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The Adaptive Cycle in the Service Center of Media Markt 

Introduction 

The adaptive cycle of Holling et al (2001) has been used a lot to describe changes within a 

company. This paper will address the adaptive cycle in the Service Center of Media Markt. The Media 

Markt is a chain of big stores that sell consumer electronics throughout Europe and Asia. This paper will 

focus on Media Markt in the Netherlands and mainly on the store in Cruquius, since that is where I work 

myself. 

Because I am working in the service center, I have a good insight into the processes that can be 

identified easily with the adaptive cycle. Two cases of the service center will be described in this paper, 

namely (1) the general process of bringing products back and (2) a specific case where a laptop that had 

been brought back caused a ‘crisis’. 

The General process of bringing products back  

Stage 1: Equilibrium 

Media Markt sells a lot of products every day. Customers can bring back a product they bought 

within 14 days if it is unopened and therefore unused. Any product not fulfilling these requirements can 

be refused. However, if possible, Media Markt still tries to help customers that have a product that does 

not comply with these rules within a reasonable margin. A radio or DVD player that still looks like new, 

but has been out of the box once, can often be returned. Data related or hygienic products are handled 

more strictly though; once opened they cannot be returned. All these procedures are very clear for all 

employees of Media Markt and as long as these rules apply it can be said that the process is in the 

Equilibrium phase. 

Stage 2: Crisis 

Even though the rules are clear, many people do not comply to them. Even though it is stated 

that products are not taken back when they are opened or used, situations can occur where exceptions 

might have to be made.  

An example could be a customer that wants to return a laptop that has been already opened and 

used. In principle, this product cannot be returned since it does not comply with the rules. However, the 

customer claims that the salesman told him that the laptop could perform several tasks that it actually 

cannot. This is where the crisis phase of the cycle starts. The normal rules should apply, but since it is 
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possible that the person who sold the laptop told wrong information, this specific case should maybe be 

handled in a different way. 

Stage 3: New Combinations 

 In a situation like this, there are several options that need to be considered. Firstly, the story that 

has been told by the customer should be verified with the salesman. If he confirms the story, further 

options to help the customer can be discussed; let him look for a new laptop, give a gift card, give 

discount on another laptop or give his money back.  

 However, it is also possible that the salesman claims to not have said the things as stated by the 

customer. This brings an even more difficult situation that emerges from the crisis, since a choice has to 

be made in this situation. Even though the General Terms and Conditions are clear, the company can feel 

that they should help the customer. Since each situation involves different individuals and different 

stories, it is possible that new combinations are being thought of in different situations. 

Stage 4: Entrepreneurship 

Finally, a decision has to be made out of the options that have been considered. Once this choice 

has been made, the process enters the Entrepreneurship phase of the adaptive cycle.  

If the story as told by the customer has been confirmed by the salesman, the customer could 

look for another laptop in the store. Media Markt takes back the laptop that has been wrongly sold and 

will have to sell it with a sticker that says “I have been OPENED before!”. When the customer has happily 

left the store with a new laptop, the cycle goes back to the Equilibrium phase and the next customer can 

be helped. 

The return of a laptop resulting in a ‘crisis’ 

A customer called R. v. Schaik has been through the cycle described above once. He had bought 

a laptop, but it turned out to not be working properly within two weeks. The employees of Media Markt 

tried to get it working again, but did not succeed. Since it was within 14 days, the Service Center decided 

to help the customer straight away by taking back the laptop. The manufacturer of the laptop should 

have destroyed the laptop and give a credit invoice to Media Markt, but something went wrong in their 

logistic process. They repaired the laptop and sent it back to Media Markt. Media Markt decided to sell it 

again. However, when this happens there should be a sticker that it has been opened before. This did 

not happen this time. 
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Stage 1: Equilibrium 

 The first phase of the cycle is the Equilibrium phase. This applied when no problems occurred 

and everything went according to the rules and procedures in the store. 

Stage 2: Crisis 

 But then Media Markt entered the second phase of the cycle: Crisis! A customer that had bought 

a laptop, found personal information from R. v. Schaik on it. Apparently the information that was on the 

laptop when he brought it back had not been removed properly and the new customer had access to a 

copy of R. v. Schaik’s passport, his bank details, his tax file and much more personal information. The 

customer who had bought the laptop, called S. Roomeijer, decided not to go to Media Markt with this 

problem, but to the national Newspaper. The news spread rapidly and messages were being spread that 

Media Markt was selling ‘second-hand’ notebooks and that they were not capable of taking care of 

privacy related information. Even though the mistakes were mainly made by the manufacturer, the store 

was being held responsible and therefore it was very important that an issue like this would never occur 

again. 

Stage 3: New Combinations 

 Media Markt had to consider several options to make sure an issue like this would not occur 

again, so they entered the third phase of the cycle: New Combinations. Options considered were: (1) to 

never take back any data-related product anymore but always send it for repair if it appeared to be 

broken, even if it would be a Dead On Arrival (DOA); (2) to refurbish all products in-store so that the 

process could be checked by the company itself, keeping the responsibility with themselves; (3) to 

refurbish all products externally, keeping the company that refurbishes the products responsible if any 

data is left on a product.  

Stage 4: Entrepreneurship 

 The third option described in the previous stage was chosen and Media Markt had to be sure 

that their system would support this refurbish process. This was taken care of in the Entrepreneurship 

phase of the adaptive cycle. Next to the support of the system for the refurbishing of data-related 

products that had been brought back, new service contracts had to be made with suppliers about pricing 

and logistics for the refurbishing of products. 

 Also, a new function was implemented in the system that made customers sign to renounce 

their product and with that taking distance from the personal data that may be left on the product. In 

that way, Media Markt would not be responsible anymore if a similar case like this one would occur: 



Martijn van Tongeren                               10002376/6288413                                         VODC – Assignment 2  

Another company was in charge of the refurbish process and the customer signed on renouncing from 

their product and their personal data on the product. 

This brings the cycle back to the first stage: Equilibrium. However, the service department will find itself 

continuously looping through the adaptive cycle, since the company is in contact with many people, 

many companies and also has to comply to the law.  
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