

Ban from marketing campaigns

Remove free shipping or shipping rebates
Deboost listings (Severe)

Block listing creation and editing

Freeze account

o
—
()]
e 6 o 0o o

Ban from marketing campaigns

Remove free shipping or shipping rebates
Deboost listings (Severe)

Block listing creation and editing

N
—
N

e 0o 0 o

e  Ban from marketing campaigns
3 9 e  Remove free shipping or shipping rebates
e  Deboost listings (Severe)

e  Ban from marketing campaigns
2 6 ° Remove free shipping or shipping rebates
e  Deboost listings (Moderate)

1 3 e  Ban from marketing campaigns
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Calculation of Penalty Points (Example 1)

Seller A
Penalty Seller regains
Points privilege
v

|

- Seller A is issued 3 Penalty Points in Week 3
« Seller is banned from marketing campaigns for 28 days
« Seller regains privilege on Week 7
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Calculation of Penalty Points (Example 2)

Penalty Penalty Seller regains
Points Points privilege

v
9 (D))

Banned from marketing | |
campaigns for 28 days

Seller B

¢

Banned from marketing
campaigns, will not receive
shipping subsidies and listings will
be deboost (moderate) for 28 days

Seller B is issued 3 Penalty Points in Week 3

Seller is banned from marketing campaigns for 28 days

Seller does not improve and accumulates 6 Penalty Points by Week 5

Seller is not allowed to participate in marketing campaigns, will not receive shipping subsidies, and
listings will be deboost (moderate) for 28 days

« Seller regains privileges on Week 9

Private & Confidential 9



Shopee

Shopee focuses on 2 key fulfilment metrics

Non-Fulfilment Rate

Number of  Points
The Non-Fulfilment Rate reflects the percentage of total orders that were NFR orders Issued
cancelled and returned due to the seller’s fault in the past 7 days

Threshold

<30 1 point
) 10%
Non-fulfilment rate = Cancellation rate + Return-refund rate 30 or more ‘ 2 points ‘

Late Shipment Rate

Shipped on-time orders Shipped late orders e -
umbper o
I I TR Threshold
| o | " LSR orders
@ @ 50 —
ime 1: ime 2: < poin
Ord.’e-:'n;fe;.ﬁon Orders shipped within 2 days 2’3:;’ Orders shipped after 2 days 15%

are counted on-time are counted late

‘ 50 or more ‘Zpoints‘

Late shipment rate = Late shipped orders / Total shipped orders
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Non-Fulfilment Rate (NFR)

Order Non-Fulfilment Rate is the percentage of orders (out of total orders) that were either cancelled or returned in the
past 7 days. When computing this metric, the system will consider all order cancellations initiated by the seller or
cancelled by our system. You should target to keep your order non-fulfilment rate below 10%.

Shopee Fulfilment Metrics Targets

Non-fulfilment rate

Number of Points

The Non-fulfilment Rate reflects the percentage of total orders that were Threshold
cancelled and returned due to the seller’s fault in the past 7 days. NFR orders Issued

<30 1 point

Non-fulfilment rate = Cancellation rate + Return-refund rate 10%
30 or more | 2 points

For more details on NFR, please refer HERE.
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How is Non-Fulfilment Rate (NFR) calculated?

250 total orders

) 10 Completed order
40 non-fulfilled

rders This week’s
7 days prior -
r ; ) Monday 10 Returned or

1 . - - . ﬂ refunded orders
10 Cancelled orders due
O O to seller’s fault

Example:
e Seller A has 250 total orders
e 40 orders are non-fulfilled
e Seller As NFRis: 40 + 250 =16%

Seller A has NFR of 16% which exceeds the target of 10% and 30 non-fulfilled orders. Hence, Seller A will receive
2 penalty points from high NFR this week.

Private & Confidential 13




Shopee

What are the main causes of high Non-Fulfilment Rate (NFR)?

High Cancellations:

Product is Out of Stock System cancellation of orders System cancellation of orders
due to inactivity for 7 days due to failure to ship within
Days to Ship period

High Returns:

- O E
Item not received Wrong item Damaged item
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How can | reduce Non-Fulfilment Rate (NFR)?

A
(4
CLOSEJ D
(o) (o)
. . . Turn on Vacation Mode Ship orders on time
Avoid Out of Stock situations when you are away
// - - | =
T M -
z l 1 ? Im 6 ©
e 11x == -
Pack the right products Check for any damages or Provide accurate

defects when packing descriptions

For more details, please refer HERE.
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Weekdays & Weekends Used to Be More Distinct

eCommerce

After MCO

Best time to pack orders
are on weekends

Before MCO

Mon Tue Wed Thu Fri Sat Sun

Private & Confidential 16



Fulfilling Orders Immediately on Weekends Increases Sales

eCommerce

After MCO
Sellers who pack orders 7 days a week

have a Conversion Rate (CR) 19.7%

higher than sellers who pack orders <5
Before MCO . o
days a week (i.e. 19.7% more sales for
Mon Tue Wed  Thu Fri Sat Sun

the same traffic). This is linked to

Average Preparation Time (APT)
Packs <5 Days a Week
Packs 7 Days a Week

Sellers
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Late Shipment Rate (LSR)

Late Shipment Rate is a feature designed to track and minimise the number of late orders. LSR reflects the percentage of
orders (out of total orders) that were shipped out late in the past 7 days. An order is shipped late if the time of shipment
is later than 2 days (for ready stocks). You should target to keep your order late shipment rate below 15%.

Shopee Fulfilment Metrics Targets

Late Shipment Rate
Shiorod late ord Number of Points
ippediate orders LSR orders Issued

Threshold

Shipped on-time orders

' - D '
1 = i
[ [ < ) <50 1 point
@ O 15%
Time 1: Time 2: 50 or more ‘ 2 points ‘
Order creation Orders shipped within 2 days 24 ) Orders shipped after 2 days | | |
ays are counted late

are counted on-time

Late shipment rate = Late shipped orders / Total shipped orders

For more details on LSR, please refer HERE.
19
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How is Late Shipment Rate (LSR) calculated?

200 total shipped orders

A

50 late shipped
orders This week’s

r A \ Monday
ﬂ ‘111111111
1111 i1 R111
1 O

Symbol for 10 orders

7 days prior

Example:

e Seller A has 200 total shipped orders

e 50 orders are shipped late

e Seller AsLSRis: 50 + 200 = 25%
Seller A has an LSR of 25% which exceeds the target rate of 15% and 50 late shipped orders. Hence, Seller A will receive
2 penalty points due to high LSR this week.

Note: When computing this metric, all orders will be included except auto-cancellation orders (already included in the
Non-Fulfilment Rate calculation). o o 20
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What are the main causes of high Late Shipment Rate (LSR)?

N 0,

Out-of-stock Insufficient manpower to Inaccurate demand forecasting during
Inventory pick and pack orders campaign or promotion period
. @
o 0
No proper order Seller is away or
management process on leave
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How can | reduce Late Shipment Rate (LSR)?

© I =
. _ l]
DDDD
Avoid Out of Stock Manpower planning Forecasting
situations (especially during
campaigns)
n
(¢
CLOSE,

Turn on Vacation Mode

Prioritise orders
when you are away

For more details, please refer HERE.
Private & Confidential
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Listing violations

Sellers who breach Shopee’s terms and policies will be notified accordingly to edit the listings and remove all
elements which violates the aforementioned policy. Failure to do so will result in the listings being deleted and they
will incur penalty points as shown under the Seller Penalty Points System.

The more listings violation a seller flagged, the more penalty points the seller will incur. Points are issued if sellers
fail to meet their performance targets.

Listing Violation Type Penalty Point
Prohibited listings / advertisements <2 1
Spam <5 1
Counterfeit <2 1

Note: Sellers with severe listings violations will earn 2 penalty points. z
e Sellers who reupload listings previously banned due to spam (wrong category, keyword spam, wrong attributes etc.)
without editing will have their listings deleted and earn 1 penalty point.
Sellers who reupload previously deleted listings will earn 1 additional penalty point.

Sellers who upload listings in prohibited categories will have their listings deleted and earn 1 additional penalty point.

For more details on listing violations, please refer HERE. Private & Confidential 24
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Advertisements, switched listings, misleading discounts, and

prohibited listings

Advertising for services / company Switched listings

Example: Example:

Dropship wanted!
RMO0.50

o

1o Kuala Lumpur, Mid Valley City
@e RM0.00 - RMS.30

™ Free
(=

A Goblin Mr. Buckwheat Toy
RM 100.00

3" Pink High Heel Pumps
RM 100.00

|
+

Listing A selling toys  Listing A switched to sell shoes

For more details on prohibited listings, please refer HERE.

Private & Confidential
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Misleading Discount

Example:

increase price.
romot

https://shopee.com.my/events3/co
de/2779616051/?smtt=3.10053588

Prohibited Items

Example:
- @ fc
Medicine Stocks S“‘""

> ﬁ % Weapons
Drugs Wildife products e
X Lo Cigarettes
==

Prohibited ~ Sexually explicit
food

Services

https://shopee.com.my/docs/3598

Shopee
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https://shopee.com.my/events3/code/2779616051/?smtt=3.10053588
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Counterfeit listing

The sale of counterfeit items is strictly prohibited and will be deleted.
Counterfeit items are products that are made in exact imitation of an existing
brand with the intention to deceive or defraud.

Sellers with such counterfeit listings will incur penalty points unders Shopee’s
Seller Penalty Points System. Repeated offender’s account may be frozen.

READY STOCK  Nike Cap (Inspired)
RM 8.99

In the event that your listings are indeed genuine but flagged for counterfeit, please
submit your authenticity proof evidence to Shopee Customer Service Team.

For more details on counterfeits, please refer HERE.

e
=]
Black Navy Blue Pink

Products with unauthorized usage
of a registered trademark (e.g. Nike
logo) are not allowed
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100% Authentic Money Back Guarantee

. 100% Authentic Guarantee
100% Authentic Money Back Guarantee tag SR -
Guarantee Authentic or Money Back

Introduced to Preferred Sellers to boost store sales and increase buyers’ confidence on Shopee
All products of Preferred Sellers will be tagged automatically

Buyers can raise a return/refund request if they received any counterfeit products

If product is proven to be fake (not original), buyer will be eligible for 100% Refund Guarantee
borne by the seller

What happens when a product is claimed to be counterfeit?

e  Seller will receive an in-app notification
e Seller can provide proof of authenticity for the flagged listing through Seller Centre
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What are the consequences of selling counterfeit products?

:j l "
* MONEY,

BACK{GUARA

Buyer will be eligible for
Money Back Guarantee
borne by the seller

Seller will be removed from
Preferred Seller program

To learn more about 100% Authentic Money Back Guarantee, please tap HERE

Private & Confidential
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Unauthorised copied listings

Unauthorised copied listings refer to listings that have been confirmed to misuse other sellers' images or details
without consent. All unauthorised copied listings are strictly prohibited and will be suspended if found in violation.

Sellers with such copied listings will incur penalty points unders Shopee’s Seller Penalty Points System.

Flydigi CyberFox - Low Latency Wireless Earphone Flydigi CyberFox - Low Latency Wireless Earphone
vy A
50 k#kkk | 16Retings 21 Sold NoRatings Yet | 0 Soid

ruas008 RM229.00 =3 Red Alert Breating Light Leaky Microphone RM219.00
v v

Shop Vouchers  RMS OFF Shipping

L]
Shipping @ Free shipping
e e '
ShippingFee  RM0.00 v/
Quantity — 1+ B82pieceavailable
—! o e = el
okl
. == & shopee Guarantee he items you ordered or get your money back
V| mm— P
S Shopee Guarantee 1 the de back ezl R 3{]
s @OPDPO Q) Favorite (60) s @ OO D Favorite (1)
fiydig. — i &1 R 13 m o
ithin 1.6k £ View Shop 9 in min 1

/ Original image X Copied image

For more details on unauthorised copied listings, please refer HERE.
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Spam (Duplicate listings, attributes, keywords, brand spam)

Duplicate Listings Brand/ Keyword Spam Attribute Spam Junk/ Vulgarity
Example: Example: Example: Example:
® - @ Categories > » 0
= o= { Scammer
et : 5 RM10.00
Model IO e ; r, i
& o o :
s ) y O (= 1 Fee RM4.00-RM10.00
Serum, cleanser, make-up Innisfree Green Tea Serum Brand anasor > i 2 o
{ B 2 RM 24.90 RM 24.90 nic HG Joht & Chat Now v Sl
https://shopee.com.my/web/ev https://shopee.com.my/events3/c https.//shopee.com.my/events
ents3/code/2459038824/ 0de/2600045937/ 3/code/2659227738/

For more details on spam listings, please refer HERE.
Private & Confidential 30
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5. Customer Service Violations
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Customer service violations

Shopee

Every Monday, we will evaluate and update sellers on how well they have performed in the previous week on the
following key metrics. Points are issued if sellers fails to meet their performance targets.

Rude / abusive chat

Sellers reported by other users for

having abusive behaviour on chats may 2 Points
receive penalty points

Request buyer to cancel

Sellers who are detected by Shopee’s 2 Points

system to be asking buyers to initiate
cancellation will receive penalty points

Private & Confidential

Chats from orders canceled by buyers
are manually reviewed weekly. If they
are caught asking the buyer to cancel
the order due to the seller’'s own issue,
they will receive 2 penalty points under
CS violation that week.

Example chats:

e  “Hi, youritem is out of stock. Please
submit your cancellation for us to
approve. Thanks!”

e “No stock, please cancel the order and the
cancel reason please choose: others.”

32




Fake Return Address

Block 000,
1 #00000

Ensure that your return address is where you'd like the buyer
to return the parcel to. Entering a fake/invalid return
address will incur 2 penalty points.

.

Entering invalid
return addresses

Performance Metric Point Issued

Fake return address Zero 2 points

Private & Confidential
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Fraud - False Transactions

Sellers (as well as staff who managed your shop) should not buy or attempt to buy from your own shop.

Some of the scenarios that will cause you to incur penalty points under fraud for false transactions are as follow:

e Buyer is having issues while trying to checkout from your shop. While you try to understand what went
wrong, you try to replicate the issue by trying to buy/checkout from your own shop.

e Buyeris having issues on applying Shopee/Seller voucher during checkout. While you try to understand
what went wrong, you try to replicate the issue by trying to buy/checkout from your own shop with the

voucher code.

Performance Metric Target Point Issued
Checkout without voucher used 1 point
Zero
Checkout with voucher used 2 points
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Fraud - Shipping Fraud

What is Shipping Fraud?
e (Cases where a seller intentionally sends an empty parcel, or a parcel containing
an item that is irrelevant and of a lower value, instead of the actual item ordered.

Examples of Shipping Fraud:

What buyer ordered What buyer received
A box soap An empty box
A rice cooker (worth RM1000) A set of Superman sticker (worth RM5) D : Up “ff pts
A shoe (worth RM1000) A RM10 voucher — o ‘. ey
A phone (worth RM 2000) A phone case (worth RM10)
ATV A “We are sorry note, your shipment is delayed” note Shipping empty parcels
Performance Metric Target Point Issued
3 points for first offence
Shipping Fraud Zero 6 points for second offence
Account freeze for third offence onwards .




Social Selling Policy

To ensure that Shopee Feed and Shopee Live platforms
remain a friendly and safe environment for buyers and sellers,
penalty points will be issued for inappropriate content.

This includes explicit/sensitive content*, harassment of
others, or the promotion of prohibited items.

3 pts
or
Account

*Explicit/sensitive content refers to the following: Freeze
1.Promotion of pornographic content
2. Information to incite hate, unrest, and/or discrimination

3. Harassment and cyberbullying

or
Account
Freeze

Explicit / Sensitive content Promotion of prohibited
Harassment items

Performance Metric Target Point Issued

Inappropriate content on Shopee
Feed and/or Shopee Live, 3 points

deemed as severe violations. Zero

Repeated severe violations for

Shopee Feed and/or Shopee Live Account freeze
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Penalty Points Summary

Every Monday, we will evaluate and update sellers on how well they have performed in the previous week on the
following key metrics. Points are issued if sellers fail to meet their performance targets.

Operational Excellence Pillar Minimum Performance Target Penalty Point Issued Per Week for
Non-Compliance

Non-fulfilment rate < 10% and number of 1 point (2 points if NFR > 10% and
non-fulfilled orders < 30 number of non-fulfilled orders > 30)

Fulfilment
Late shipment rate < 15% and number of late 1 point (2 points if LSR > 15% and number
shipped orders < 50 of late shipped orders > 50)
No prohibited listing or advertisement Up to 2 points

Listing / Content No IP Infringement or counterfeit Up to 2 points

No listing spam (e.g. keyword, price, duplicate) | Up to 2 points

No rude / abusive chat or review reply 2 points
Customer Service
No request for buyers to cancel orders 2 points
For more details on Seller Penalty Points System, please do refer HERE. CONTINUE NEXT SLIDES >
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Penalty Points Summary (cont.)

Every Monday, we will evaluate and update sellers on how well they have performed in the previous week on the
following key metrics. Points are issued if sellers fail to meet their performance targets.

Operational Excellence Pillar Minimum Performance Target Penalty Point Issued Per Week for
Non-Compliance
No attempt in buying from own shop Up to 2 points
No fake return address 2 points
Fraud / False Transaction Shipping Fraud first offence 3 points
Shipping Fraud second offence 6 points
Shipping Fraud third offence onwards Account freeze

No inappropriate content on Shopee Feed
and/or Shopee Live, which deemed as severe 3 points

Social Selling violations.

Repeated severe violations for Shopee Feed

and/or Shopee Live. Account freeze

For more details on Seller Penalty Points System, please do refer HERE.
Private & Confidential 38


https://seller.shopee.com.my/edu/courseDetail/1?lessonId=244

Shopee

Where to check if you're penalised?

ﬁ Home / Account Health e lelongk999 8 [ Education Hub
LB Shipment @ A
T Account Health
Mass Ship
Shipping Setting
GOOd ( Your overall Account Health assessment is based on your performance in the past 12 weeks. )
[ Order D Your account is fairly healthy, you may have incurred some penalty point in the last 12 weeks or not met some performance targets. Monitor your performance closely
to improve buyer experience.
Product v
Marketing Cent v
5 IR My Penalty (06-:07-2020 To 04-10-2020) More:>
S Chat Broadcast ® v Penalty Points this Quarter Ongoing Punishment
3 Finance V Non-fulfillment Rate 0 points
0 Late Shipment Rate 0 points
|~/ Data A it
OIS Listing Violati i
< : g Violations 0 points
Business Insights VS Last Week 0 Excellent! You have no ongoing punishment.
Account Health Others 0 points

Preferred Seller

You may access Account Health on: Seller Centre > Data > Account Health
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Where to check if you're penalised? (cont.)

Account Health

GOOd ( Your oversll Account Hesith assessment is based on your parfarmance in the past 12 weeks. )

Your account is fairly healthy, you may have incurred some penalty point in the last 12 weeks or not met some performance targets. Monitor your performance closely

to improve buyer experience.

My Penalty (06-07-2020 To 04-10-2020)

Penalty Points this Quarter (%)

Non-fulfillment Rate

0 Late Shipment Rate
points Listing Violations
VS Last Week 0
Others

0 points
0 points
0 points

0 points

More >

Ongoing Punishment

Excellent! You have no ongoing punishment.

You may view your penalty details on: Seller Centre > Data > Account Health > My Penalty > More

Private & Confidential
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Where to check if you're penalised? (cont.)

My Penalty [I] Education
Penalty Points this Quarter () (0607202070 041020200
Non-fulfillment Rate 0 points 15
12
0 Late Shipment Rate 0 points 9
: 6
o Listing Violations 0 points
VS Last Week 0 3
: 0 + -
Others 0 points 6l 13 Jul 20 Jul 273l
Penalty Points Punishment
06-01-2020 - 05-04-2020 v All violation types v
Date Reference number Violation type Penalty Points Action
13-01-2020 136676948460219761 High non-fulfilment rate 1 points View Detail
06-01-2020 134139801019500445 High non-fulfilment rate 1 points View Detail
1 Goto page 1 Go

You may view your penalty details on: Seller Centre > Data > Account Health > My Penalty > More > View Detail
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What to do if you receive penalty points?

Seller will need to send an
appeal

o https://help.shopee.com.my/my/s/
Find out what kind ‘; contactusform

of point you
received

Find solutions to fix the
issue

Note: Remember to submit appeal on the same week that you received the penalty points.
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ﬁ Shopee Seller Education Hub Home  Collections v

LEARN TO SELL ON
SHOPEE TODAY!

4> Gear Up for 11.11 with Pre
Hype Tips!

Click here for our exclusive Seller Tips!
&

<® CMCO Updates: Sabah (as of
26 Oct)

Click here to find out more ¢p

Courses Events

<® Seller Coins Bonus Reward
Stand a chance to get 50% Bonus Coins
Reward! @ First come, first serve basis

<® CMCO Updates: KL, Selangor
& Putrajaya (as of 14 Oct)

Click here to find out more g

Seller Education Hub: Shopee Encyclopedia

<®New Shopee Seller Su
Package

c M300 Shopee Vouchers]
RM300 free Ads Credits for youl

[ON DEMAND WEBINAR]
University Basic: Start yo

M @ Start learning from our or

=
l.
@

Step 1 Q

Go to SEH!

)
=

J

SCAN ME

Step 2
Type at Search Bar to
find the latest
information

Shopee
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Seller Education Hub: Check Out the Calendar For Live Webinars!

ﬁ Shopee Seller Education Hub

Upcoming

Home

Collections v

Courses Events

13 November

Big Campaign Masterclass (BM)

ShopeeUni Basic Series 4: Tips for Keeping Your Finances in Order

Returns and Refunds Masterclass

Step 1
Go to SEH

Step 2
Click “Events”

Step 3
Register for desired Live
Webinars!

Reqister Now!

%
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Seller Education Hub: Watch On Demand Webinars!

Home Collections v Courses Events StEP 1
Go to SEH and scroll
Click on the video below to start learning today! d own to bottom
Step 2

Click “Maximise Sales”

Shopee Uni Basic: Start your

eCommerce Business with Step3

Sh | Select the desired
: opee webinar
Step 4

Start watching!

Watch Now!

>
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Watch a replay of this webinar!

RM15 Free Shipping Package and 10% Coins Cashback
Programme

FRIDAY, DECEMBER 4 2020 AT 5:00 PM (+08)

Hi there!

Thank you so much for attending our webinar. We hope you
learned a lot. Don't forget to sign up for our other future webinars
on Seller Education Hub. If you really found our class helpful, please
complete our feedback form to let us know: https://forms.gle/
PECUZPd2RHfjyKqZA

See you in the next one!

Shopee Malaysia
Shopee University

*Note: In order to keep
receiving these emails,
do not unsubscribe
from Livestorm.

Shopee

Step 1
Check your inbox for a
post-webinar email from
Shopee Malaysia

Email Subjects:
Thanks for showing up

or
Shopee University
missed you &

Step 2
Click Watch Replay

Step 3
Start watching!
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THANK YOU



