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A Resellers Guide 
to Refurbished IT



Refurbished 
IT hardware 
offers great 
opportunities 
for resellers 
to increase 
their portfolio 
and margins.

»
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Introduction
—
We know that it's a bold statement, 
and that many people will treat it 
with scepticism, but we genuinely 
believe refurbished IT is a better 
alternative to new. 

We provide top-quality refurbished 
laptops, desktops, tablets and servers 
to thousands of businesses across the 
UK. This gives them reliable hardware 
with great performance and support 
at a fraction of the price of what the 
same hardware would cost new.

We have found that once a company 
has tried refurbished, seen the quality 
for themselves, and realised how 
much further their IT budget could 
stretch, refurb just becomes a normal 
part of their purchasing routine.

www.pyramid.com || www.secondlife-it.co.uk

ABOUT SECONDLIFEIT
—
Run by Pyramid 
Distribution, one of 
the UK's leading IT 
refurbishment companies.

OUR VISION
—
Our vision is to make 
refurbished IT equipment 
exciting! We believe 
refurbished can be better 
than new and we want 
to share that revelation 
with as many people as 
possible.

Many of our customers are actually 
IT resellers, and once they introduce 
refurbished to their range they can't 
believe that they ever doubted it, but 
we know that many IT resellers and 
IT support companies are still deeply 
sceptical about refurb. 

We understand why, because the 
industry hasn't always had a great 
reputation, and some of our less 
expert competitors still don't really 
do a great job.

We've put together this guide about 
how refurbished IT sales should work 
when it's done properly. Hopefully 
you find it useful, but if you need any 
more information or support we're 
always ready to help.

   - Really? Better than new?

We genuinely believe that refurbished IT offers a better option than buying 
new. Our refurbishment process is so thorough that performance is directly 
comparable, and every computer we sell comes with a 6-month warranty, with a 
3-year warranty as an option. So the only trade off is some slight cosmetic wear 
in order to get a significant reduction in price.

James Cooke, MD

James Cooke
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How to sell refurb
—
We have found that extremely successful IT 
salespeople think they can't sell refurbished, but 
once they give it a go they become fierce advocates. 
Here's the secret - everything that works to sell 
new IT also works for refurbished. Understand your 
customer's needs, understand your product so that 
you can provide an appropriate solution at a good 
price, and then deliver!

The difference 
between 
refurbished and 
used.

 Testing & Verification

Refurbished products have been 
tested and verified to function 
properly, and are therefore free 
of defects, while "used" products 
may or may not be defective.

Support & Warranty

A "used" product is unlikely 
to come with a warranty or 
after-sales support, whereas 
refurbished items usually do.
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1. KNOW ABOUT 
REFURBISHED 
—
It only takes a little bit of knowledge to be 
able to dispel the myths about refurb. After 
that, the value sells itself!

— It's important to understand that people might be 
nervous about buying refurbished computers for the 
first time – but it's your job to explain why they shouldn’t 
be. There has never been a better time for refurbished 
computer equipment, because the industry is stronger 
than it has ever been. Even major manufacturers like Apple 
and Dell have recognised the cost and environmental 
advantages of refurbished and now offer it as an option 
for savvy buyers.

When the time comes to replace a PC or laptop, everyone 
wants to make sure they are getting the best product at 
the best price. This is just as true for corporate customers 
as for individuals, and if they haven't considered buying 
refurbished rather than new, there are five reasons that 
typically cause them to change their mind.

The first reason is COST. Choosing a refurbished laptop 
rather than buying a new one almost always means Pa
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Key Selling Points
—
7 simple reasons that refurbished IT is worth a try. 

1. Significant cost savings compared to new RRP.

2. Often the performance improvements in the latest 
models will be in areas that business applications just 
don’t require – sound, graphics and so on.

3. Make IT budgets stretch further. This is particularly 
important where budgets are tight (schools, SMEs 
and public sector for example).

4. Full warranty (which is a minimum of 6 months and 
can be up to 3 years) gives end users complete peace 
of mind.

5. Fully tested and working. We make sure that every 
unit that leaves our factory is in full working order 
and ready to go.

6. Extending the lifespan of computer hardware is 
socially and environmentally responsible.

7. New is only new until it is out of the box!

spending less. It's not unusual to find savings of 
50% to 70% by choosing refurbished over new. 
Secondly, and even more than just cost, is the fact 
that refurbished is GREAT VALUE. For a given budget 
you can get way, way more for your money! Whilst 
the equipment might be a little older, it's usually 
possible to find a much higher spec for the same 
price as a lower spec new version.

The third reason is SUSTAINABILITY. The refurbishing 
process takes used laptops and returns them to the 
market following a full check up. Reusing hardware 
and avoiding the production of new units saves a 
huge amount of carbon and helps the environment.

Then there is RELIABLITY. This is a bit counter-
intuitive, but sometimes refurbished IT is actually 
more reliable than new. Because our refurbishment 
process involves a wider range of checks and 
tests before we return it to the market, you can be 
confident that the potential bugs and glitches that 
come with a new laptop have already been ironed 
out. Plus we offer warranties to give full peace of 
mind.

Finally, there is SIMPLICITY. Buying a certified 
refurbished laptop from a reputable vendor 
makes more sense than buying brand new from 
an unlicensed marketplace seller. It removes the 
confusion about brand and model, because our 
expert team can offer advice on the ideal hardware 
for all needs Whatever a customer is looking for, 
there is a refurbished option!
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Quality is never an 
accident. It is always 
the result of intelligent 
effort."
John Ruskin

Source good quality IT from 
major manufacturers like 
HP, Dell and IBM, usually 
ex-lease to big corporations 
or government agencies, and 
often lightly used.

Step One

Review each piece & discard any 
that can't be brought to standard.

Step Two

Genuine Windows or OSX operating 
systems are installed and the 
machine is fully tested before being 
shipped.

Step Four
Each machine has components 
replaced or upgraded, including 
hard drives - customised to 
customer requirements.

Step Three

Pa
ge
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Refurbished isn't the same as 'cleaned'. 
It's an in-depth process that brings IT equipment back to full working order.
This is how we approach it.

How refurb works
Every reconditioned laptop or PC that we 
sell has been completely rebuilt in our 
factory. It used to be that refurbished really 
just meant ‘cleaned’ (and if we are honest, 
for some of our competitors it still doesn’t 
mean much more than that), but a properly 
refurbished computer is way more than 
that. 

Our 7-Phase, 55-point process includes 
new hard drives, fresh licensed installation 
of operating systems, and often 
upgraded components to bring it up to 
the latest standards. Performance wise, 
our reconditioned laptops and PCs are 
effectively new, and only cosmetic issues 
can identity it as a refurbished PC. But more 
and more people are realising that a couple 
of minor scratches are a worthwhile trade 

off for equivalent performance to a new PC 
at a fraction of the price.

The difference with our refurbished laptops, 
desktops and servers, is that we go over 
and above to maximise the quality of 
equipment to the end user. Our attention 
to detail includes reprinting keyboards and 
often even refinishing laptop lids to give a 
'wow' factor when the customer opens the 
box.

We invest heavily in equipment and 
processes to make sure that every 
refurbished PC we sell is as good as it can 
possibly be!
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Key Facts 
Knowing some 
key facts and 
figures about 
refurb will help 
you make your 
case.
Everyone loves stats!

—

30% - Typically resellers can 
make at least 30% margin on 
refurbished IT. Your customers 
don't need to know this, but we 
thought you might be interested!

14,000 - The number of pieces of 
equipment that we can refurbish 
each month. That's a lot of happy 
customers!Pa
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70%Savings on IT equipment can be as much as 
70% versus new.

48 Hour Process

—
It takes at least 48 hours for 
a piece of equipment to go 
through our refurbishment 
process, from arrival at our 
factory to ready for resale.

3 Year Warranty

—
Every single piece of 
equipment has a 6 month 
warranty, and 3 year 
warranties are available for 
most computers.

No Dead Pixels

—
The standard for our screens 
is zero dead pixels - none at 
all. This is better than many 
manufacturers from new.

7-stages, 55+ checks

—
We have one of the UK's most 
stringent refurbishment and 
grading procedures, giving us 
great quality standards.
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Target Sectors
Although we think that refurbished is 
a great alternative in pretty much any 
circumstance, we have found that there 
are some sectors that are particularly 
interested in the increased value offered 
by refurbished IT.

—

Broadly, our resellers have particular success offering 
refurbished equipment to organisations and individuals 
who are working to a budget, want to maximise what 
they can do with that budget, and are willing to accept 
cosmetic imperfections in order to achieve maximum 
value - in effect, anyone who values function over form!

If you build a great experience, customers tell 
each other about that. Word of mouth is very 
powerful."

Jeff Bezos

2. Work 
with your 
customers

Pa
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1. Increasingly budget 
conscious.

2. Value the reassurance of 
warranty.

3. Need reassurance about 
level of security.

Government & NHS

1. Need large quanties of 
IT equipment but under 
increasing budget pressure.

2. Have high turnover of 
equipment and don't mind 
minor cosmetic issues.

Education

1. Usually have a limited 
budget and refurbished 
gives them the opportunity 
to get a higher spec for their 
money.

Startups

1. Particularly for testing use 
- refurbished machines are 
great for test environments.

Software developers
1. Particularly smaller 

businesses, who often 
don't need bleeding-edge 
performance.

2. Increase productivity.

Retail & SMEs
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01 // WHO THEY ARE

We need to know who is responsible 
for buying decisions, what they like or 
dislike, and understand their needs.

02 // WHAT THEY BUY

If we can find out what they currently 
buy, that will often give clear guidance 
about opportunities where they can get 
better value with refurb.

03 // WHY THEY BUY IT

It's likely there will be a mix of 
conscious and unconscious factors in 
why they make purchasing decisions. 
The more of these we know, the easier it 
is to construct a sales case.

We know from experience that once a company has had a 
good experience with refurbished they tend to make it a 
part of their buying process. It's important to be realistic 
about what they should expect so that they learn to trust 
refurbished - if you get this right, often they will buy again 
and again.

Building 

Trust & Transparency
—

Understanding 
customer needs 
— 
The more you know about your customers, 
the more easily you can find circumstances 
where refurbished equipment is the right 
solution to their problems.

We really can't stress enough that this isn't in any way 
different to selling new equipment! You can learn a great 
deal about your customers by talking to them, and it's well 
worth making the effort to find out:
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Talk to the 
decision makers
There will often be a single person within the organisation 
who needs to be persuaded about the benefits of 
refurbished equipment before you can sell. Sometimes 
this will be the MD, sometimes an IT manager, sometimes 
someone in Procurement. Make it your number one priority 
to identify who this is.

Sell the benefits of 
refurb, not the features
Focus on how refurbished equipment can solve your 
customers problems and make their lives easier.

Stay within 
budget

Get more 
equipment for 

the same outlay

Improve 
productivity

Increase net 
profit margins

Reduce 
the risk of 
trying new 
equipment

Demonstrate 
CSR & green 
credentials
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3. Deliver
a great product and  

experience

Underpromise Overdeliver

01 02

Delivering excellent 
products and service
is where we come in!

—

Once you've got the sale, 
it's over to us - we can take 
care of the whole process.

Pa
ge
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» Custom specification
» Fast delivery
» Great support
— 

We aim for anyone who 
receives a refurbished 
PC to be at the very least 
pleasantly surprised, 
definitely happy, and 
hopefully delighted!

We can offer a full

White Label Refurbished
service to your customers

|
Your invoices & labels
 
—
Some of our customers want to offer 
a refurbished product range but 
don't want their customers to know 
that they are outsourcing fulfilment. 
For a small extra fee our products can 
be despatched with your paperwork.

Pre-sales support

—
We can also act as technical 
support for pre-sales - any 
questions that your customers 
have, just pass them on to us and 
we'll give you the answers that 
you need!

What does great look like?

Full advice & support 
to make sure that the 
specification is just right for 
you and your customers.

Top quality packaging, for 
that 'unboxing' experience.

Proper warranty support to 
make sure that any issues 
that do arise are dealt with 
quickly.

A 'like-new' experience in 
pre-sales, ordering and 
delivery.
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Care, attention to 
detail & testing
— 
That is how we make sure that your customers are happy 
with their experience of ordering refurbished.

This is what happens at 
our end once your place 
the order.
—

We have invested heavily 
in technology and systems 
to make sure that we have 
full traceability from order 
to delivery, and that we can 
accurately forecast how 
long an order will take to 
complete the process.

Average time for a computer to 
complete our full refurb process

48
Hours

55
Points

Our 7-step refurbishment process 
has as many as 55 checks

Because most items 
are made to order
—
Although we do have some 
standard 'off-the-shelf' 
ranges, most of our systems 
are completed to order. This 
means that you have a much 
greater degree of control over 
specification. Need a bigger SSD? 
No problem? Want to upgrade the 
processor? Easy! Build computers 
to meet your customer's needs.

Comprehensive checks 
leads to great quality
—
To get through our 7-step 
refurbishment process, a computer 
will undergo a minimum of 55 
seperate visual and performance 
checks, because we know that the 
little improvements make a huge 
difference - new feet on laptops, 
reprinting keyboards or lids, all the 
little details are what really sets us 
apart.Pa
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Regardless of grade, all 
of our computers offer 
great performance with 
some minor cosmetic 
imperfections. 
—

How we grade our computers

Meeting the Gold Standard
—
We apply a grading system to allow 
customers to understand the condition of 
the unit they are buying. The majority of 
our units meet our Gold grade standard, 
meaning they are in great condition and 
offer high quality for a good price. We often 
have “as new”, Platinum-graded models 
available, or for those on a tighter budget 
our Silver-graded units offer great value 
for money with slightly more cosmetic 
flaws. Our Gold-graded computers are 
the equivalent of what less-reputable 

sellers might advertise on a well-known 
auction site as 'A-grade', with our 
Platinum-graded computers being a clear 
step above. We really can't stress enough 
that a properly refurbished computer will 
completely alter your perspective of what 
'refurbished' actually means. All grades 
are fully functional, often with many new 
components, have completed and passed 
our rigorous refurbishment process, and are 
offered with a minimum 6-month warranty.

Page 19
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One of the 
UK's most 
comprehensive 
refurbishment 
procedures
Before we offer units for sale, each one 
undergoes a full refurbishment process 
to ensure it is the highest quality. If it 
doesn’t meet our minimum requirements, 
it doesn’t pass.

—

Quality means doing it right 
when no one is looking."

Henry Ford
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Our refurbishment 
process has up to 55 
checks (depending 
on what we are 
refurbishing!)

55+
Every one of our refurbished items 
goes through seven stages
—
GOODS-IN & TESTING
 
COSMETIC INSPECTION & GRADING 
 
TECHNICAL TESTING
 
CONFIGURATION
 
STRESS TESTING
 
FINAL CLEAN
 
PACK & DISPATCH
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Dealing with delivery

1. DPD delivery with 
hourly windows.

2. Your account 
manager will be 
able to handle any 
delivery enquiries.

Making sure 
customers are happy

1. It's good practice 
to check in with 
customers after 
delivery to make 
sure they are happy.

2. Deal with any issues 
promptly.

Up-selling & 
cross-selling

1. Offer customers great 
product opportunities 
and regular special 

offers.

Dealing with 
performance issues

1. In the unlikely event 
of any problems in 
the first 7 days, we 
send a complete 
replacement and 
collect the return.

4. Support & Build 
Relationships

Remember, it's all about 
Trust and Transparency

—
Our resellers have the most success offering refurbished 
equipment to organisations and individuals who are 
working to a budget, want to maximise what they can 
do with that budget, and are willing to accept cosmetic 
imperfections in order to achieve maximum value - in 
effect, anyone who values function over form!

Pa
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95%
Our research shows that 
95% of customers who 

try refurb are impressed 
enough that they build 
it into their purchasing 

processes.

The best sign of a happy 
customer is more orders!
—

Our warranty gives 
peace of mind

All our systems come with a 6-month 
warranty, and most have the option to 
upgrade to a 3-year warranty.

SINGLE PERSON RELATIONSHIP
The account manager is responsible 
for the full warranty process and makes 
sure it proceeds smoothly.

PERSONALISED RETURNS PROCESS
Your warranty is handled directly by 
your account manager, rather than a 
stranger in a call centre.

48-HOUR TURNAROUND
95% of our returns are turned around 
within 48-hours once they reach us.

REMOTE SUPPORT
To you, or even 'white-labelled' to your 
customer.

ON-SITE WARRANTY, NEXT 
BUSINESS DAY
We also offer an optional on-site 
warranty for even more support and 
peace of mind.

B.

A.

C.

D.

E.
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Our Promise to You

"I was a bit unsure to buy 
a refurbished laptop, but it 
far exceeds what I thought 
it would be. It is for all 
intents and purposes a 
new machine."

"Very hard to beat for the 
money. Yes, there are 
signs of wear and tear, 
but finding an equivalent 
performance machine 
for the same money is 
basically impossible. "

Our refurbished range can 
offer you better margins than 

new equipment. 
—

So we will always give you 
the best deal we can on 

price.

We are confident that 
our refurbished PCs sell 

themselves once you see them! 
—

So we can send you a 
sample at no charge, for you 

to see for youself.
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If you would like to know more, 
you've got plenty of options. 

Take the next 
step

1. Free samples or try before you buy

2. Sale or return

3. Visit our factory and see how we work

4. Arrange a call or meeting with one of our 
account managers

5. Buy directly online

Be confident. 
Refurbished 
is a genuinely 
good product!

Always offer 
as an option 
when customer 
mentions price. 
Often you can 
save the sale 
with refurb!

Give equal 
billing. If it's given 
as an option, it will 
sell.

Stress the quality 
checks. This 
tends to be a 
new customer's 
biggest concern, 
and it's easy to 
address.

01

03

02

04

Final Word
Refurbished really is an easy sell, if 
you get it right. Just remember these 
top tips.
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Address 

SecondLifeIT, Caleb House, Abbotsfield Road, St Helens, WA9 4HU

Telephone

Phone:  +44 0870 066 9100
Phone:  +44 01744 457710

Online

www.secondlife-it.co.uk
info@secondlife-it.co.uk

We believe that refurbished 
IT can be better than new
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