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Dear Members,

We have moved offices on the 
3rd of February 2014! A huge 
positive step for the Association 
and the training centre. Our 
new address is 102 Willem 
Botha Avenue, Eldoraigne Ext 6, 
Centurion. Our phone numbers 
stay the same. We are now in a 
neat two storey building where 
all the training are conducted 
upstairs and the staff are all 
down stairs. What a relieve not 
to share a building with other 
tenants where we had to deal 
with a lot of issues etc. Now we 

can be innovative and do practical 
training, have proper meetings 
in our boardroom and just enjoy 
the freedom to have the building 
to ourselves. We are still in the 
process of settling in and I’m sure 
the growing pains will in time 
disappear.

This year we kick off with new 
ideas, projects and training 
programs. We are in the process 
of compiling a one day course all 
about customer service which 
will be presented soon. There is 
always a need to educate your 
staff, how to behave in a working 
environment, how to promote the 
image of your company, hygiene, 
communication, business 
etiquette versus culture in South 
Africa today, etc.

We will distribute a lot more 
information to the industry via 
eNews, bulk e-mail, newsletters, 
ads, website, Facebook, Twitter 
and my Blog. Please make sure 
you are on our mailing list so that 
you can stay on top of important 
information.  Also make sure the 
office has your correct details, 
on the website as well as on 

your file. If you move office or 
change your phone number or 
e-mail address, please inform us. 
We want to start a photo gallery 
on the website of insect photos 
and event photos. If you have 
anything to contribute, please 
forward it to me.

We are busy sending out the 
conference registration forms 
and will be finalising the program 
in a few weeks. Please note 
that members have a 3 month 
payment option. Go on the 
website and download the 
forms. Plan ahead to attend the 
conference in August, 20 and 
21st.  (Wednesday and Thursday) 
which will be held at the Leriba 
Hotel (www.leriba.co.za).  If you 
are in our vicinity, please make a 
turn at the office.  It is always nice 
to see you.

Lynette
CEO

Letter from the CEO

CEO Lynette Cokayne

102 Willem Botha Avenue, Eldoraigne, Centurion, 0157
PO Box 8129, Centurion, 0046

Tel: 012-654 7708  •  Cell: 083 294 8066  •  Fax: 086 519 1384
Email: simone@pcsib.org.za

www.pcsib.org.za 

102 Willem Botha Avenue, Eldoraigne, Centurion, 0157
PO Box 8126, Centurion, 0046

Tel: 012-654 8038  •  Fax: 086 674 7880, 
Email: info@sapca.org.za

www.sapca.org.za
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New Course 

19th March 2014

Pest Control Technicians 
Workshop

19 March - Day 1
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Skill Courses for 2014                                                  
COURSES DATES DURATION

Weed Control Skills Course 10-12 March 3 Days

Structural Skills Course (East London only) 12-14 March 3 Days

Fumigation Skill Course 24-26 March 3 Days

Weed Control Skills Course (East London only) 24-26 March 3 Days

Structural Skills Course 31 March to 2 April 3 Days

Weed Control Course 7-9 April 3 Days

Structural Skills Course 12-14 May 3 Days

WDO and Termites NQF 4 (New) 26-28 May 4 Days

Structural Skills Course 2-4 June 3 Days

Weed Control 9-11 June 3 Days

HACCP Course 19 June 1 Day

Fumigation Skill Course 23-25 June 3 Days

Fumigation Skill Course (Gauteng only) 24-26 June 3 Days

PLEASE NOTE YOU CAN ONLY DO A FUMIGATION COURSE ONCE YOU HAVE COMPLETED 
THE STRUCTURAL COURSE
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20 February 2014
Embargo: immediate

T
he illegal repackaging and 
sales of a fipronil containing 
insecticide as a dermal and 
oral treatment for head lice 

raised alarm in the northern parts 
of Pretoria. The Department of 
Health instructed their inspectorate 
to investigate the matter and an 
individual was found in possession 
of small hypodermic syringes filled 
with about 5 ml of a 200 gram per liter 
formulation of a fipronil insecticide. 
These were sold to nursery schools 
and primary schools in Pretoria as a 
head lice remedy for children. 

Fipronil is an insecticide registered 
for the control of thrips in citrus and 
mangoes, diamond backed moths 
in certain vegetable crops and 
termites in veld and grazing under the 
Fertilizers, Farm Feeds, Agricultural 
Remedies and Stock Remedies Act, 
1947 (Act No. 36 of 1947). It is also 
registered under the same Act as 
a stock remedy to control ticks and 
fleas in cats and dogs. 

Fipronil is not registered as a human 
health care product and may therefore 
not be used as such. The use of this 
insecticide as oral drench or scalp 
treatment poses a very serious 
health risk to children – it was never 
intended to be used on human beings. 

Illegal use of FIPRONIL as head lice remedy 
poses a serious health risk to children 

Act 36 of 1947 prohibits the use of 
agricultural and stock remedies for 
any other purposes or in any other 
manners than those prescribed on 
the labels of these products. This is 
clearly stated in Regulation No. R1716 
of 26 July 1991. The Act also prohibits 
the sale and use of agricultural 
remedies in containers other than 
those with their original labels that 
are approved by the Registrar of Act 
36/1947 (Regulation No. R181 of 7 
February 2003). The syringes with the 
fipronil product that were supplied to 
schools are not approved containers 
and they also have no labels as 
dictated by the Act. Furthermore, 
selling a human medicine that is 
not registered under the Medicines 
and Related Substances Control 
Act, 1965 (Act No. 101 of 1965) is a 
contravention of Section 14 (1) of the 
Act 101/1965.  

The person who was found in 
possession of the repackaged 
fipronil product will be charged 
under the relevant Sections 
and Regulations of the above 
mentioned Acts. 

The industry also believes that 
the person should be charged 
with attempted murder as he has 
willfully sold toxic substances to be 

administered orally to children. It has 
also come to the attention of CropLife 
South Africa that certain hair dressers 
are promoting the use of this product 
to their clients to control head lice. 
Any person who recommends the 
use an agricultural remedy contrary 
to what the label indicates is also 
contravening Act 36 of 1947 and is 
liable to prosecution. 

AVCASA appeals to the South African 
Police and the National Prosecuting 
Authority to take this case seriously 
and ensure an example is made 
of the perpetrator to prevent any 
further incidents of this nature taking 
place. We also appeal to any parents, 
teachers or schools that have acquired 
these syringes to contact us for 
advice on proper disposal thereof. 

Should head lice be detected in 
children parents must consult their 
general practitioners or pharmacists 
for registered head lice treatments. 
No unregistered products should be 
considered as they may pose a health 
risk to children.

For Any Further Enquiries, 
Please Contact: 
  
Mr Tom Mabesa, Executive Director 
of CropLife SA at 082-657-5329 or

Dr Gerhard Verdoorn, Griffon Poison 
Information Centre at 082-446-8946.
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The call to action after you read 
this article is to not think about 
customer bur that think LIKE 
the customer. It’s amazing 

how easy it is to make your current 
and future customers go gaga for your 
business. What’s even sadder is that 
it cost next to nothing to delivery a 
wow experience. Here’s what’s even 
more tragic (if that’s even possible) 
you have relatively zero competition 

for delivering an amazing experience!!
Can you believe that? The minute you 
create policies and build a customer 
centric culture, you leave all your 
competition in the dust. Did you read 
the second sentence? It will cost your 
company next to ZERO dollars to do 
this.

What you are about to learn is not 
new. You have heard it before in some 

expensive customer service of flashy 
sales seminar. Or read it in a fancy 
smart sounding magazine. You know, 
the kind of magazine that makes you 
feel a bit above everyone else.
Who am I kidding; I’ve been a fan of 
Fast Company since the first printing. 
I was in my early 20’s when the 
magazine first came out. The paper felt 
so different from anything I had ever 
felt. They were bold, descriptive, and 
sexy. I wanted to have it on my desk in 

Villa Crop Protection is to distribute
their new range of public health
products, exclusively through PES.
Additionally PES will also market Villa’s
leading herbicide products to pest
control professionals.

A NEW FORCE ENTERS SOUTH
AFRICAN PEST CONTROL

shane@pesafrica.net
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In the old days, climbing up from the 
bottom was nearly impossible. The 
Rockefellers and other Monopoly 
men of the world had all the power, 

and the little guy didn’t stand a chance.

Today, that’s all changed. 2014 is being 
called “the year of the entrepreneur” 
by everyone from Richard Branson 
to Forbes because entrepreneurs 
have more opportunity than ever to 
compete in the open marketplace 
against Fortune 500 brands.

There are lots of free or low-cost 
avenues to promote your business, 
such as SEO, multimedia content 
creation, and social media. Automation 
is cheap and easy, and the proliferation 
of productivity software means you 
can now have a top-of-the-line content 
management system or e-commerce 
system. Best of all, entrepreneurs can 
outsource elements of their business 
to the huge network of freelancers 
around the Web at a very affordable 
cost.

With so much entrepreneurial power at 
our fingertips, standing out becomes 
the challenge. You must create only 
exceptional products, back them up 
with extraordinary content, and then 
make it all findable with creative 
marketing.

While creating an exceptional product 
and a unique value proposition is 
extremely difficult, promoting it 
doesn’t have to be. Here’s how to 

use the Internet to maximize your 
entrepreneurial potential.

Specialize Your Marketing
There are many inexpensive and highly 
effective Internet marketing tactics 
available to entrepreneurs now, but 
trying to keep up and do them all well 
is a sure way to set yourself up for 
failure.

I suggest picking a specialty, becoming 
a world-class expert at it, and creating 
all your businesses around your ability 
to market them through that channel. 
All my best business ventures have 
been SEO-centric. I’ve strayed from 
this a few times and faltered, so 
now I examine all potential business 
through that lens. Whether you want 
to focus on email marketing, Twitter, or 
YouTube, it doesn’t matter — just pick 
one and become the very best at it.

Choose Your Battles
Success is as much about what you 
choose to do as what you choose not 
to do. It’s difficult to build momentum 
when you’re constantly plugging holes 
like the squirrel in “Ice Age.” Focus 
your sights on obtaining one small slice 
of the market, and move on only after 
conquering that particular slice. If you 
take on too much at once, you’ll spread 
yourself thin and fail to capitalize on 
important opportunities.

Become Ultra-Efficient and 
Effective
Productivity is the key to success 
in a connected world. The barrier 

to entry these days has nothing to 
do with money or resources; it’s all 
about how efficient and effective you 
are with your time. If you and your 
team aren’t working as efficiently and 
effectively as possible, you may as 
well give up because your competition 
is. Remember the Pareto Principle: 
80 percent of results come from 20 
percent of effort, so constantly seek to 
identify and eliminate the 80 percent of 
inefficiencies in your work.

Leverage Outsourcing
Resources are scarce for 
entrepreneurs, but sites such as 
Elance and oDesk make it easy to hire 
highly skilled creative and technical 
professionals at a very low cost. 
There’s no reason to shy away from 
outsourcing tasks to make yourself 
more productive. Price your options, 
and leverage whatever resources are 
available to you.

Invest in Creative
The old marketing model involved 
dedicating the bulk of your marketing 
budget to distribution. While you can 
still spend a large sum on pay-per-click 
campaigns, if you spend your creative 
money wisely, it will spread virally to 
your core audience (who will then help 
spread it for you).

Take “Will It Blend?” as an example. 
The company released a promo 
video of a guy chopping up a 2x4 in a 
blender. The video went viral, and the 
blender logged sales — despite the 
fact that nobody needs to blend a 2x4. 
Now, just about everyone has seen 
some variation of that video. Because 
the creative is noteworthy, the product 
becomes noteworthy.

No matter what business you’re 
in (or want to start), 2014 is the 
year to go full throttle. Leveraging 
these tactics will give your business 
legs, but remember: There is 
no substitute for an exceptional 
product, and all the Internet 
marketing in the world cannot fix 
a bad one. Today’s low barriers 
to entry means there’s more 
competition than ever, but there’s 
also infinitely more potential

How to Stand Out Online in the 
Year of the Entrepreneur by Stephan Aarstol



It lasts. 
Ants don't.

Reg. No. L8460 Act No. 36 of 1947   Namibian Reg. No. N-AR 0970   Active Ingredient:  Imidacloprid (chloro-nicotinyl) 0,3 g/kg  CAUTION.  
Maxforce® is a registered trademark of the Bayer Group.
Registration holder: Bayer (Pty.) Ltd., Reg. No. 1968/011192/07, P.O. Box 143, Isando, 1600, SOUTH AFRICA  www.bayeres.co.za  
Distributor: Coopers Environmental Science  Tel. no. +27 11 979 4246 / 7  Fax no. +27 11 979 4248,  www.cooperses.com   © Bayer (Pty.) Ltd. Copyright 2014, All rights reserved.

Highly attractive to ants. 

Ready-to-use.
 

Stays palatable for at least 3 months.
 
Control the colony/nest. 

Includes brown house ant, 
Pharaoh's ant, Lepisiota spp. and Argentine ant.
 

Odourless, non-staining, clear, transparent liquid ant bait.

Mode of action - workers will feed 
on and collect the bait, return to their nest and intoxicate 
the colony by feeding both the queen/s and larvae.  
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Make The Visit “Memorable” 
Not Forgettable! By Eddie Bullock 

I am often asked what I believe 
defines exemplary customer service 
and my response is always that it 
doesn’t matter what I define it as 

- what matters is does the customer 
want to broadcast about their 
experience. There is no more valuable 
advertising than word of mouth 
advertising and with social media the 
field has obviously expanded. People 
believe what their family, friends and 
neighbours say about your business 
or facility, and they remember it for a 
long time. It is also true that very few 
people will complain - to you. They 
simply take their business elsewhere. 
Your business operation generates 
word of mouth advertising, whether 
you are aware of it or not. Satisfied 
customers tell 4 to 5 people of their 
positive experience and dissatisfied 
customers tell 9 to 12.

So the question is, what are customers 
saying after they have experienced 
your services?

The basis of all positive word of 
mouth advertising is providing 
excellent products and services. 
This is also the basis for success 
of most marketing and advertising. 
Loyal customers will notice your 
advertising campaigns and marketing 
exposure and become even more 
effective ambassadors as these 
advertisements, act as positive 
reminders of your quality products and 
services.

You never know, what will be the 
feel good moment. The devil is most 
definitely in the detail and it is more 
often than not the tiny touches that 
end up counting the most. 

Most facilities fulfil their customer’s 
expectations but people will talk about 
you if you surpass their expectations. 
Do the few extra things, and you will 
have loyal customers that recommend 
you to their friends, neighbours 
and family members. You want 
the underlying philosophy of your 
culture to be that any visit that does 
not provide “ The Intimacy Factor” 
the desire to tell it to someone, is a 
missed opportunity.

Every customer is not profitable or 
even desirable; some people have 
unrealistic expectations, and will not 
be happy no matter what. This is true 
in every business.

Regular customers, on the other 
hand, that become unhappy actually 
have the potential to be your best 
advocates. “Statistics suggest that 
when customers complain, business 
owners and managers ought to get 
excited about it. The complaining 
customer represents a huge 
opportunity for more business.”

When you resolve problems to the 
satisfaction of these customers, 
they will become your loyal, staunch 
supporters, and they will spread 

positive word of mouth advertising for 
you. It’s human nature. We respect 
people that admit mistakes, and 
correct the situation. We give them 
the benefit of the doubt in the future, 
and we tell others that they fix their 
mistakes and keep their promises. 
It leads to great customer loyalty. 
If you really want to stand out, go 
in search of the unhappy customer 
that never complained. If you really 
want people to say great things about 
you, find and fix the problems that 
the customer didn’t identify. Ask for 
feedback from your customers, and 
follow up. You will win customers 
and friends; and they will actively 
influence other people with their 
positive recommendations about your 
business.

Finally, take the time and give 
careful thought to taking care of 
your ambassadors and remember it 
doesn’t hurt to ask for references. 
Give additional benefits for each 
reference, a free service, special 
treatment, and don’t forget the 
occasional gift to better customers. 
People will recommend you if they 
believe in you and your teams, and a 
little perk always help remind them to 
communicate a positive story.

Eddie’s business aims 
is to gain an intimate 
understanding of 
your business issues 
no matter what the 
subject and then 
apply sound business 
principles that reflect 
the unique culture of 
the operations.

All customers have a voice, the key 
is to make certain that they broadcast 
how you make them feel - Good.



Pest Control Solutions
Enabling the most effective solutions to your pest problems

GOLIATH® GEL: REG. No. L5763 (Act 36/1947) contains  pronil (phenyl pyrazole) 0.5 g/kg. Harmful. Use only as directed on the label.
Registered by BASF SA (Pty) Ltd., Co. Reg. No. 1966/10235/07, P.O. Box 2801, Halfway House, 1685. Tel. 011 203 2400. ® is the registered trademark of BASF SE, 
Germany.

E-mail: info-zapestcontrolsolutions@basf.com
Web: www.pestcontrol.basf.co.za

The easy-to-use, highly effective cockroach eliminator

Exponential control due to Cascade Effect ■

Micro-dosage for easy application ■

Non-repellant and odourless ■

User and consumer friendly ■

Cost effective ■

goliathGelAdFeb2014.indd   1 2/17/14   2:22:58 PM
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SAPCA New Premises

ALTO

KLEEN
PRETORIA/ CENTURION/ MIDRAND

ALTA 082 395 6449/072 349 8787

OPEN: Monday- Saturday &

Festive Season

DOMESTIC & COMMERCIAL

� Window Cleaning

� Once-off Cleaning

� Carpet Cleaning

� Upholstery Cleaning

� Pest Control

� Leather Cleaning

We accept credit & debit cards

www.altokleen.co.za/mobi

32 YEARS EXPERIENCE

SAPCA moved premises at 
the end of January 2014. We 
would like to thank Johan 
Bosch of Bosch Pest Master. 

He helped us to prune trees and did 
the weed control before we even 
moved in!

Us ladies were so grateful for all the 
help, there is certain things that is 
best to ask the men to help especially 
with the hard labour stuff. 

Thank you Matthys, 
Gauteng regional 
chairman who fogged 
the building for us. We 
wanted to make sure 
everything is clean and 
ready for the big move.

Also a big thank you to AltoKleen who 
sent out a team to clean the whole 
building and made sure everything is 
sparkling clean.

 
Without you guys we would have 
had a hard time doing everything 
ourselves.  A big thank you to all.  
SAPCA and team.
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Professional Strength, 
Multi-Purpose 

Insecticide & Termiticide

Packed with power.

Provides premium control of termites, ants, fleas, cockroaches 
and a wide range of other insect pests.

The FIRST professional strength suspension concentrate of bifenthrin. 
Contains 100g/L bifenthrin in an odourless, water-based, 

micro-fine suspension.

Maxxthor’s average particle size of 3 microns enhances soil dispersion, 
lengthens residual performance and gives a faster knockdown.

Residual spray can be used in household, industrial, 
institutional situations and other locations.

Ensystex South Africa
Lower Ground, 13 Jacoba Street ALBERTON 1450
Active ingredient :  100g/l Bifenthrin (Pyrethroid)
Reg.No. L8793 Act No.36 of 1947
MAXXTHOR is a registered trademark of Ensystex, Inc.

CALL 080 ENSYSTEX
(083-226-8336)
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A tax clearance certificate is a 
document issued by SARS 
certifying that you are tax 
compliant and that your tax 

affairs are in order. 
 
It is a common requirement when 
applying for tenders or opening 
accounts with creditors, etc. Once 
issued, a tax clearance certificate is 
valid for one year.
 
You may apply for your tax clearance 
certificate today through SARS and 
as soon as this has been approved, it 
can be collected at any SARS office 
countrywide.

Register for VAT

When to register?
It is mandatory for a business to 
register for VAT if the income earned 
in any consecutive twelve month 
period exceeded or is likely to exceed 
R1 million. The business must 
complete a VAT 101 - Application for 
Registration form and submit it to 

How to register for: UIF, PAYE and TAX

the local SARS branch within 21 days 
from date of exceeding R1 million. A 
business may also choose to register 
voluntarily if the income earned, in the 
past twelve month period, exceeded 
R50 000.
 
How to register?
The VAT 101 application for 
registration must be submitted in 
person at the SARS branch nearest 
to the place where your business is 
situated or carried on. A registered 
tax practitioner may appear in person 
on behalf of the applicant. SARS will 
not accept any faxed or photocopied 
applications for registration. Posted 
applications will only be processed if 
applicants are geographically far from 
the SARS branch or due to any form 
of disability and the applicant cannot 
physically present the application.

All supporting documents, as listed 
on the application form, must be 
submitted, otherwise there may be a 
delay in finalising the VAT registration.

Register as a taxpayer
 If you have not yet registered as a 
taxpayer, you need to follow these 
steps to get started.

You must complete the IT 77 
form which is below or available from 
a Branch Office or SARS Contact 
Centre. Once you have completed the 

form, visit your nearest SARS Branch 
Office to hand it in together with a 
copy of your certified ID document/
Passport/Driving Licence. 
 
Once you have been registered 
and given your tax number you can 
then register for eFiling on www.
sarsefiling.co.za which is a free and 
convenient way of interacting with 
SARS.

All you need is 
a computer and 

internet access. As 
a registered eFiler 

you will then be able 
to submit your tax 
return online, make 
payments to SARS 

etc.
 
Registering for employees’ tax 
Pay-As-You-Earn (PAYE)

Registering as an Employer
According to law, an employer must 
apply for registration with the South 
African Revenue Service (SARS) 



PEST NEWS  I  MARCH  2014 13

within 21 days after becoming 
an employer, unless none of the 
employees are liable for normal 
tax. Application to register as an 
employer for Pay-As-You-Earn (PAYE), 
Skills Development Levy (SDL) and 
Unemployment Insurance Fund 
(UIF) must be made on an EMP101e 
form Payroll Taxes Application for 
Registration.

Registration for UIF 
contribution purposes
Where an employer is liable to pay 
UIF contribution, the employer must 
register with SARS or the UIF office 
(whichever is applicable) for the 
payment of the contributions.

The following employers, who are 
not exempt from contributing to 
the fund, must register with the UI 
Commissioner. An employer who - 

• Is not required to register 
for Employees’ Tax (PAYE) 
purposes at SARS

• Has not registered voluntarily 
as an employer for Employees’ 
Tax (PAYE) purposes at SARS

• Is not liable for the payment of 
SDL.

An employer/employee is NOT 
REQUIRED to contribute in the 
following circumstances —

• Where an employee is 
employed by the employer for 
less than 24 hours a month

• Where the employee receives 
remuneration under contract 
of employment contemplated 
in Section 18(2) of the Skills 
Development Act

• Employees in the national 
and provincial spheres of 
Government who are officers 
or employees as defined in 
section 1(1) of the Public 
Service Act 1994, and their 
employers;

• Where that employee has 
entered the Republic for 
the purpose of carrying 

out a contract of service, 
apprenticeship or learnership 
within the Republic if, upon 
termination thereof, the 
employer is required by law 
or by the contract of service, 
apprenticeship or learnership 
(as the case may be) or by 
any other agreement or 
undertaking, to repatriate that 
person, or if that person is so 
required to leave the Republic;

• The President, Deputy 
President, a Minister, Deputy 
Minister, a member of 
the National Assembly, a 
permanent delegate to the 
National Council of Provinces, 
a Premier, a member of an 
Executive Council or a member 
of a provincial legislature; and

• Any member of a municipal 
council, a traditional leader, a 
member of a provincial House 
of Traditional Leaders and a 
member of the Council of 
Traditional Leaders

Workers Compensation Fund - 
Compensation for Occupational 
Injuries and Diseases Act

• The South African Government 
has set up a special fund to 
compensate employees for 
injuries or diseases resulting 
from work. 

• All employers must register 
with the Compensation Fund 
so that their workers can claim 
compensation for occupational 
injuries and diseases. 

• All registered employers (with a 
few exceptions) pay an annual 
assessment fee.

Who must register?

• Any employer that has 
1 or more employees 
must register with the 
Compensation Fund and pay 
the annual assessment fees. 

• Check with your employer 

that they are paying into the 
Workers Compensation Fund. 
If they are not they could put 
themselves and yourself at 
financial risk. 

Benefits of 
registration?

• Employers who register 
for and pay their annual 
Workers Compensation 
fees are protected 
from being sued by 
employees who are 
injured at work.

• Employees are 
protected from financial 
loss if they are injured 
at work. 

• South African 
law has become 
very rigorous in this 
area. It can be a 
serious offence if an 
employer does not 
protect the safety of 
their employees. This is 
done by ensuring a safe 
working environment 
and ensuring that 
employees are 
financially protected if 
an accident does occur. 
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-  Both machines have solid 
rubber wheels (no wheel 

hub breaking out as on 
inflatable tyres).

- Both machines supplied with 
30 meter hose and 

adjustable spray nozzle

PRICE R10 400

100 LITRE SPRAYER
 (4-STROKE ENGINE) 

100 LITRE SPRAYER
 (2-STROKE ENGINE) 

CONTACT US

082 560 0555 
 011 776 9155

www.kurtspestcontrol.co.za
info@kurtspestcontrol.co.za

R8 600PRICE

Motorised 
Garden Sprayers

Customer Service is common 
sense. We are all customers 
in our everyday life and we 
all know what constitutes 

good and bad service. So why is it so 
difficult? Why do we all commiserate 
with each about bad service that we 
seemingly receive on a daily basis? It 
all comes down to two simple words - 
Actions and Attitudes.

Let’s start with attitude because 
that is where it all begins. You can’t 
be truly good at anything without a 
positive attitude. The world is full of 
failures that occur because of a bad 
attitude. Life is stressful and difficult 
and many times employees bring this 
life stress into the workplace. They 
are thinking about everything except 
for their job and when it comes time 
to deliver excellent service, they let 
their own personal travails get in the 
way of their job.

When you step in the door and 
clock into the job the first and most 
important step is to leave your 
baggage at the door as well. Your 
customers don’t care about your 
problems. They simply wish to have a 
positive experience and get what they 
need from your business.

No one expects you to be happy and 
positive when you are not, but it’s 
easy to fake and essential to the job. 
Practice smiling and having a positive 
tone to your voice even when it’s not 
in your heart. This will keep your job 
safe, your customers happy and your 
career progressing.

The next step to 
great service is 
Action. Your actions 
are the backbone 
of great service. 
A positive attitude 
is the ladder to 
action, but action is 
the key to putting 
your service in the 
“great” category. 

Customer Service
Actions and Attitudes by RJ Sullivan

Actions are the actual physical steps 
you take to wow your customers.
It starts with a “welcome” and smile 
and ends with a “thank you” and 
smile, but in between is the greatest 
opportunity of your job. If you work in 
a retail store it might be actually taking 
your customer right to the product 
they are looking for rather than just 
telling them the isle. If you work in 
a restaurant it might be getting their 
beverage refills the second they are 
needed or getting the order 100% 
correct every time. If you work in a 
call center it might be calling your 
customer back with the information 
they requested within an hour. 
Wherever it is that you work there are 
countless ways to turn good service 
into great service.

In customer service you need to 
constantly think of ways to “wow” 
the customer. Impress the customer 
in every encounter. Sometimes you 
may be limited by your companies 
specific policies, however the key to 
being a standout in service is to work 
within your limitations and find the 
best way to provide service in your 
situation.

Actions and Attitudes are two of 
the most important words you will 
ever hear in reference to customer 
service. First get your positive attitude 
straight and leave all of your personal 
baggage at the door. Next , find the 
positive actions that will impress your 
customers. Your job success depends 
on it.
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It almost seems to be a must 
now - the business website. From 
huge corporations to brand-new 
businesses, whether you are in 

sales or service, you’ve thought about 
getting a website. But what good does 
it really do your business? What if you 
are purely local?

Having a website shows that you are 
committed to your business and being 
competitive. 

If you are local, say so on your website. 
You will still reach more of your local 
community through your website than 
through many other media. A website 
is a great addition to all your marketing 
materials, from business cards to 
television commercials.

A website can be a very inexpensive 
form of advertising. You can offer 
your audience much more information 
about your products or services on 
a website than in any other form of 

Why does my business need a website?
by Stephanie Foster

advertising, and it can be changed at 
a moment’s notice. Just think about 
how much work it takes to make one 
small change in a regular advertising 
campaign. There’s the time to create 
the new campaign, produce it and get 
it out to the consumer. With a website, 
you can make small or large changes 
very quickly.

Although website 
hosting can be 
had for free, such 
sites tend to look 
unprofessional, as 
the hosting company 
places banners or 
other advertising on 
your site. 

Depending on your needs, however, 
a site can be hosted for very little 
money.

Design is where many websites spend 
the most money. Unless you already 
know how to create a logo and other 
graphics and can use a good webpage 
editor, you will want to pay a web 
designer to do the work for you. 

Even if you can do it yourself, you need 
to ask yourself - is it worth the time 
and effort you will put into it? 

Calculate what your time is worth and 
estimate how long it will take you to 
create a site. Then get an estimate 
from a professional designer. It might 
just cost less than doing it yourself 
would.

Just remember, you can start out 
with a small website and let it grow 
with your business. You might just be 
surprised at how well you do.

Having a website shows 
that you are committed 
to your business and 
being competitive. 
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While many would argue 
that the old adage about 
the customer always 
being right is no longer 

true, in our world of IMing, Twitter 
and the blogosphere, it really doesn’t 
matter: whether organizations like it or 
not, their business – good or bad – can 
be on the street in minutes. That’s 
why it’s important to be prepared to 
respond quickly.

Prepare Employees in Advance

Many years ago, the president of my 
country lectured about the importance 
of customer service. He spoke about 
how a chain of high-end hotels had 
developed a great reputation, not 
merely because of their luxurious 
ambiance, but also because of their 
excellent customer service.

What made the Four Seasons 
so successful, he said, was the 
employees were empowered to 
think for themselves when it came to 
making a visitor’s stay rewarding. In 
fact, they had discretionary approval 
of up to a certain monetary limit. So, 
if they needed to upgrade a room 
or offer an extra service, it was in 
their power to do so. Whether they 
continue this tradition today, I do 
not know. Still, it’s easy to see how 
customers benefit because the 
employees were treated right.

If you want to right 
a customer service 
wrong, the best place to 
start is at the beginning. 
More specifically, train 
employees to recognize 
outstanding customer 
service and empower 
them to solve problems 
that arise. So, how do 
you do this?

How To Right 
A Customer Service Wrong!!

Employ Friendly People

First and foremost, you need to 
employ people who are able to remain 
friendly even when the customer’s 
not.  Hire “people-persons” who 
enjoy solving problems and flourish 
in fast-paced, stressful environments.  
Next, you need to train your customer-
service employees to be helpful and 
answer questions honestly – even if 
that means conducting research and 
calling the customer back.

Finally, and most importantly, 
customer-service employees need 
to listen to their clients’ needs and 
complaints. If customers are angry, 
they need to realize that it’s not about 
them: it’s about the business. In fact, 
one of the most difficult parts of 
working in customer service is not 
taking complaints personally.

Save the Customers Worth 
Saving 

Some people will tell you that all 
customers are worth retaining.  
However, not everyone sees it this 
way. Here’s a story from Alexander 
Kjefulf, business consultant, 
motivational speaker an author of 
“Happy Hour is 9 to 5”.

“One woman who frequently flew on 
Southwest (Airlines) was constantly 
disappointed with every aspect of 
the company’s operation. In fact, she 
became known as the “Pen Pal” 
because after every flight, she wrote 
in with a complaint. She didn’t like the 
fact that the company did not assign 
seats; she did not like the absence of 
a first-class section;  she did not like 
not having a meal in flight; she did not 
like Southwest’s boarding procedures; 
she did not like the flight attendants’ 
sporty uniforms and the casual 
atmosphere.

Her last letter, reciting a litany of 
complaints momentarily stumped 
Southwest’s customer-relations 
people. They bumped it up to Herb’s 
(Kelleher, CEO of Southwest) desk, 
with a note: ‘This one’s yours’

In 60 seconds, Kelleher wrote back 
and said, “Dear Mrs Crabapple, We 
will miss you. Love Herb”

Basically, you have to 
recognize whether or 
not the customer’s 
worth saving. If they’re 
obnoxious, costing 
you more money than 
they generate, and 
making unreasonable 
demands, then it may 
be beneficial to let 
them go; otherwise, 
you’re likely to breed 
resentment among 
your employees.  And 
sometimes, that the 
only way to truly right 
a customer service 
wrong.

By Deborah S Hildebrand
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Pest Control Technician’s 
Workshop

The purpose of the workshop 
is to develop your Service 

Technician into a Professional 
Representative of your 

company

The workshop covers the 
following topics:

• Business Etiquette and our South African 
Culture

• Codes of Best Practice:
• Self Induction and Company 

Information
• Communication
• Identifying and respecting Customers 

needs and assests
• Personnel Hygiene and Operational 

Behaviour
• Securing repeat business- leave your 

client with a lasting impression
• The success of Self motivation and a positive 

attitude.

Date
19 March 2014 

Time
09h00am – 15h00pm

Cost
R995.00 

including refreshments

Venue
PCSIB Training Centre
102 Willem Botha Ave
Eldoraigne, Centurion

NOW!
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7 Ways to Create Unforgettable 
Customer Experience By Brooklyn Dicent 

The call to action after you read 
this article is to not think about 
the customer but to think LIKE 
the customer. It’s amazing 

how easy it is to make your current 
and future customers go gaga for your 
business. What’s even sadder is that 
it cost next to nothing to delivery a 
wow experience. Here’s what’s even 
more tragic (if that’s even possible) 
you have relatively zero competition 
for delivering an amazing experience!!
Can you believe that? The minute you 
create policies and build a customer 
centric culture, you leave all your 
competition in the dust. Did you read 
the second sentence? It will cost your 
company next to ZERO dollars to do 
this.

What you are about to learn is not 
new. You have heard it before in some 
expensive customer service of flashy 
sales seminar. Or read it in a fancy 
smart sounding magazine. You know, 
the kind of magazine that makes you 
feel a bit above everyone else.
Who am I kidding; I’ve been a fan of 
Fast Company since the first printing. 
I was in my early 20’s when the 
magazine first came out. The paper felt 
so different from anything I had ever 
felt. They were bold, descriptive, and 
sexy. I wanted to have it on my desk in 
my future office so people thought of 
me as savvy and forward thinking. Not 
to mention young and entrepreneurial. 
That’s the feeling a magazine gave me 
and still does. But I digress.

I am describing an experience. Fast 
Company has created a reader 
experience from the moment you pick 
up the product. It’s on purpose with 
a purpose and for a purpose. They 
are in the service of making readers 
feel connected and in touch with up 
and coming insights to business that 
matter to a specific market of spirited 
people. Whenever I see a copy even 
15 plus years later, I still get the same 
feeling of being a savvy reader. I tell 
everyone I know about the magazine 
because it rocks.
So what will make your customers 
go insane for your service? What will 
make them tell everyone they know 
about your service? Below are 7 ways 

for your customers to literally go Gaga 
for you! This list is not exhaustive. 
There are so many more ways but this 
is a start.

1.  Attention: Customers want you 
to notice them. Get to know your 
customer so well that they see 
you as a mentalist! Make them 
feel like you can read their mind. 
You must anticipate their needs 
even before they have them. Can 
you imagine how your customers 
would respond if you sent them 
an email just at the right time 
when they need your service. Get 
to know them better than they 
know themselves. Give them your 
attention and they will give theirs.

2.  Access: Customers want to 
know that they can access you as 
much as they want. Lady Gaga 
is a perfect role model for any 
business who wants to grow his or 
her own legion of Little Monsters. 
That is what she calls her followers 
who are the most loyal fans of 
any rock star. She has given them 
unprecedented access to the pop 
star in a way that makes them feel 
connected to her AND each other. 
Bonded by a common experience 
and adoration they follow her and 
unite as a community. She has 
capitalized on people’s need of 
belonging. Sound familiar?

3.  Interest: How interested are 
you in your customer’s problems? 
Not just interested but genuinely 
curious of who they are and what 
they need? Do you ask questions 
to probe into their problem? Even 
if you are highly experienced, let 
them tell you their problem and ask 
questions with curiosity.

4.  Responsiveness: Now that you 
have gotten to know them, you 
know their problems, and you offer 
the right solution. You sell them 
on why you are the best service. 
They call, email, or stop by and you 
say you will get back to them with 
answers. You must respond quickly, 
regardless of how busy you get, 
device a way to respond to your 

customers at tornado pace. So fast 
that you freak them out!

5.  Deliver on promise: Do what 
you say you are going to do, then 
do just a little bit more. You may 
have delivered exactly what they 
bought. But why not give them 
more than they expected? A phone 
call after the delivery to find out 
how they liked it. Ask, “Did we 
deliver on your vision?” Don’t be 
afraid to get constructive feedback. 
Your business will thrive with great 
feedback.

6.  Become a “solutionist”: 
Your customers buy not just your 
service but how YOU deliver on the 
solution. Decided firmly that you 
have a solution to their problem 
and be able to articulate. If you 
ever watch an infomercial there’s 
always the black and white scene 
where the problem is portrayed in 
such ridiculous ways then show the 
solution seem like the only hope 
for human kind. Do the same with 
your solution. You can even print 
the problem in black and white and 
your solution in color. Solve their 
problem.

7.  Package the solution: Because 
you applied #1 Attention, you are 
now poised to create packaged 
solutions that solve problems. 
If you do nothing else package, 
package, and repackage. People 
love packages. Look at Progressive, 
the insurance company. They 
“package” insurance. We all know 
it’s not a physical package, yet they 
have managed to materialize their 
product into something tangible. 
If you know your customer well 
and the problem you solve, you 
will have plenty of material to wrap 
up your services into package 
offerings that they can buy.

Brooklyn Dicent speaks, writes, 
and trains on the topic of customer 
experience and sales. 

For more information or invite to 
speak at your event visit http://www.
brooklyndicent.com



V E C T O T H O R™
FLY CONTROL LIGHT TRAPS

VECTOTHOR delivers European design 
excellence in combination with University proven 
performance benefits to create the most effective 

fly management system on the market. 

FLY  CONTROL

WWW.VECTOTHOR.COM
Phone: 080 ENSYSTEX
         (080 367 9783)

EXCLUSIVE TO VECTOTHOR FLY CONTROL LIGHT TRAPS

VECTOTHOR Natural 
UV-A Light Technology™ 

VECTOTHOR Heat 
Seeker Technology™ 

Temperature 
optimised glueboards

VECTOTHOR Natural 
Contrast Grid™

VECTOTHOR Natural VECTOTHOR Natural 
UV-A Light Technology™

Most powerful UV-A 
light on the market Seeker Technology™ optimised glueboardsoptimised glueboardsoptimised glueboards

VECTOTHOR delivers European design VECTOTHOR delivers European design 

EXCLUSIVE TO VECTOTHOR FLY CONTROL LIGHT TRAPS

KILLS MORE FLIES - FASTER

VECTOTHOR delivers European design VECTOTHOR delivers European design 

™ Trademark of Ensystex, Inc. used by licence to Ensystex South Africa.

Exclusive High Frequency 
Light Pulse ensures flies 

are attracted to the 
light just like natural 
sunlight, meaning

greater attraction 
is shown to the  

VECTOTHOR lamps

PHILIPS Long-life UV-A 
Lamps® need only be 

changed every two years 
and deliver nearly twice 
as much UV-A light as 

the nearest competitor - 
and last twice as long! 

VECTOTHOR lamps
kill more flies - 

FASTER

Flies evolved 65 
million years ago, 

seeking their food in 
tropical forests.

VECTOTHOR traps 
mimic the natural way 
light is broken up when 
it shines through trees 

to more naturally 
attract flies

The unique louvers 
in the VECTOTHOR 

PEREGRINE Light Trap 
allow us to create 
a temperature trap 

targeting the 
ideal temperature 

for most flying 
insects

Ensures total entrapment 
of the flies, even in tropical 

temperatures. A silicone 
paper coating means the 
board can be quickly 
and simply replaced


