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To democratize financial services to ensure that
everyone, regardless of background or

economic standing, has access to affordable,
convenient, and secure products and services to

take control of their financial lives

To make the movement
and management of

money as simple,
secure, and affordable

as possible

Inclusion
Innovation

Collaboration
Wellness

Mission

Vision Values
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PayPal reinstates the
accounts associated

with Us For Them,
Free Speech Union

and Toby Young

PayPal closes the
accounts associated

with Us For Them, Free
Speech Union and

Toby Young

PayPal releases
Acceptable Use

Policy (AUP)
update notice

PayPal releases
statement claiming

the AUP update
was an error

David Marcus, Elon
Musk and David
Sacks react on
Twitter and the

stock price drops

United Kingdom
media criticizes

PayPal's decision

SEP 15 SEP 27 OCT 08 OCT 07

House Republicans
send a time-sensitive

inquiry to PayPal
about its AUP and

violation fine

Republican Sen. Tim
Scott sends an open

letter to CEO Dan
Schulman

questioning PayPal's
policies 

PayPal releases
new AUP with no

mention of
'misinformation'

or the $2,500 fine  

PayPal releases
new User

Agreement where
the $2,500 fine is

restricted

OCT 14 OCT 19 NOV 07OCT 29
*Punishable conducts include fraud and the sale of goods that are counterfeit or infringe intellectual property rights 

*
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History of Monitoring Speech
and Backtracking

Reversed its decision to close Toby
Young's accounts because of hate
speech and misinformation after
public backlash in Sep. 2022

Prior Emphasis on Trust

World Economic Forum interviews
CEO Dan Schulman about trust and its
role in a company like PayPal's
foundation 

Pre-Existing Fine

Its Acceptable Use Policy details a
$2,500 fine for policy violation
liquidated damages, since 2013

PayPal's Acceptable Use Policy $2,500 Fine Clause

Manage for Tomorrow, Tell the Truth and Listen to Stakeholders
Which Page Principles Apply?
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https://docs.google.com/spreadsheets/d/1DUF2isFWsqVSYhbaACYtbgcLi_YjDqpE3GLQIVgkKQg/edit#gid=69851113


Notable Stakeholders

PayPal’s former president David Marcus, co-founder Elon Musk and
founding chief operations officer David Sacks shared negative
sentiments about the brand, publicly rebuking its actions
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Trending Topics

Users around social media and consumers mentioned how their
PayPal accounts would be deleted and shared opinions on this new
and “mistaken” agreement policy

Listen to Stakeholders and Realize An Enterprise's True Character Is Expressed By
Its People

Which Page Principles Apply?



 Listen to Stakeholders and Manage for Tomorrow
Which Page Principles Apply?
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Facebook Example
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After PayPal's "confusion" statement, users kept
expressing their unlikeness to keep using their PayPal
accounts

Tell The Truth and Listen to Stakeholders 
Which Page Principles Apply?



Statement Retraction

PayPal got even more negative attention for spreading "misinformation"
about its misinformation policy fine
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Manage for Tomorrow, Prove It with Action and Listen to Stakeholders
Which Page Principles Apply?



Politicians Seek Answers. No Response.

Republican Sen. Thom Tillis and Tom Emmer, U.S.

representative for Minnesota's 6th congressional

district, and other Republican politicians wrote a

letter to PayPal seeking answers 
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Prove It with Action and Listen to Stakeholders
Which Page Principles Apply?



BEYOND
FINANCIAL

STATEMENTS
Guided Discussion

How do you think PayPal's
actions impacted the company's
finances and reputation?  What

societal implications can this
case have for society at large?

How did PayPal's adherence (or
lack thereof) to the Page

Principles impact how it fared?
How would things be different if

it changed its approach?
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Account Deletion

“How to delete PayPal” search engine
search spike and "how to cancel PayPal"
and "cancel PayPal account" Google
search spike

Post-Pandemic Recovery Plan

Affected core platforms' growth and
increased the monetization of its 426
million active consumers and merchants

Market Value

Before: $104 Billion Market Value, Q3 28%
Share Price Rise and $94.42 Stock Price
After: $88.53 Billion Market Value, Stock
Reaches Low of $75.18
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PayPal's Stock Value

 Listen to Stakeholders and Manage for Tomorrow
Which Page Principles Apply?

Full-Year Revenue Forecast Cut

Outweighed progress on the cost-savings
program detailed in 2Q22’s earnings
report



Continuing Critques

Despite backtracking the update, it did not regain favor among all its
stakeholders. There were continuing critiques from former employees like
Sacks, conservative government official and customers
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Account Deletion

Seventy thousand accounts engaged with the #DeletePayPal hashtag on
social media, and there was a spike in how to delete and cancel PayPal
searches on numerous search engines. However, PayPal had nearly 400
million users beforehand

Listen to Stakeholders 
Which Page Principles Apply?



SOCIETAL
IMPACT
An Organization's Ability to Restrict Free
Speech, Combat Misinfromation & Regulate
Banking Access

U.S. House Republicans launch an inquiry into PayPal,  and

the Free Speech Union lobbies to prevent consumer

political belief discrimination in Great Britain. Legislation

like the proposed Fair Access to Banking Act is also called

for in the U.S. because financial system access is a matter of

human rights.
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Manage for Tomorrow 
Which Page Principles Apply?

https://www.congress.gov/bill/117th-congress/senate-bill/563/text


Oct. 29, 2022

New AUP update

Nov. 7, 2022

User Agreement update

Onward

Potential implications for

PayPal's future policies

and calls for government

legislation like the Fair 

Access to Banking Act

19

Prove It with Action and Listen to Stakeholders
Which Page Principles Apply?
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https://www.congress.gov/bill/117th-congress/senate-bill/563/text
https://www.congress.gov/bill/117th-congress/senate-bill/563/text


The importance of listening to stakeholders and living up
to established corporate values and the impact they have
on public perception and trust

Lessons Learned

Questions to Consider 
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What does this mean for other brands – fintech or not –
moving forward? How does the PayPal case impact the
future of brands trying to impact society like this?

Texas A&M University Professor Valerie Hudson stated
that the issue raised by the PayPal case is a matter of
human rights. If so, what does this case mean for the
future of businesses and their operating practices? What
about future government regulations?



INVESTING IN
THE FUTURE

Breakout Activity

Now that the initial crisis is over,
how should PayPal proceed to

manage and/or rebuild its
reputation? Advise the C-Suite

on how to proceed. 

Consider all stakeholders and use
the Page Principles and

learnings from this case to guide
your discussion. 
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THANK YOU


