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I. INTRODUCTION 

Refurbishment is the distribution of products that have been previously returned to a 

manufacturer or vendor for various reasons. Refurbished products are normally tested for functionality 

and defects before they are sold. It is repaired from the manufacturer and resold. Refurbished products 

may be unused customer returns that are essentially "new" items, or they may be defective products that 

were returned under warranty, and resold by the manufacturer after repairing the defects and ensuring 

proper function.  

 

1.1 Refurbished Products 

Different companies and industries may have different types of "refurbished" products. Since the 

electronics industry doesnot have a firm, widely accepted definition of "refurbished", its exact meaning 

may vary from one product to the next, or one company to the next. For example, GoBol sells 

refurbished products that are ISO-9001 certified and Apple also officially sells refurbished products on its 

website. In various cases "refurbished" may be synonymous with "used", "reconditioned", 

"remanufactured", "refreshed", "recycled", "repaired", "recertified", or "like new". Merchants do not 

often specify the exact reason an item is "refurbished", so buyers may be assuming some of the same risks 

of buying used equipment. Devices can be returned for a whole host of reasons and the bottom line is the 

consumer can't know why something was returned.In the best case and most rare scenario, the original 

owner has returned the product unopened without even using it. And because no electronic devices that 

have been sold and returned can be re-sold as new again, all unopened, in-box devices receive the 

"refurbished" marking. However, for the most part, devices are returned for one of the following reasons: 

• Cosmetic damage: If the device was damaged during shipping and has dent or a scratch, the 

original buyer is perfectly entitled to return it and expect a brand new replacement. 

• Visible defect: If the buyer notices an extremely minor issue like a dead pixel, or major afault, 

like a broken optical drive, he's entitled to return it for a new one. 

• Open box: Whether it was a display model or someone opened it for another reason, once that 

any original packaging has been opened; it cannot be sold as new, even although the device may 

not have even been used. 

• Recalled product: In the event of a recall, the device may have been sitting on aretailer’s shelf, 

but the manufacturer identified a common fault in a batch to be repaired. 
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II. RESEARCH METHODOLOGY 

The study conducted is a descriptive analysis of the various companies who have published 

formal data on their procedure for collecting and selling refurbished products. The source for such data is 

collected from the online shopping websites providing information on the refurbished products. 

 

2.1 Theoretical aspects of the Study 

DEMAND 

The tendency to follow the actions or beliefs of others can occur because individuals directly 

prefer to conform, or because individuals derive information from others. Both explanations have been 

used for evidence of conformity in psychological experiments. This is known as the Bandwagon effect. 

The bandwagon effect is characterized by the probability of individual adoption increasing with respect to 

the proportion that have already done so. It is a phenomenon whereby the rate of uptake of beliefs, ideas, 

fads and trends increases the more that they have already been adopted by others. In microeconomics, 

bandwagon effect describes interactions of demand and preference. The bandwagon effect arises when 

people's preference for a commodity increases as the number of people buying it also increases. This 

interaction potentially disturbs the normal results of the theory of supply and demand, which assumes 

that consumers make buying decisions solely based on price and their own personal preference. The 

demand for refurbished products can also be compared to this effect. 

The confusions and lack of knowledge on refurbished products create an information gap. 

Under this uncertainty, decision making is based on the robustness and satisfying quotient. As more 

consumers purchase refurbished products and get familiar with the aspects that are peculiar to the nature 

of refurbished products, the quantum of demand also increases.However, a major challenge to the 

demand of certain refurbished products is the supply itself. The gap of a product turning from a new 

product into a reconditioned state is not specific. This time lag can cause an uncertain estimate of the 

demand for the product once reconditioned. 

2.2 Demand Determinants of Refurbished Products 

Most of the customers use refurbished products because of these important features. 

 Reduced cost: One of the biggest benefits of using refurbished electrical component at 

industrial processing is that they are cheaper as compared to other identical solutions. The components 

that come after refurbishing process usually have low selling price irrespective of the reason why 

manufacturer renewed it. It will help you to save somewhere between 25 to 50 percent on your 

component purchase. 

 Rigorous inspection process: Components that are available at lower price range does not 

mean to present lower quality. Instead, the refurbished components undergo the more careful testing 

process. It does not matter what wrong happened to the product before refurbishing process, 

manufacturers always prefer to follow careful inspection to ensure the best performance. It means you 

will be able to buy many superior components at the lower price range. 

 Ease in availability: Most of the components get obsolete from the market with time and if 

some specific product lines need them it becomes a challenging task to find the lot again. But the surplus 

components are the best choice to find components of such limited lots. On time availability of these 

difficult to find components will help you to avoid downtimes at your workplace. Most of the refurbished 

products are generally available with same day shipping service. 

 Assured warranty: The refurbished components usually have more life and they also come with 

a warranty. Many retailers and manufacturers offer 90 days to 12 months warranty on refurbished 

products. Most of these components are certified that they will work safely and same asoriginal ones. 

There are some manufacturers who offers extended warranty which is an express warranty additional to 

the normal statement to reassureproduct functioning. However, the certified refurbished marking on the 

product by its manufacturer acts as an implied warranty itself. 
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 Services: The biggest benefit of buying refurbished components is that you can get services for 

parts that are outdated, and their production is stopped by the original manufacturer. If you are planning 

to repair your old pieces of electrical equipment and need same components for replacement, the surplus 

collection is the best choice to keep working without facing any trouble. 

 

2.3 Advantages of Refurbished Goods 

There are several potential benefits to buying refurbished electronics, the most obvious of which 

is their discounted price. Advantages of buying refurbished goods may be summarized as follows: 

• Low total cost of ownership –Enjoy savings of up to 35% 

• Solutions integration –comprises of solutions such as Remote billing, User Code, WebSmart 

Device Monitor 

• Wide product portfolio –wide choice of machines and equipments 

• Go green –Get e-waste management support to comply with regulatory requirements; alsoensure 

lower CO₂ emissions, which would otherwise occur during the manufacturing process. 

• Flexibility to upgrade the device –In synchronization with your growing needs 

• Assured product performance –Professional service with 100% genuine spares 

• Quality service –By qualified, trained engineers as per international norms. 

• Guaranteed response time –To ensure increased productivity through high uptime 

• Better product usage 

 

2.4 Supply 

Producers that pursue this strategy believe that the additional sales revenue it creates more than 

offsets the additional costs of research and development, and offsets the opportunity costs of 

repurposing an existing product line. In a competitive industry, this is a risky policy, because consumers 

may decide to buy from competitors instead if they notice the strategy. Planned obsolescence tends to 

work best when a producer has at least an oligopoly. Before introducing a planned obsolescence, the 

producer has to know that the consumer is at least somewhat likely to buy a replacement from them as 

there is an information asymmetry between the producer, who knows how long the product was 

designed to last, and the consumer, who does not. When a market becomes more competitive, product 

lifespan tends to increase. 

 

2.5 Supply Determinants of Refurbished Products 

The supply of refurbished products can be characterized by two 

2.6 Reverse Logistics & Integration 

Collection of damaged, outdated, or unsold goods and bringing them back to the supplier or 

manufacturer is called as reverse logistics. Though reverse logistics is usually done for raw material 

attainment, the supplies of refurbished products are also dependent on the availability of existing 

products to be refurbished.  

The backward distribution channel in the case of refurbished products can be either: 
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         It is the reverse logistics that is critical for the supply of refurbished products. The tier differs 

according to the market size and volume of sale of each product. 

 Marketers Acceptance of Product: It involves the marketers decision to take in/ or his/her 

agreement to refurbish the concerned item. Such a decision is made with an analysis of cost as well as a 

proper understanding regarding the estimation of an uncertain demand. 

 Lead time: Lead time is the time taken for an existing product to return to a manufacturer and 

be reconditioned as a refurbished product. The lead times associated with the refurbished products are 

uncertain since the rejection of an existing product due to various reasons and varies roughly from 6 

months to a year. 

 Manufacturers Ability to Recondition: The ability of the manufacturer to spare the required 

capacity and technology in order to recondition the returned item to a productive state has a serious 

impact on the supply of a refurbished product. The choice to recondition or not results in either 

contributing to reduction of e-waste or making a sale/ profit which is done with a little effort. 

 

2.7 Market 

The market of Refurbished products can be explained under the dimensions of the Ansoff 

Matrix. The Ansoff Matrix also known as the Ansoff product and market growth matrix is a marketing 

planning tool which usually aids a business in determining its product and market growth. It is a business 

analysis technique that provides a framework enabling growthopportunities to be identified. This is 

usually determined by focusing on whether the products are new or existing and whether the market is 

new or existing. Each of these growth options draws on both internal and external influences, 

investigations, and analysis that are then worked into alternative strategies. 
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2.8 Market  Penetration 

In market penetration strategy, the organization tries to grow using its existing offerings in 

existing markets. In other words, it tries to increase its market share in current market scenario. This 

involves increasing market share within existing market segments. This can be achieved by selling more 

products or services to established customers or by finding new customers within existing markets. Here, 

the company seeks increased sales for its present products in its present markets through more aggressive 

promotion and distribution. This can be accomplished by price decrease, increase in promotion and 

distribution support, acquisition of a rival in the same market and modest product refinements. 

 

2.9 Market Development 

In market development strategy, a firm tries to expand into new markets using its existing 

offerings. This can be accomplished by different customer segments, industrial buyers for a good that 

was previously sold only to the households, new areas or regions about of the country and foreign 

markets. This strategy is more likely to be successful where the firm has a unique product technology it 

can leverage in the new market, it benefits from economies of scale if it increases output, the new market 

is not too different from the one it has experience of or the buyers in the market are intrinsically 

profitable. 

2.10 Product Development 

In product development strategy, a company tries to create new products and services targeted at 

its existing markets to achieve growth. This involves extending the product range available to the firm's 

existing markets. These products may be obtained by investment in research and development of 

additional products, acquisition of rights to produce someone else's product, buying in the product and 

"branding" it, joint development with ownership of another company who need access to the firm's 

distribution channels or brands. 

 

2.11 Diversification 

In diversification, an organization tries to grow its market share by introducing new offerings in 

new markets. It is the riskiest strategy because both product and market development is required. 

 

Related Diversification - Here there is relationship and, therefore, potential synergy, between 

the firms in existing business and the new product/market space. Concentric diversification, and vertical 

integration are the two types. 
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Unrelated Diversification - This is otherwise termed conglomerate growth because the 

resulting corporation is a conglomerate, i.e. a collection of businesses without any relationship to one 

another. It is a strategy for company growth through starting up or acquiring businesses outside the 

company’s current products and markets. 

 

2.12 9 Grid Ansoff Matrix 

Although the 4-grid matrix does a thorough study to analyse the growth strategy of most types of 

regular products; it does not cover the modern day strategies adopted by companies to analyse 

refurbished products. Therefore, the 9-grid Ansoff Matrix is apt to help analyse the strategies of such 

extended products like refurbished products. The 9 grid Ansoff Matrix model further illustrates with the 

inclusion of a modified product and an expanded market. This category fits into the growth matrix of 

refurbished products. 

 

           
                  ANSOFF MATRIX  9 GRID MODEL 

Partial differentiation is the process of distinguishing a product or service partially from others, 

to make it more attractive or to cater to the needs of a particular target market. This involves 

differentiating it from competitors' products as well as a firm's own products. Refurbished products are 

given comprehensive. Partial product development is the creation or modification of an existing product. 

The extension of the product range is done by defining a new segment of product line (refurbished).  

For example; An Apple Certified refurbished product undergoes a rigorous refurbishment 

process that ensures full functionality to make sure its up to Apple's high standards. Apple offers 

refurbished products which come with full warranties, a fresh battery and have their external covers 

replaced. Unlike new devices on the Apple online store, refurbished products cannot be customized, but 

with discounts as high as 30% off the original price, users looking for maximum flexibility on price will 

nonetheless get full warranty coverage and Apple's complete support. Refurbished goods are eligible for 

AppleCare, giving 3 years of warranty and support coverage. Apple offers a wide range of refurbished 

products in its online store, from Macs and iPads to the Apple TV and accessories like the AirPort. 

Refurbished products range from stock models to those that have been custom built with upgraded parts 

through Apple's custom build-to-order options. Apple sells refurbished products that are both current-

generation machines and machines from previous years. The product line has been extended with the 

inclusion of refurbished models. For example, the Mac section of the store offers Macs that were 

produced in 2012, 2013, 2014, and 2015. In the iPad section, Apple sells the iPad Air, the iPad Air 2, the 

iPad mini 2, and the iPad mini 3. 

MARKETS 

PRODUCTS 
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The refurbishment process of Apple consists of: 

• Each product is tested to make sure it is in working condition. This phase includes 

several tests, such as full burn-in testing for displays. 

• Defective modules identified during the testing process are replaced with functional parts. 

• iPad and iPod touches receive brand new batteries and new outer enclosures, ensuring there 

will be no cosmetic damage. 

• Each product is thoroughly cleaned and inspected by Apple employees. 

• Current software is installed on the device, and each product ships with its original 

operating system software and the custom software offered with it. 

• Following the cleaning, products are repackaged with their appropriate cables and 

manuals in new plain white boxes. 

• Apple assigns the product a new refurbished part number and a new serial number. 

• The product undergoes another quality assurance inspection before being given the okay to be 

sold to the public. 

From the analysis of the 9-grid model, it is also evident that customer choice is based on a 

Double Strategy. The 9 grid model extends the market and product axis to include an expandedmarket 

and a modified product. The expanded market includes the introduction of new customer segments and 

the modified product illustrates the stretch made to the company’s product line. The expanded market 

and modified product matrix of the Ansoff model illustrates the concept of limited diversification. 

When a company decides to refurbish its products, the extension of testing done to recondition such 

products and the choice of platforms to sell the product results in a limited diversification. Hereby, firms 

are able to tap into the customer segments that are willing to purchase the same. From a strategic view, 

the combination of manufacturer’s willingness to refurbish and the consumers’ willingness to buy the 

refurbished product creates a Double Strategy. This Double Strategy of creating demand for a product is 

the explanation for how a refurbished product market works. The Double Strategy is on the basis of the 

demand for the refurbished product in an oligopolistic market. 

III. FINDINGS 

The study revealed that customer awareness, preferences and acceptability towards refurbished 

products have significantly increased since its premature years. The genuineness of the product identified 

through the refurbished marking and its contribution towards e-waste management have risen consumer 

appreciation towards such products. In many ways, the idea of refurbished products over other products 

can be conflicting yet consumers who look for product functionality above all other determinants of 

purchase acknowledge that a significant price difference exists between a refurbished product and a new 

one. Furthermore, the idea that warranty and guarantee play a role of any great significance in their 

decisions for purchase. Manufacturers are also facing competition from the entry of several sellers joining 

the refurbished segment. The formal structure of marketing refurbished products are yet to be disclosed 

since mass media marketing techniques can affect the sale and repute of new products. The scope for 

branding refurbished products are generally positive as the Indian market for such products is booming.  

IV. SUGGESTIONS 

• The study suggested that the availability of refurbished products through authorised 

sellers should be made a practice. 

• The lead time differences can be reduced if backward logistics is regularised and if the supply 

chain is structured. 

• Transparency of information regarding the cause of refurbishment would help in a higher 

marketing position. 

• Manufacturers certified warranty acts as a reassurance to consumers; hence companies 

entering the refurbished industry should follow a structured criterion. 



A Study on Employees Perception on E-HRM 

 
109 

 Emperor International Journal of Finance and Management Research 

Emperor International Journal of Finance and Management 

Research 

• New methods of advertising can help to spread the availability of refurbished products from 

various sellers in the market. 

• Marketing on the importance and advantages of refurbished products can significantly help 

in increasing the market for refurbished products. 

V. CONCLUSION 

Refurbished products are a booming market in India. The need for such products have arisen as 

the customer perceptions towards refurbished products have evolved. Customer perceptions studied 

through awareness, preferences and acceptability of the product shows that certified refurbished products 

are appreciated in the market. Customers who are willing to wait for the product to come in the 

refurbished market are growing. The study also showcases the scope for refurbished products. Market 

potential for refurbished products is increasing. Its scope widens as technological obsolescence becomes 

a concentric issue in the future years. 
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