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Don’t Miss
The New &
Exciting
PESTBIZ
2018

STARTING
TUESDAY,

11TH September
Welcome at 18h00

to THURSDAY,
13TH September

2018

Contact the office
for more
information on
012-654 8038 or
visit the website at
www.sapca.org.za
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FOOD
  SAFETY

What the course entails:
•	 What	is	food	safety	and	hygiene
•	 Importance	of	food	safety
•	 Importance	of	preparing	and	handling	food	safely
•	 Importance	of	food	hygiene	

Regions	which	the	course	is	being	offered	are:	–	
Gauteng,	Cape	Town	and	Durban

Get more information on PCITA Facebook page

For more information contact the Course coordinator
Jackie Janse Van Vuuren
E:	 courses@pcita.org.za

T: (012) 654 7708

C:  (083) 294 8066

F:  (086) 519 1384

Address: 	102	Willem	Botha	Drive,	Eldoraigne	Ext	6,	Centurion

Please visit the website for online registration: www.pcita.org.za

Food Safety (HACCP)
This	2-day	skills	course	will	contribute	to	the	full	development	of	the	learner	within	a	food	handling	
environment	by	providing	recognition,	further	mobility	and	transportability	within	the	mentioned	sector.		
The	skills,	knowledge	and	understanding	demonstrated	within	this	course	are	essential	of	social	and	economic	
transformation	and	contribute	to	the	upliftment	and	economic	growth	within	the	food	handling	environment.
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By: Aseriah Jordan

Conflict is inevitable. No matter what 
type of job you are in, at one time 
or another, you will be faced with 
conflict. How you handle that conflict, 
the choices that you make, can have a 
distinct impact on your relationships 
with others and on your career.

The	work	world	of	today	is	more	stressful	

than	ever.	Often,	individuals	with	competing	

goals	lay	yourself	open	to	conflict	as	they	seek	

recognition.	In	addition,	the	goals	of	individuals	

are	sometimes	out	of	sync	with	the	company	

mission	-	this	occurs	when	a	company	fails	to	

communicate	shared	values.	Increased	market	

pressure	requires	decisions	to	be	made	today,	

not	tomorrow,	often	with	limited	evidence	

to	review.	All	of	this	creates	a	highly	charged	

environment	that	is	ripe	for	conflict	to	occur.

There	are	a	variety	of	styles	for	addressing	

conflict	discussed	in	the	text	-	withdrawal,	

accommodation,	forcing,	compromising	and	

collaboration.	Most	of	us	rely	on	one	or	two	of	

these	strategies	and	apply	them	to	all	conflicts	

we	face	vs.	examining	situational	factors	in	

choosing	a	strategy.	Recognizing	that	there	is	a	

time	and	a	place	for	each	of	these	is	important	to	

understanding	conflict	management	strategy.

There	will	be	times	when	you	need	to	

give	constructive	feedback	to	team	mates,	

subordinates	or	even	a	superior.	Knowing	how	to	

give	constructive	criticism	can	be	the	difference	

between	a	successful	conflict	interview	or	

a	failure.	One	method	for	communicating	

constructive	criticism	is	to	create	a	feedback	

sandwich.

Start	and	end	your	comments	with	something	

positive	and	sandwich	the	criticism	in	between.	

People	tend	to	focus	on	what	they	hear	first	

and	last,	so	this	is	a	good	strategy	for	managing	

the	relationship	impact	of	giving	constructive	

feedback.

Some other considerations...

Give the feedback as close in time to the 

behavior as possible.

Imagine	disciplining	your	child	six	weeks	

after	he/she	wrote	on	the	wall	with	a	crayon.	

That	would	not	be	very	effective.	Providing	

constructive	feedback	to	subordinates	or	

teammates	is	no	different.	If	it	is	worth	

addressing,	it	should	be	addressed	in	a	timely	

manner.

Use non-threatening language.

When	language	is	used	that	puts	the	receiver	

on	the	defense	right	from	the	start,	the	focus	on	

this	issue	is	lost	and	it	becomes	personal.	Instead	

of	“you”	are	the	problem,	phrase	it,	“we”	have	a	

problem.

Demonstrate the impact that the behavior has 

on others and on company goals.

Sometimes	people	fail	to	see	the	big	picture	

-	pointing	that	out	can	help	a	person	to	see	

why	certain	rules,	methods	or	procedures	are	

important.	If	they	are	important,	they	are	more	

likely	to	comply.	This	will	also	allow	the	receiver	

to	save	face.

Ensure that the receiver understands your 

feedback. 

Sometimes	a	person	may	be	unclear	even	after	

you	have	explained	it.	He/she	may	be	hesitant	

to	ask	questions	for	fear	of	reprisal.	Leaving	

the	conflict	interview	assured	that	there	was	a	

mutual	understanding	is	a	foremost	priority.

Work together to identify useful solutions.

The	point	of	giving	constructive	criticism	is	to	

help	the	receiver	to	improve.	Since	hiring	and	

training	new	employees	is	very	costly,	it	makes	

good	business	sense	to	manage	relationships	

with	good	employees	with	care.	Demonstrating	

your	investment	in	a	mutual	solution,	will	

ultimately	demonstrate	respect	for	the	receiver	

which	is	important	to	the	maintenance	of	the	

relationship.

In summary

When	you	find	yourself	on	the	receiving	end	

of	the	constructive	criticism,	remember	your	

objective	in	the	situation	which	is	to	come	to	

a	shared	understanding	of	the	issue.	Viewing	

conflict	interviews	from	this	perspective	will	

help	you	to	avoid	defensive	reactions	and	work	

toward	resolution.

Discover	the	communication	secrets	of	making	

people	like	you	[http://www.shibaresumes.com]	

(click	on	communication	link)

With permission of:  EzineArticles.com

The Four Communication Skills

Nonverbal Listening

Speaking

Thinking

EFFECTIVE 
OFFICE 

COMMUNICATION 
- MANAGING CONFLICT



PESTNEWS DECEMBER 2017 5

www.adama.com

ADAMA SA (PTY) LTD, REG NR. 1992/001741/07

“Simply. Grow. Together.”
The following products are registered trademarks of ADAMA SA (Pty) Ltd and registered according to Act 36 of 1947:  

AGADI TERMITE 800 WG, L9578 (Fipronil 800g/kg), BunGy 15 SC, L7461 (Deltamethrin (pyrethroid) 15g/l), DoMInIon 350 SC, 
L9576 (Imidacloprid 350g/l), MoSquIRon 100 SC, L7818 (Novaluron 100g/l), SEIzER 80 SC, L7580 (Bifenthrin (pyrethroid) 80g/l), 

SEIzER TERMITE 100 EC, L9577 (Bifenthrin 100g/kg), VICToR GEl (RoACh), L8594 (Imidacloprid 21,5g/kg), VICToR GEl AnT BAIT, 
L9240 (Imidacloprid (chlonicotinyl) 1g/kg), VICToR Fly BAIT, L9662 (Imidacloprid 5g/kg ((z)-9 Tricosene (attractant) 1g/kg).

Please refer to the website for a comprehensive range of the ADAMA products.

We have the perfect pest control solution for you.

BuGS MAkinG Your Life Go 
uP in fLAMeS?

Tel: +27 (21) 948 7366
email: enquiries@henchem.co.za
Web: www.henchem.co.za

Tel: +27 (11) 635 3000
email: info@shiman.co.za
Web: www.shiman.co.za

henchem
environmental management solutions

Distrubuted by: Distrubuted by:

Adama SA – Consumer Health A4 Ad.indd   1 2015/05/08   9:41 AM



6 PESTNEWS DECEMBER 2017

We are currently living in 
Cyber age, where Internet and 
computers have major impacts 
on our way of living, social 
life and the way we conduct 
businesses. 

CYBER CRIMES 
AND SOLUTIONS

By: Shaikh Mohsin Ayaz 

The	usage	of	information	technology	has	posed	
great	security	challenges	and	ethical	questions	in	
front	of	us.	Just	as	every	thing	has	positives	and	
negatives,	usage	of	information	technology	is	
beneficial	as	well	as	insecure.

With	the	growth	of	the	internet,	network	security	
has	become	a	major	concern.	Cyber	crimes	have	
emerged	rapidly	in	the	last	few	years	and	have	
major	consequences.	Cyber	criminals	are	doing	
every	thing	from	stealing	money,	hacking	into	
others	computer,	stealing	intellectual	property,	
spreading	viruses	and	worms	to	damage	
computers	connected	on	the	internet	and	
committing	frauds.	

Stoppage	of	cyber	crimes	is	a	major	concern	today.	

Cyber	criminals	make	use	of	the	vulnerabilities	
in	computer	soft	wares	and	networks	to	their	
advantage.

Hacking:

Hacking	or	Cracking	is	a	major	cyber	crime	
committed	today.	Hackers	makes	use	of	the	
weaknesses	and	loop	holes	in	operating	systems	
to	destroy	data	and	steal	important	information	
from	victim’s	computer.	Cracking	is	normally	done	
through	the	use	of	a	backdoor	program	installed	
on	your	machine.	A	lot	of	crackers	also	try	to	gain	
access	to	resources	through	the	use	of	password	
cracking	softwares.	Hackers	can	also	monitor	
what	u	do	on	your	computer	and	can	also	import	
files	on	your	computer.	A	hacker	could	install	
several	programs	on	to	your	system	without	your	
knowledge.	Such	programs	could	also	be	used	
to	steal	personal	information	such	as	passwords	
and	credit	card	information.	Important	data	of	
a	company	can	also	be	hacked	to	get	the	secret	
information	of	the	future	plans	of	the	company.

Cyber-Theft:

Cyber-Theft	is	the	use	of	computers	and	
communication	systems	to	steal	information	in	
electronic	format.	Hackers	crack	into	the	systems	
of	banks	and	transfer	money	into	their	own	bank	

accounts.	This	is	a	major	concern,	as	larger	amounts	
of	money	can	be	stolen	and	illegally	transferred.

Many	newsletters	on	the	internet	provide	the	
investors	with	free	advice	recommending	stocks	
where	they	should	invest.	Sometimes	these	
recommendations	are	totally	bogus	and	cause	
loss	to	the	investors.	Credit	card	fraud	is	also	very	
common.

Most	of	the	companies	and	banks	don’t	reveal	
that	they	have	been	the	victims	of	cyber	-theft	
because	of	the	fear	of	losing	customers	and	share	
holders.	Cyber-theft	is	the	most	common	and	the	
most	reported	of	all	cyber-crimes.	Cyber-theft	is	a	
popular	cyber-crime	because	it	can	quickly	bring	
experienced	cyber-criminals	large	amounts	of	cash	
resulting	from	very	little	effort.	Furthermore,	there	
is	little	chance	of	a	professional	cyber-criminal	
being	apprehended	by	law	enforcement.

Viruses and worms:

Viruses	and	worms	is	a	very	major	threat	to	normal	
users	and	companies.	Viruses	are	computer	
programs	that	are	designed	to	damage	computers.	
It	is	named	virus	because	it	spreads	from	one	
computer	to	another	like	a	biological	virus.	A	
virus	must	be	attached	to	some	other	program	or	
documents	through	which	it	enters	the	computer.	
A	worm	usually	exploits	loop	holes	in	software	
or	the	operating	system.	Trojan	horse	is	dicey.	
It	appears	to	do	one	thing	but	does	something	
else.	The	system	may	accept	it	as	one	thing.	Upon	
execution,	it	may	release	a	virus,	worm	or	logic	
bomb.	A	logic	bomb	is	an	attack	triggered	by	
an	event,	like	computer	clock	reaching	a	certain	
date.	Chernobyl	and	Melissa	viruses	are	the	recent	
examples.

Experts	estimate	that	the	Mydoom	worm	infected	
approximately	a	quarter-million	computers	in	a	
single	day	in	January	2004.	Back	in	March	1999,	
the	Melissa	virus	was	so	powerful	that	it	forced	
Microsoft	and	a	number	of	other	very	large	
companies	to	completely	turn	off	their	e-mail	
systems	until	the	virus	could	be	contained.

Solutions:

An	important	question	arises	that	how	can	these	
crimes	be	prevented.	A	number	of	techniques	and	
solutions	have	been	presented	but	the	problem	
still	exists	and	are	increasing	day	by	day.

Antivirus And Anti spyware Software:

Аntivirus	software	consists	of	computer	programs	
that	attempt	to	identify,	thwart	and	eliminate	
computer	viruses	and	other	malicious	software.	
Anti	spyware	are	used	to	restrict	backdoor	
programs,	trojans	and	other	spyware	to	be	installed	
on	the	computer.

Firewalls:

A	firewall	protects	a	computer	network	from	
unauthorized	access.	Network	firewalls	may	
be	hardware	devices,	software	programs,	or	a	
combination	of	the	two.	A	network	firewall	typically	
guards	an	internal	computer	network	against	
malicious	access	from	outside	the	network.

Cryptography:

Cryptography	is	the	science	of	encrypting	and	
decrypting	information.	Encryption	is	like	sending	a	
postal	mail	to	another	party	with	a	lock	code	on	the	
envelope	which	is	known	only	to	the	sender	and	
the	recipient.	A	number	of	cryptographic	methods	
have	been	developed	and	some	of	them	are	still	
not	cracked.

Cyber Ethics and Laws:

Cyber	ethics	and	cyber	laws	are	also	being	
formulated	to	stop	cyber	crimes.	It	is	a	
responsibility	of	every	individual	to	follow	cyber	
ethics	and	cyber	laws	so	that	the	increasing	cyber	
crimes	shall	reduce.	Security	software	like	anti	
viruses	and	anti	spyware	should	be	installed	on	all	
computers,	in	order	to	remain	secure	from	cyber	
crimes.	Internet	Service	Providers	should	also	
provide	high	level	of	security	at	their	servers	in	
order	to	keep	their	clients	secure	from	all	types	of	
viruses	and	mallicious	programs.

Article Source: http://EzineArticles.com/204167
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greendrains.com

PATHOGEN & ENVIRONMENTAL SOLUTIONS
www.pesafrica.net    |    info@pesafrica.net

Gauteng, Midrand - 011 312 6993 | Western Cape, Brackenfell - 021 982 8689
KZN, Durban - 031 261 6425 | PMB - 033 346 2954 | Eastern Cape, PE - 041 450 6350
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A BASIC GUIDELINE ON THE 
TREATMENT PROCEDURE WHEN 

EXPORTING WOODEN PRODUCTS
By: Nicholas Prince

Most	of	us	know	them,	we	often	come	across	

them;	those	little	holes	that	seem	to	be	evident	

in	most,	if	not	all	types	of	wood	of	the	homes	and	

the	gardens	of	properties.	

From	carpenter	bees	boring	into	edges	of	eaves	

and	branderings	(also	known	as	battens)	of	roofs,	

to	shot	hole	borers	of	the	Bostrychid	family	all	

the	way	to	the	more	commonly	experienced	

and	seen	Hylotrupes	Bajulus	(Italian	Beetle)	and	

Lyctus	Brunneus	(Powder	Post	Beetle).	

So,	what	does	this	have	to	do	with	the	topic	of	

discussion?	Well,	all	those	wood	borers	also	get	

into	wood	that	gets	exported,	and	as	much	as	

this	country	needs	to	export	goods	to	boost	the	

country’s	economy,	it	is	not	needed	to	export	

borer	with	those	commodities.	Our	export	

partners	are	not	thrilled	to	be	receiving	these	

insects	as	part	of	their	consignments.	

It	also	breaks	a	whole	lot	of	regulations	relating	

to	wood	treatments.

As	such,	certain	guidelines	have	been	put	

in	place	to	prevent,	or	at	least	severely	limit,	

sending	those	little	critters	to	all	extremities	of	

the	world	from	the	ports	of	South	Africa.	What	

follows	would	constitute	a	basic	and	simple	

outline	required	for	the	export	of	wooden	

products.	This does not include the ISPM15 

regulations (Crates, dunnage, or pallets), 

which can be covered on a different day. 

It	applies	to	wooden	articles	such	as	but	not	

limited	to:	wooden	fruit	bowls,	African	artefacts	

and	wooden	curios,	picture	frames,	chairs,	coffee	

tables	and	the	like.	Remember	too,	that	there	are	

certain	items	that	cannot	be	treated	with	Methyl	

Bromide:	leather	products,	oil	paintings,	animal	

skins	and	hides	would	fall	into	this	category.	

These	require	a	different	treatment	to	achieve	

the	same	result.

Fumigations of shipping containers are specific 

and controlled and should be done as follows:

The	container	should	be	packed	with	the	items	

that	will	be	shipped,	fumigated	at	the	correct	

dosage	as	listed	below.	The	container	should	

then	be	sealed	and	left	for	the	appropriate	time	

(between	24	and	48	hours	depending	on	the	

borer	being	treated).

When	doing	fumigations	one	needs	to	have	

the	correct	monitoring	systems	in	place.	Once	

the	gas	has	been	completely	introduced	and	

that	part	completed,	then	the	container	closed,	

a	halide	detector	should	be	used	in	different	

areas	around	the	outside	of	the	container	to	

be	sure	of	no	leaks	from	the	container,	(the	

container	should	also	have	been	checked	for	

leakage	prior	to	starting	the	fumigation).	The	gas	

concentration	should	be	monitored	2	hours,	4	

hours,	and	24	after	introduction	of	gas	to	ensure	

consistency	of	concentration.

Then	the	container	should	be	opened	again	

and	be	allowed	to	ventilate	for	a	period	of	4	to	6	

hours.	After	this	time	the	container	can	be	closed	

and	sealed	with	the	shipping	seal.	From	here	it	

gets	loaded	on	the	transport	truck	or	train	and	

sent	to	the	harbour	where	it	gets	loaded	onto	

the	vessel	and	shipped	off	to	the	country	of	

destination.

During	the	fumigation	and	ventilation	process	

the	area	should	be	cordoned	off	from	pedestrians	

and	traffic	for	the	entire	process	including	the	

ventilation	period.	Fumigation	warning	signs	

should	also	be	placed	on	the	container	and	

around	the	area	so	that	warning	visibility	is	clear.	

These	signs	can	be	removed	again	when	the	

process	is	completed.

Stack	fumigations	can	also	be	done	in	the	

same	manner	using	180micron	gas	tight	plastic	

sheeting	and	ensuring	good	air	circulation	by	

using	one	or	more	fans	on	low	rotation	which	

helps	to	move	the	gas	around	the	stack	for	the	

minimum	period	of	24	hours	for	almost	all	borers	

(96	grams	per	cubic	meter	for	a	period	of	48	

hours	in	the	case	of	Lyctus	brunneus).

It is best to adjust the Methyl Bromide usage 

a bit when the weather temperatures vary as 

penetration is better in the following cases:

10.0	–	15.9	degrees	Celsius	–	64g	per	cubic	meter.

16.0	–	20.9	degrees	Celsius	–	56g	per	cubic	meter.

21	degrees	Celsius	–	48g	per	cubic	meter.

Remember	items	where	the	wood	is	6mm	thick	

or	less,	pressed	wood	of	any	kind	(chipped	board	

or	super	wood	and	the	like)	do	not	need	to	be	

fumigated.

Remember	too	when	fumigated	items	are	

sent	out	of	the	country	the	customs	officials	

on	the	arrivals	side	will	require	a	certificate	

of	fumigation	to	accompany	the	documents	

package	so	that	said	items	can	be	cleared.	This	

should	be	provided	on	a	company	letterhead	to	

the	client,	and	a	copy	kept	in	the	client’s	records	

at	your	offices	for	later	reference	if	required.

So	for	your	fumigation	requirements	it	is	

always	best	to	use	a	company	registered	for	

fumigations	which	is	also	a	SAPCA	member.	As	

always	remember	to	wear	the	correct	protective	

equipment.

Happy	fumigating	everyone.

Nicholas Prince

P.S.  Some license has been taken with the 

term “borer” as it is a commonly used 

terminology.

 We are of course referring to all Wood 

Destroying Organisms. J
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Business Skills Course
A 2 days skills course which will equip 
and develop a person who wants to start 
his/her own business. 

This course will also assist a business owner to 
understand all aspects of running his/her business successfully.

Starting a Business Venture

 Tel : 012 654 7708
 Cell : 083 294 8066
 Email : courses@pcita.org.za
 Website : www.pcita.org.za
 Address : 102 Willem Botha Drive
  Eldoraigne 6, Centurion 0157

PCITA is Accredited with AGRISETA - Accreditation number: AGRI/c prov 0192/08 and Registered with 
Department of Higher Education and Training: Registration number: 2009/FE08/009

This course entails:

1. Elements of a business plan
•		 Types	of	businesses
•		 Registrations	and	compliance
•		 Compile	a	business	plan
•		 Code	of	ethics
•		 Marketing	plan
•	 SWOT	analysis

2.  The organisation structures
•		 Write	a	vision	statement
•		 Core	business	activities
•		 Benefits	of	creating	an	organogram

3.  Resources and Information
•		 Coaches/Mentors
•		 Resources
•		 Choose	your	business	type
•		 Industry	&	legal	requirements
•	 Financial	plan
•	 Operations	plan

4.  Compile a business plan
•		 Business	plan	design
•		 Business	plan	essentials
•		 Human	resource	needs

NEW COURSE STARTING JANUARY 2018
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5 HERO INSECTS THAT PROTECT VEGETABLE GARDENS

Here is a list of 5 helpful insects that keep your 
garden safe from pests:

1.	Robber	fly

I	know	what	you’re	thinking;	how	can	flies	be	
beneficial	at	all?	Hear	me	out.	These	flies	aren’t	
the	type	that	sit	on	your	shisanyama	when	you’re	
about	to	take	a	bite.	Robber	Flies	are	of	the	Order	
Diptera,	and	the	Family	Asilidae	and	are	also	
referred	to	as	“assassin	flies”	due	to	their	violent	
predacious	behaviour.	These	flies	feed	on	various	
insects;	such	as	other	flies,	ants,	grasshoppers	
and	even	some	spiders.

Robber flies	are	known	to	hide	out	in	plants	
and	attack	their	prey	in	flight	when	the	
opportunity	presents	itself.	They	then	stab	these	
unsuspecting	insects	with	their	proboscis	and	
inject	them	with	saliva	containing	paralysing	
enzymes	that	digest	the	insect’s	insides.	The	
Robber	Fly	finishes	with	a	grand	finale	by	sucking	
the	liquefied	meal	through	their	proboscis.	How	
gripping.

This	insect	makes	me	think	about	the	assassin 
bug	that	also	enjoys	its	meal	in	liquid	form…	
Though	they	are	most	welcome	to	protect	my	
veggie	patch!

2.	The	Parktown	Prawn

These	giant	insects	are	between	6-7cm’s	in	
size	(in	some	cases	even	larger!)	and	are	also	
known	as	the	“king	of	the	crickets”,	since	they	
belong	to	the	King	Cricket	family.	They	hail	from	
Parktown,	Johannesburg	and	are	also	one	of	the	
most	feared	insects	around.	Parktown Prawns 

(Libanasidus vittatus)	are	frightening-looking	
creatures	that	would	even	make	a	grown	man	
run	for	cover.	I	can	testify	to	that,	but	I	shan’t	be	
naming	and	shaming.

The	inspiration	behind	adding	this	insect	to	
the	garden	hero	list	is	one	of	our	blog	readers	
–	Ashleigh	–	who	mentioned	that	these	insects	
are	a	pesticide-free	way	to	control	snail	and	slug	
populations	in	Johannesburg	gardens.	Parkies	
definitely	make	it	to	the	list,	since	I	have	been	
removing	countless	snails	from	my	spinach	plant	
(named	“pop-eye”),	so	they	are	definitely	invited	
to	guard	pop-eye	from	the	slimy	garden	slayers.

3.	Praying	Mantis

This	is	my	favourite	insect,	not	only	because	it	
feeds	on	flies,	crickets	and	garden	destroying	
grasshoppers,	but	also	because	they	move	so	
graciously.	The	Praying Mantis	gets	its	name	
from	the	way	they	hold	their	front	legs	as	if	in	
prayer.	But	don’t	be	fooled	by	this	innocent	pose.	
When	prey	is	within	reach	it	will	extend	its	arms	
at	rapid	speed	and	quickly	grab	the	insect.

The	Praying	Mantis	is	the	only	insect	that	
can	turn	its	head	180	degrees	to	survey	
their	surroundings,	and	they	are	brilliant	at	
camouflaging,	blending	in	perfectly	with	your	
garden.	Plus,	the	way	that	they	rock	back	and	
forth	make	them	look	like	a	leaf	in	a	light	breeze.	
So	clever	and	stealthy!

4.	The	Dragonfly

Dragonflies	are	able	to	intercept	and	grab	prey	
mid-air	(much	like	the	Robber	Fly),	can	move	

in	any	direction	and	hover	in	one	spot	for	
more	than	a	minute.	Not	only	are	these	insects	
lightning	fast,	but	with	their	compound	eyes	
(which	contain	thirty	thousand	facets)	they	have	
near 360-vision.	With	this	incredible	eyesight,	
they	can	single	out	a	target	from	a	swarm	of	
insects.

Dragonflies feed	mainly	on	mosquitoes	which	
definitely	scores	some	brownie	points	in	my	book	
as	their	buzzing	noises	keep	me	from	getting	a	
good	night’s	rest.	On	the	flip	side	while	female	
mosquitoes	prefer	a	blood	buffet,	male	mozzies	
prefer	eating	fruit.	This	is	both	advantageous	
for	me	and	my	strawberry	and	blueberry	plants!	
They	also	feed	on	ants,	gnats,	flies,	muggies	and	
other	flying	insects.

5.	The	Lady	Bug

Last-	but	not	least-	on	the	list	is	the	Lady Bug.	
These	insects	come	across	cute	and	pretty	with	
their	polka	dotted	appearance,	but	don’t	let	this	
fool	you.	Many	farmers	bring	in	lady	bugs	to	
protect	their	crops	against	aphid	populations.	
Aphids	are	also	a	problem	in	our	gardens	too.	
These	soft	bodied	insects	are	known	to	suck	the	
juice	from	any	plant	they	are	feeding	on.	They	
can	be	problematic	on	vegetables	like	tomatoes,	
brinjals,	peppers	and	beans.

Luckily	for	us,	lady	bugs	are	a	sign	of	good	luck	
since	we	know	that	they	will	kill	off	aphids	and	
any	other	plant	sapping	lice	that	could	ruin	our	
vegetable	garden.	In	fact,	lady	bugs	can	consume	
over	five	thousand	aphids	in	their	life	time.	I	
give	the	feisty	lady	bug	a	10/10	for	natural	pest	
control!

So, as you see not all insects are harmful and 
the above make a mean team in warding off 
pests! 

The next time I see any of these good guys in 
my humble veggie patch I will give them a nod 
of approval for a job well done in protecting 
my precious garden!

By: Nicole Horne (Rentokil) 

ENSYSTEX SOUTH AFRICA
Unit 30, N12 Industrial Park, Dr Vosloo Drive, Bartlett, Boksburg.

Tel: 080 367 9783     www.ensystex.co.za

V E C T O T H O R™
FLYING INSECT CONTROL LIGHT TRAPS

WWW.VECTOTHOR.COM

With its totally unique design and powerful insect trapping features, the 
VECTOTHOR PEREGRINE 3 is designed for the most severe flying insect 
problems in kitchens, food production areas, and more. Natural UV-A 
Light Technology for improved attraction.

VECTOTHOR USES CUTTING EDGE SCIENCE TO FLY AHEAD OF THE COMPETITION

30% improved performance over conventional units due to its unique 
attraction grid, which reflects the light onto the landing spot thereby 
stimulating the landing behaviour of flying insects. Natural UV-A Light 
Technology for improved attraction.

VECTOTHOR OSPREY
2 x 15 W lamps cover 80+ sq m

VECTOTHOR PEREGRINE
3 x 15 W lamps cover 120+ sq m

The unique louvers in the VECTOTHOR PEREGRINE coupled with Natural 
UV-A Light Technology create a temperature trap targeted to 27 – 28 °C – 
the ideal temperature for most flying insects.

This triggers insects seeking infrared light to enter the VECTOTHOR 
PEREGRINE too. Moreover, the louvers trap the insects that have entered 
the unit, which means faster catch rates on the glueboards and fewer 
insects exiting the unit. 

VECTOTHOR PEREGRINE 3
3 x 15 W lamps cover 120+ sq m
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on others. Not all insects are pests, and when it comes to my pride and joy, I need all the help I can get.
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Originating	out	of	Europe,	we	are	seeing	a	
global	transition	away	from	pesticide	usage	
in	the	Food	Industry.	Concurrently,	the	
demand	for	higher	standards	of	pest	control	
has	only	accelerated,	in	line	with	the	call	
for	improved	food	hygiene	worldwide	and	
more	widespread	usage	of	HACCP	(Hazard	
Analysis	at	Critical	Control	Point)-style	
audits.

The	result	of	these	HACCP	programs	is	a	
heightened	awareness	of	all	aspects	of	
food	contamination	and	strong	growth	in	
the	market	for	Electronic	Fly	Killers	(EFKs).	
New	and	improved	technologies	have	
emerged	in	response,	such	as	electronic	
ballasts,	longer	lasting	lamps,	fly	counting	
software	and	more.	EFKs	offer	effective	
control	of	flying	insect	pests	without	the	
use	of	chemicals,	whilst	also	providing	
an	ongoing	monitor	service.	In	particular,	
HACCP	has	driven	the	market	towards	the	
use	of	glueboard	models	and	away	from	the	
original	high-tension	electrical	grid	models.	
Usage	of	these	original	grid	models	saw	
insects	literally	fried,	disintegrating	into	fine	
particles	that	caused	more	issues	than	entire	
insects,	as	the	bacteria	on	the	insect	body	
parts	travelled	even	greater	distances	to	
contaminate	food.

However,	as	with	so	many	fast-growing	
markets,	this	is	creating	a	trend	of	simply	
‘ticking-the-box’.		Usage	of	any	Electronic	
Fly	Killer	is	deemed	satisfactory,	without	any	
consideration	of	the	performance	factors	
of	different	units.	As	in	most	markets,	low	
priced	units	simply	don’t	perform.	A	further	
worrying	aspect	is	that	few	professional	pest	
managers	and	food	industry	hygienists	truly	
understand	how	these	Electronic	Fly	Killers	
work.	Various	performance	differences	
can	impact	upon	flying	insect	control.	All	

too	frequently	we	see	a	box	ticked	simply	
because	the	lamp	lights	up	and	shines	blue.	
The	reality	is	that	blue	light	is	invisible	to	
flying	insects,	and	the	all-important	UV-A	
light	is	invisible	to	humans	without	the	use	
of	a	UV-A	Meter.	Yet	few	professionals	use	
these	UV-A	Meters,	even	though	they	offer	
an	affordable	route	to	crucial	performance	
checks.

How does a UV-A Lamp Work?

The	UV-A	lamp	tube	is	made	of	glass,	
manufactured	and	shaped	into	a	long	
continuous	strand	and	then	cut	to	size.	The	
thickness	and	composition	of	the	glass,	
along	with	the	diameter	of	the	tube,	is	a	
science	in	itself	which	greatly	impacts	upon	
performance.	This	tube	is	then	coated	inside	
with	a	layer	of	fluorescent	powder	applied	
as	a	suspension.	Traditionally	this	powder	
is	dissolved	in	highly	toxic	butyl	liquids	
for	application.	These	are	environmental	
toxicants,	though	Philips	have	developed	
a	unique	and	more	efficient	fluorescent	
coating		using	only	water.

This	fluorescent	phosphor	coating	is	the	
most	important,	and	expensive,	part	of	the	
entire	lamp.	It	contains	a	selection	of	rare	
earth	elements,	and	it	is	these	elements	that	
convert	the	light	produced	into	the	required	
UV-A	spectrum.	Rocketing	prices	have	
caused	some	producers	to	cut	corners	on	
their	use,	leading	to	low-performance	lamps	
that	provide	little	UV-A	light,	and	do	so	for	
only	a	few	months.	China	controls	95%	of	
the	production	of	rare	earth	materials	and	
the	price	of	elements	such	as	terbium	and	
europium	has	increased	1,000	fold	over	the	
last	year.

At	each	end	of	the	lamp	tube	a	stem	is	
added,	on	which	an	electrode	is	mounted.	

This	electrode	holds	the	emitter	substance,	
which	helps	liberate	the	electrons	from	the	
electrode.	The	electrode	is	a	fine	filament,	
and	again,	both	this	filament	and	the	
emitter	coating	affect	performance.

The	lamp	tube	is	then	filled	with	the	inert	
noble	gases	argon	and	neon.		Mercury	is	
also	added,	which	at	room	temperate	is	a	
liquid,	but	once	heated	evaporates	to	make	
a	gas.

It	is	this	mercury	evaporation	process	that	
causes	the	start-up	delay	when	you	switch	
on	a	tube.	The	electric	current	(provided	
by	an	external	starter	ballast)	is	passed	
through	the	electrodes,	which	glow	and	
give	off	heat.	Due	to	the	potential	difference	
between	the	electrodes,	the	emitter	begins	
to	emit	free	electrons	to	the	opposite	
electrode,	at	the	other	end	of	the	glass	tube.	
The	free	electrons	collide	with	the	mercury	
electrons,	knocking	them	out	of	orbit,	
resulting	in	invisible	ultraviolet	radiation	
–	effectively	a	mini-nuclear	explosion.	The	
layer	of	fluorescent	powder	applied	to	the	
inside	of	the	tube	converts	the	invisible	
ultraviolet	radiation	into	UV-A	light	required	
by	the	vision	spectrum	of	flying	insects.

Performance Factors

Flying	insects	are	drawn	towards	UV-A	light	
with	a	specific	wavelength	peak	of	360 nm.	
The	efficiency	with	which	the	lamp	can	
attract	flying	insects	is	directly	proportional	
to	the	amount	of	UV-A	light	generated.	
An	Electronic	Fly	Killer	must	maximise	this	
efficiency,	which	it	can	only	do	through	
competing	with,	and	outperforming,	the	
UV-A	light	from	other	sources,	e.g.	sunlight	
shining	through	windows.	A	typical	value	
for	the	amount	of	UV-A	light	coming	in	
through	a	window	is	3 mW/cm2.

UV-A LIGHT
IPM TECHNOLOGY FOR A CHANGING WORLD – 

ESSENTIAL CONCEPTS AND EMERGING TRENDS
By:  Steve Broadbent, Ensystex
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I therefore contend that a UV-A Lamp 
should, as an absolute minimum, emit 5 
mW/cm2 of UV-A light.

If	a	lamp	is	emitting	less	than	this,	then it 
should be replaced. 

Low-cost	lamps,	most	of	which	are	
produced	in	Asia,	are	now	flooding	the	
market.	The	design	specifications	of	these	
lamps	are	focused	almost	exclusively	on	
reducing	production	costs,	which	translates	
into	a	lower	market	price.	However,	this	is	at	
the	expense	of	quality	and	performance!	

These	lamps	produce	much	lower	levels	
of	UV-A	light,	and	usually	fall	below	the	
acceptable	threshold	in	3	-	6	months,	or	less!	
Like	all	lamps,	they	continue	to	emit	visible	
blue	light	(in	the	non-UV-A	spectrum)	for	
up	to	two	years	or	more,	fooling	people	
(including	food	auditors)	into	thinking	they	
are	still	working.

A	recent	addition	to	the	market	has	
been	the	Philips	Long-life	lamp	which,	
though	more	expensive	to	produce,	has	a	
significantly	higher	UV-A	efficiency.	With	
this	higher	efficiency,	flying	insects	are	
drawn	faster	to	the	Electronic	Fly	Killer,	
which	reduces	possible	microbial	problems	
caused	by	flying	insects.	These	Philips	
Long-life	Lamps	also	last	longer,	at	least	two	
years,	compared	to	the	6	-	9	months	life	of	a	
traditional	lamp.

Shine some light on the matter 

Electronic	Fly	Killers	and	UV-A	lamps	have	
been	on	the	market	for	more	than	50	
years,	with	most	lamp	manufacturers	and	
distributors	claiming	that	theirs	is	the	best	
in	the	market.	Up	until	now,	it	has	been	
difficult	and	time	consuming	to	prove	

them	wrong,	which	made	it	challenging	for	
professional	companies	to	stand	out	from	
the	rest,	or	for	consumers	seeking	the	best	
performance	to	make	an	informed	choice.	
Now	professional	pest	managers	can	offer	
their	clients	the	best	level	of	service,	and	
can	compare	all	UV-A	lamps	-	distinguishing	
the	good	from	the	bad	by	using	UV-A	Light	
Meters.	These	Meters	can	both	determine	
and	compare	the	effectiveness	of	different	
lamps	and	of	the	competing	light	sources	
these	lamps	must	outperform.	They	can	
also	be	used	for	optimal	placement	of	the	
Electronic	Fly	Killers.

A	greater	awareness	of	the	house	fly	
vision	spectrum	is	also	leading	towards	
the	insight	that	the	placement	of	several	
smaller	Electronic	Fly	Killers	is	better	than	
one	or	two	larger	units.	House	flies	have	
a	maximum	vision	spectrum	of	about	10	
–	11	metres,	with	the	photo-receptors	in	
their	eyes	unable	to	detect	light	beyond	
this	distance.	This	is	akin	to	human	vision	
underwater,	where	we	can	only	see	so	far.	
Thus	the	placement	of	a	single	large	unit	
does	little	to	manage	the	flying	insect	
problem	in	a	large	warehouse,	since	many	
of	the	flies	simply	don’t	see	it!	Placement	of	
2	or	3	smaller	EFKs	is	far	more	effective.

For	a	long	time	little	attention	was	paid	
to	glueboard	performance.	Yet	this	is	
ultimately	what	traps	the	flying	insect.	So	
improvements	at	this	level	also	provide	
overall	performance	improvements.	
The	result	has	been	the	development	of	
temperature	optimised	boards	that	will	hold	
flying	insects	more	effectively	and	more	
quickly.

Flying	insects	are	naturally	attracted	by	
the	UV-A	light	present	in	sunlight.	Sunlight	

provides	a	constant	source	of	light.	Most	
EFKs	use	a	magnetic	ballast	and	starter	and	
operate	at	50	Hz.	This	means	the	actual	light	
source	is	flashing	on	and	off,	fifty	times	a	
second.	We	cannot	observe	this;	however	
flying	insects,	with	their	totally	unique	eye	
structure,	see	this	as	a	flickering	less-than-
natural	light	source.	Thus	we	are	seeing	
at	the	performance	end	of	the	market	the	
development	of		Electronic	Ballasts	that	
create	a	High	Frequency	Electronic	Light	
Pulse.	Operating	at	up	to	10,000		cycles	
per	second,	the	flying	insects	see	this	
light	as	a	constant	beam,	just	like	natural	
sunlight,	which	in	turn	leads	to	improved	
performance.

The	final	important	factor	is	to	create	
a	contrasting	light	source.	The	house	
fly	evolved	over	sixty	million	years	ago	
when	light	in	the	UV-A	spectrum	was	
predominant.	The	flowers	that	represented	
its	food	source	could	be	distinguished	
from	darker	areas	of	the	leaves	by	the	
high	reflectance	of	UV-A	light	off	the	
petals.	Design	features	of	EFKs	allow	this	
concept	to	be	mimicked,	leading	to	further	
improvements	in	performance.

Future Trends

With	rising	electricity	costs	the	greatest	
developments	at	the	moment	are	focused	
on	energy	savings.	This	will	eventually	see	
the	emergence	of	the	use	of	LED	UV-A	
Lamps,	though	there	are	a	number	of	
technical	problems	still	to	be	overcome	
before	performance	from	these	LED	
sources	matches	that	from	current	sources.	
Nonetheless,	within	the	next	five	years	these	
will	come	to	the	market.
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MYTHS ABOUT HANDWASHING 
AND HAND DRYING

By Stephen Ashkin

Most	of	us	know	just	how	important	handwashing	is	in	protecting	
our	health,	and	we	all	agree	that	one	of	the	goals	in	the	professional	
cleaning	industry	is	to	encourage	everyone	to	wash	their	hands	
properly	and	frequently.
 
However,	according	to	Stephen	Ashkin,	the	‘father	of	Green	Cleaning’	
who	is	helping	foster	sustainability	within	the	professional	cleaning	
industry,	there	are	a	few	myths	about	hand	washing	that	we	need	to	
be	aware	of.
  
Myth: Always wash with hot water.
Most	of	us	think	hot	water	helps	kill	germs	and	bacteria	on	our	
hands.	But	the	reality	is,	the	water	would	have	to	be	scalding	hot	
to	make	that	happen.	In	fact,	hot	water	may	work	against	us.	Water	
that	is	too	hot	may	cause	us	to	remove	our	hands	too	quickly	to	
wash	properly.	Further,	researchers	in	Florida	found	that	there	is	
statistically	little	difference	whether	hands	are	washed	in	hot	or	cold	
water.
 
Myth: Always use antibacterial soap when 
washing hands.
During	2007,	a	study	of	Triclosan,	which	was	used	in	hand	soap	and	
is	now	banned	in	the	US,	did	not	significantly	reduce	the	number	
of	bacteria	on	hands.	Since	then	other	studies	have	come	to	similar	
conclusions	about	many	other	antibacterial	hand	soaps.
 
Myth: You don’t have to dry your hands after 
washing.
Some	people	wash	their	hands,	shake	them	off,	and	then	fly	out	the	

door.	Drying	hands	helps	remove	any	remaining	microbes	on	hands	
plus	it	is	easier	for	pathogens	to	collect	on	hands	that	are	wet.
 
Myth: Using hand towels is the best way to dry 
hands.
This	is	true	and	for	a	variety	of	reasons.	First,	correctly	using	a	hand	
towel	to	dry	hands	takes	about	10	seconds.	Studies	indicate	it	can	
take	as	long	as	45	seconds	for	some	electric	hand	dryers	to	remove	
moisture	from	hands	thoroughly,	far	too	long	for	most	people	to	
wait.	In	addition	some	studies	indicate	that	hand	dryers	can	spread	
microbes	to	nearby	surfaces,	increasing	the	chances	of	cross-
contamination.
 
“Handwashing is like everything else,” says	Ashkin,	President	of	The	
Ashkin	Group,	a	consulting	firm	specialising	in	greening	the	cleaning	
industry,	and	CEO	of	Sustainability	Dashboard	Tools.	“If you’re going 
to do it, and I hope you do, you have to do it correctly.”
 
With permission of:  African Cleaning Review
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Part 2: 

Measuring the quality of customer experience and 
satisfaction 

1. Introduction
As	indicated	in	Part	1,	Pest	Control	companies	are	coming	more-and-more	
to	the	realization	that	the	only	way	to	ensure	sustainable	profit,	growth	and	
well-being	is	the	provision	of	IPM	through	a	deliberate	process	of	managing	
customer	experience	to	ensure	customer	satisfaction.	A	pre-requisite	to	
managing	customer	experience	is	measurement.	
Part	2	of	this	series	is	dedicated	to	this	topic.

2. Measuring the quality of IPM experience 
Quality	of	experience	is	an	elusive	construct	and	due	to	its	intangible	nature,	
measurement	and	management	of	IPM	experience	is	difficult.	

•	 Gap	analysis	model	
Parasuraman	et	al	(1985)	facilitated	understanding	of	the	concept	of	service	
quality	and	the	factors	that	influence	it	by	identifying	four	gaps	that	occur	
in	companies	and	cause	quality	problems.	The	four	gaps	lead	to	the	fifth	
gap	namely	difference	between	clients’	expectations	of	service	and	clients’	
experience	/	perceptions	of	services	actually	received	–	this	is	defined	by	
Parasuraman	et	al	(1985)	as	service	quality.				

Figure 11:
Gap Analysis Model  

Source: Bitner, Zeithaml & Gremler, 2010.

o Gap 1: Not knowing what customers expect 

Gaining	knowledge	of	what	customers	expect	from	pest	management	
companies	is	considered	as	the	most	critical	in	providing	a	great	customer	
experience.	To	provide	an	experience	that	customers	perceive	as	excellent	the	
company	must	know	what	customers	expect.	Not	knowing	what	customers	
expect	could	mean	losing	them	to	companies	that	exactly	understands	
customer’s	expectations	and	it	could	also	result	in	the	incorrect	allocation	of	
resources.

This	gap	is	caused	by	four	factors:
	 Insufficient	marketing	research	
	 Inadequate	use	of	research	data	and	findings.
	 Lack	of	communication	between	management	and	customers	
	 Unsatisfactory	communication	between	management	and	customer	

facing	staff.			

o Gap 2: Wrong customer service and experience standards

Once	management	know	exactly	what	customers	expect	from	the	company	
they	go	about	setting	service	quality	standards.	However,	in	spite	of	the	
knowledge	of	what	customers	expect	management	may	not	be	willing	or	
able	to	put	systems	in	place	to	match	or	exceed	customers’	expectations.	
The	result	is	(a)	lack	of	resources	committed	to	service	quality	for	example,	
absence	of	training	aimed	at	improving	service,	not	rewarding	staff	and	
management	who	improve	quality	of	services	and	a	lack	of	focus	on	
improving	service;	(b)	a	perception	of	these	standards	can’t	be	applied	in	
this	company	(it’s	infeasible)	for	example	management	believing	it	can’t	be	
done,	the	company’s	systems	and	procedures	cannot	be	adapted	to	meet	
expectations	of	customers;	(c)	inadequate	standardisation	for	example	every	
time	the	customer	has	contact	with	the	company	the	experience	and	the	
service	is	different;	(d)	inappropriate	or	absence	of	goal	setting	for	example	
goals	are	based	on	organisation	standards	and	not	client	standards	and	
expectations.						

This	gap	is	caused	by	the	following	factors:
	 Absence	of	a	formal	process	for	setting	service	quality	goals	of	what	

the	company	wants	to	achieve	for	service	quality.
	 Poor	service	design.
	 Absence	of	customer-defined	service	and	experience	standards
	 Absence	of	company	measures	to	determine	if	customer	service	and	

experience	standards	are	being	met.						

An introduction to managing and measuring the quality of 
customer experience and satisfaction in IPM

By: Hennie van Niekerk
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o Gap 3: Service performance gap

The	third	gap	in	the	model	indicates	that	even	when	guidelines	for	
performing	services	well	and	treating	customers	correctly	do	exist,	service	of	
high	quality	may	not	be	a	certainty.	

This	gap	is	caused	by	the	following	factors:
	 When	employees	don’t	have	the	information	or	necessary	training	

to	perform	their	jobs	adequately	and	thus	don’t	have	the	skills	and	
training	necessary	to	satisfy	customers;	poor	employee-technology	
job	fit;	inappropriate	evaluation	and	compensation	systems;	lack	of	
empowerment,	perceived	control	and	teamwork.

	 Failure	to	match	supply	and	demand	such	as	failing	to	smooth	peaks	
and	valleys	of	demand,	inappropriate	customer	mix,	over-reliance	on	
price	to	smooth	demand.

	 Customers	lack	knowledge	of	their	roles	and	responsibilities	and	are	
unrealistic	in	their	demands.	

	 Problems	with	service	intermediaries	such	as	channel	conflict	over	
objectives	and	performance,	channel	conflict	over	costs	and	rewards,	
difficulty	controlling	quality	and	consistency	and	tension	between	
empowerment	and	control.	

o Gap 4: When promises do not match delivery 

Gap	four	indicates	that	there	is	a	discrepancy	between	what	the	company	
promises	to	deliver	and	what	is	actually	delivered.	Advertising	campaigns	
and	other	methods	of	communication	with	customers	such	as	promotions	
affects	their	expectations.	As	was	indicated	expectations	play	a	major	role	in	
customer	perceptions	and	experience	of	service	quality.					

This	gap	is	caused	by	the	following	factors:
	 Lack	of	integrated	marketing	communications	due	to	viewing	each	

external	communication	as	independent;	no	inclusive	interactive	
marketing	communication	plan;	and	absence	of	a	strong	internal	
marketing	program.

	 	Ineffective	management	of	customer	expectations.
	 Overpromising	in	advertising	and	selling.
	 Inadequate	horizontal	communication	between	business	units	in	the	

company.	

o Gap 5: Service and quality of customer experience 

The	key	to	ensuring	delivery	of	high	quality	services	and	customer	
experiences	lies	in	meeting	or	exceeding	customer	expectations.	
Parasuraman	et	al	(1985)	state	that	judgements	of	high	and	low	quality	of	
service	depended	on	how	customers	perceive	the	actual	service	performance	
in	context	of	what	they	expected.	The	foundation	of	the	gap	analysis	model	
lies	in	the	set	of	gaps	discussed.	Service	quality	and	customer	experience	
from	the	perception	of	the	customer	depends	on	the	nature	and	direction	of	
gaps	one,	two,	three	and	four.	Customers	have	expectations	and	perceptions	
based	on	experiences	on	each	of	the	dimensions	of	service	quality	i.e.	
tangibles,	reliability,	responsiveness,	assurance	and	empathy	(see	Table	1).				

Table 1:
Dimensions of service quality

Dimensions Descriptions

1.  Tangibles
Appearance	of	physical	facilities,	equipment	and	
personnel.

2. Reliability
Ability	to	perform	the	promised	service	dependably	
and	accurately.

3. Responsiveness
Willingness	to	help	customers	and	provide	prompt	
service.

4. Assurance
Knowledge/courtesy	of	staff	and	ability	to	inspire	
trust	and	confidence.

5. Empathy
Caring,	individualised	attention	the	organisation	
provides	to	its	clients.

It	is	by	measuring	the	gap	between	what	customers	expect	and	what	
they	experience	that	provides	you	with	a	measurement	of	quality	of	the	
experience.	When	customer	expectations	meet	experience,	customers	
are	satisfied	(there	is	equilibrium).	When	expectations	for	example	on	
Responsiveness	and	on	Trust	are	higher	than	the	experience,	these	
dimensions	are	negative	and	vice	versa,	if	expectations	are	lower	than	
experience,	Trust	and	Responsiveness	in	this	example	will	be	positive.

3. Conclusion
Customer	experience	of	IPM	services	delivered	is	globally	increasing	in	
importance	and	it	is	expected	that	customers	will	become	more	and	
more	demanding	in	an	information	and	technologically	advanced	world.	
To	adapt	to	this	changing	world	where	customer	centricity	in	business	is	
becoming	the	key	differentiator	to	achieve	competitiveness	a	pre-requisite	
to	ensure	competitiveness,	growth	and	survival	is	the	deliberate	and	skilful	
management	and	measurement	of	customer	experience.	This	paper	provides	
an	introduction	to	establishing	a	customer	satisfaction	and	experience	
framework	for	measuring	and	managing	IPM	in	pest	control	companies.	
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TOP 5 TIPS TO KEEP 
YOUR OFFICE SAFE 

DURING YOUR 
HOLIDAY GETAWAY

By Herman Yau

The	holiday	season	is	upon	us	—	a	time	when	many	company	owners	and	entrepreneurs	put	business	aside	temporarily	to	
focus	on	family	and	friends.	But	it’s	not	all	merry-making	and	good	cheer:	Unfortunately,	the	holidays	are	also	the	time	of	
year	when	thieves	kick	their	activities	into	high	gear,	looking	for	unguarded	homes	and	businesses	to	burglarize.

Crime	typically	spikes	during	the	holiday	season	for	several	reasons,	including	the	greater	availability	of	items	to	steal	as	
shoppers	purchase	gifts	as	well	as	increased	opportunities	for	thieves	to	target	unoccupied	homes	and	businesses.	If	you	
plan	to	leave	town	for	the	holidays,	here	are	some	tips	to	help	you	protect	your	business	while	you’re	gone:

1. Lock up your valuables.
This	may	sound	like	common	sense	—	and	it	is	—	but	many	business	owners	overlook	obvious	steps,	such	as	locking	up	checkbooks	and	cashboxes.	

Make	sure	all	cash	and	printed	materials	with	bank	account	numbers,	as	well	as	other	valuable	company	property,	is	stored	in	a	safe	or	other	hardened,	

secure	area	and	locked.

2. Look for suspicious activity.
Before	they	strike,	burglars	will	often	surveil	a	target	business,	watching	people	come	and	go	and	observing	daily	activities	to	get	a	feel	for	when	the	

building	or	office	space	will	be	empty.	Be	alert	to	activities	in	parking	lots	and	other	public	areas	prior	to	your	planned	break	and	report	anything	

suspicious	to	local	authorities.

3. Be wary of holiday solicitors.
People	who	are	genuinely	raising	funds	for	charitable	causes	do	a	lot	of	good	over	the	holidays.	But	thieves	often	take	advantage	of	increased	fundraising	

drives	this	time	of	year	to	pose	as	solicitors	so	they	can	enter	offices,	evaluate	entry	ways	and	get	an	idea	of	what	kind	of	valuables	are	stored	in	the	office.	

Ask	to	see	credentials.

4. Use high-tech solutions to combat low-tech crime.
Burglaries	of	unoccupied	businesses	have	happened	for	centuries,	but	today,	business	owners	can	fight	back	with	affordable	security	solutions	such	as	

Wi-Fi-enabled,	motion-detection	cameras	that	record	and	stream	live	video	to	mobile	phones.	Night	vision	and	two-way	audio	are	additional	security	

layers.

5. Ask neighboring business owners to keep an eye on the building or office.
Before	you	leave	for	an	extended	period,	it’s	a	good	idea	to	check	in	with	nearby	business	owners	to	let	them	know	you’ll	be	away	from	the	office.	If	they	

will	be	open	during	the	period	you’re	away,	ask	them	to	let	you	know	if	they	notice	any	suspicious	activity	at	your	business.

As	entrepreneurs	and	business	owners,	we	work	hard	to	build	our	companies	up	all	year	long.	We	deserve	some	time	away	to	recharge	and	get	ready	for	a	

successful	new	year.	But	it’s	important	to	remember	that	crime	never	takes	a	holiday,	and	with	all	the	focus	lately	on	hacking	and	cybercrime	incidents,	it	

pays	to	remember	that	property	crime	is	still	a	major	issue.

By	following	these	tips,	you	can	take	your	well-deserved	holiday	getaway	while	making	sure	you’ve	done	all	you	can	to	keep	your	business	secure	in	

your	absence.	With	common	sense,	security	precautions,	an	awareness	of	heightened	holiday	dangers	and	technology	tools	to	monitor	your	company	

property	from	afar,	you’ll	be	ready	to	enjoy	the	season	—	while	keeping	your	business	safe.
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Class :  Insecta
Order :  Hymenoptera
Family :  Apidae
Scientific Name :  Apis Mellifera Scutellata
English Name :  African Honey Bee

The	swarming	season	in	South	Africa	lasts	
generally	from	September	through	to	February.	
South	African	Beekeepers	are	available	to	
remove	all	migratory	swarms	professionally	and	
humanely.

Persons	who	keep	bees	or	deal	with	bees	in	any	
way	are	required	to	be	registered	with	a	South	
African	Beekeeping	Association.	Ensure	that	
the	person	asked	to	remove	your	swarms	is	a	
Registered	Beekeeper.

A	number	of	Pest	Control	companies	claim	to	
be	able	to	remove	swarms	but	generally	these	
swarms	are	destroyed	with	gas.

Not	all	swarms	can	be	humanely	removed	and	
relocated.	For	example,	a	swarm	which	has	been	
lodged	in	a	chimney	for	a	number	of	seasons	and	
has	been	allowed	to	grow	may	be	difficult	if	not	
impossible	to	remove.	It	is	always	advisable	to	
remove	swarms	as	early	as	possible	before	they	
have	had	an	opportunity	to	settle	and	become	
protective	of	their	comfortable	home.

Please	note	that	bee	removals	are	generally	
done	in	the	evening	especially	with	settled	(as	
opposed	to	migratory)	swarms.	During	the	day,	
a	third	of	the	bees	are	out	foraging	so	it	does	not	
make	sense	to	try	and	remove	them	during	the	
day.

Also,	it	is	potentially	dangerous	to	do	so	as	
swarms	are	very	protective	and	may	become	
aggressive.	Bee	Removers	who	remove	swarms	
during	the	day,	other	than	migratory	swarms,	
are	generally	acting	without	regard	to	the	bees’	
interests	and	more	than	likely	will	destroy	the	
hive	as	the	bees	will	not	be	able	to	resettle	and	
their	infrastructure	as	a	working	family	may	be	
irretrievably	disrupted.

Most	Beekeepers	will	remove	swarms	in	the	cool	
of	the	evening	when	it	is	possible	to	calm	the	

DON’T PROVOKE 
SOUTH AFRICAN BEES

bees	and	move	them	into	a	catch	box	for	later	
translocation	into	a	proper	bee	hive.

Some	experienced	beekeepers	do	the	removal	
during	the	day	and	leaves	the	bee	box	that	
he	has	transferred	the	brood	into,	in	so	doing,	
encouraging	the	bees	to	settle	into	their	new	
home	and	then	removes	the	box	at	night,	all	
members	of	the	community	will	be	collected.	
This	minimises	the	problem	of	disrupting	the	
colony’s	integrity	and	the	possibility	of	leaving	
a	large	number	of	homeless	bees	behind	that	
could	cause	a	problem.

Bee Stings:
Queen	Bee	and	the	female	worker	bees	have	the	
ability	to	sting,	although	the	worker	bees	which	
are	more	ferocious	in	this	activity	given	their	
fundamental	instinct	to	protect.

It	is	not	in	a	bee’s	nature	to	randomly	sting	for	the	
sake	of	it.	Bees	sting	to	protect	themselves,	their	
homes	and	their	food	sources	as	well	as	their	
queen	and	the	brood.

A	single	bee	which	stings	does	so	to	protect	
itself,	if	you	try	and	swat	it	for	instance.	Bees	
invade	fizzy	drink	cans	to	consume	the	sugary	
syrup	as	a	substitute	for	nectar.

If	you	swallow	a	bee	in	a	coke	can,	it	will	sting	
you	to	protect	itself.	Cover	your	fizzy	drinks	when	
you	notice	bees	buzzing	around	them.

Bees	will	attack	collectively	and	go	on	a	stinging	
spree	for	a	number	of	reasons.	If	they	sense	the	
hive	is	being	robbed	when	it	is	vandalized	or	is	
knocked	they	will	attack.	They	can	attack	in	very	
hot	weather,	especially	if	their	wax	combs	are	
melting	and	they	fear	their	home	will	collapse.

If	they	run	out	of	space	to	make	new	combs	they	
become	very	irritable.

Never	provoke	a	swarm	of	bees.	Never	try	and	
destroy	them	or	get	rid	of	them	by	spraying	them	
with	an	aerosol	can	of	Insect	Killer,	for	instance.

If	you	find	yourself	in	a	serious	situation	where	
bees	are	stinging,	get	yourself	and	everyone	else	
and	pets	out	of	the	way.	Once	bees	start	stinging	
something,	the	stings	emit	strong	pheromones	

which	incense	other	bees	to	start	stinging	that	
victim.

If	an	animal	is	being	stung,	remove	it	to	a	place	of	
safety	and	cover	it	with	a	blanket	to	protect	it.	If	it	
has	been	badly	stung	take	it	to	a	vet.

Never	jump	into	a	swimming	pool	in	the	hope	of	
avoiding	the	bees.

Bees	love	this	game.	You	can’t	hold	your	breath	
for	a	longer	period	than	the	bees’	disinterest.	
When	you	come	up	for	air	they	will	be	waiting	to	
zap	you	on	the	head	and	face.

When	a	bee	stings	a	victim	with	a	thick	hide,	
like	a	human,	the	barbs	on	the	end	of	the	sting	
embed	themselves	in	the	victim’s	skin.	When	the	
bee	tries	to	forcibly	extract	itself,	or	is	brushed	
off,	the	poison	sac	is	ripped	from	the	bee’s	belly,	
maiming	the	bee	to	death.

When	bees	sting	other	insects,	the	barbs	do	not	
embed	themselves.

The	poison	in	a	bee	sting	as	in	most	stinging	
insects	is	a	mix	of	proteins,	peptides,	amines	
and	alkaloids	which	will	cause	pain	and	swelling	
and	may	also	act	as	allergens	in	a	very	small	
percentage	of	individuals	who	will	then	become	
allergic.

To	neutralize	the	stinging	use	an	acid	substance	
such	as	vinegar.

(Never	grip	the	sting	sac	between	your	fingers	
to	pull	it	out	-	you	only	squeeze	more	poison	in.	
Use	a	sharp	blade	to	scrape	off	the	sting,)	If	stung	
immediately	scrape	the	sting	out	using	your	
fingernail	as	this	minimizes	the	amount	of	poison	
that	can	be	injected	by	the	contracting	sting	sac	
muscles.

Article Source: http://EzineArticles.com

It is not in a bee’s nature to randomly sting for the sake of it. 
Bees sting to protect themselves, their homes and their food 
sources as well as their queen and the brood.

By: Gerald Crawford 
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FOOD SAFETY FOR MAINTENANCE – 
ESSENTIAL FOR SUCCESS

Food	Focus	recently	hosted	a	Maintenance	
and	Food	Safety	Workshop	sponsored	by	CRC	
Industries,	at	BMG	world	in	Johannesburg.	The	
focus	of	this	workshop	was	to	bring	together	
maintenance	and	food	safety	personnel	to	allow	a	
better	understanding	of	each	other’s	challenges	in	
ensuring	the	mutual	objective	of	safe	food	for	the	
customer.

Why is maintenance so important to 
food safety?

A	food	safety	management	system	is	a	risk	
management	approach	to	mitigating	hazards	
associated	with	food	and	food	production.	We	are	
all	familiar	with	the	concept	of	risk	as	we	consciously	
and	subconsciously	make	decisions	about	the	risks	
that	we	face	on	a	daily	basis.	Whether	this	is	wearing	
a	seatbelt	to	reduce	the	likelihood	of	serious	injury	
whilst	driving,	or	arming	your	alarm	when	you	leave	
home	to	deter	burglars,	we	all	have	risk	mitigation	
plans	in	place.	One	of	the	reasons	that	maintenance	
is	so	important	in	a	food	safety	management	system	
is	that	many	risk	mitigation	tools	in	food	safety	
are	maintenance	related	or	have	a	maintenance	
component.	

“Many risk mitigation tools in food safety 
are maintenance-related or have a 

maintenance component.”

This	is	where	the	challenge	lies	-	since	maintenance	
personnel	often	do	not	have	food	safety	
backgrounds	and	the	paperwork	associated	
with	food	safety	is	often	a	huge	barrier	to	their	
ownership	of	food	safety.	Also,	food	safety	
personnel	often	do	not	really	understand	the	
hazards	presented	by	equipment	and	maintenance	
activities	and	as	such	cannot	competently	guide	the	
food	safety	team	in	these	aspects.	An	effective	food	
safety	team	needs	the	input	of	a	maintenance	team	
that	truly	understands	the	risks	associated	with	their	
area	of	expertise,	and	the	critical	role	they	play	in	
ensuring	the	equipment	does	not	cause	harm	to	the	
customer.

Not just to satisfy the auditors!
At	the	workshop	a	number	of	experts	presented	
information	on	the	hazards	that	must	be	controlled	
from	an	engineering	and	maintenance	perspective,	
and	we	started	with	the	auditor	perspective.		Rolf	
Uys	of	Entecom	gave	a	comprehensive	presentation	

By Linda Jackson, Food Focus

of	the	hazards	he	has	seen	in	the	hundreds	of	food	
safety	audits	he	has	carried	out	in	his	career.	Issues	
to	be	aware	of	include	incorrect	designs	such	as	
dead	legs	in	pipework,	excessive	vibration	on	
motors	and	other	moving	equipment	resulting	in	
foreign	body	production,	temporary	fixes	that	were	

difficult	to	clean	and	the	list	continues.	

“Ensuring the facility is well maintained 
is the top priority to effective pest control 
and the need for maintenance personnel

to have an understanding of pest 
behavior is vital.”

Rolf	touched	on	some	of	the	pest	related	issues	
he	has	come	across	in	his	years	of	auditing,	and	
detailed	how	these	issues	could	have	been	averted	
through	better	design	and	maintenance	of	the	
facility.	The	presentation	underlined	the	importance	
of	top	management’s	commitment	to	food	safety	
which	will	go	a	long	way	in	ensuring	maintenance	
buy-in	to	food	safety	as	a	priority.

It’s	about	saving	money	and	time.	Andrew	Murray	
of	Andrew	Murray	Consulting,	discussed	that	the	
foundation	of	hygienic	engineering	is	facility	design,	
and	the	wrong	design	of	facility	and	equipment	
is	often	the	root	cause	of	food	safety	issues	and	
despite	the	best	efforts	in	the	world,	maintenance	
activities	cannot	correct	many	of	these	inherent	
hazards.	

“Poor facility design can result in 
maintenance challenges that impact on 
the effectiveness of a pest management 

programme.”

Where	poor	facility	design	presents	maintenance	
challenges,	there	may	definitely	be	an	impact	on	the	
ability	to	implement	an	effective	pest	management	
programme,	and	these	issues	should	be	addressed	
with	top	management	before	the	start	of	a	service	
contract.

Starting	with	the	correct	hygienic	design	for	a	
process,	means	customer	requirements	are	met	
and	hygienic	design	also	makes	for	food	safety	
and	savings	in	energy,	chemicals,	and	time.	In	
addition	to	hygienic	design,	Andrew	pointed	out	
that	hygiene	practices	are	necessary	to	ensure	food	
safety.	

Although	cleaning	and	sanitising	are	the	priority	
here,	hygienic	maintenance	activities	support	these	
PRP’s.	Andrew	advised	maintenance	personnel	to	
get	an	in-depth	understanding	of	national	and	
international	standards	that	focus	on	equipment	
and	design	as	these	assist	in	ensuring	food	safety.	

These	include:

•	 SANS/ISO	14159

•	 The	Machinery	DirectivesSafety	Directive	

89/392/EEC	superseded	by	98/37/EC;	

•	 The	European	Standards	BS	EN	1672	Part	2	/2005

•	 The	Recommendations	of	the	European	Hygienic	

Equipment	Design	Group	(EHEDG

The devil is in the detail

The	workshop	also	hosted	many	other	speakers	
who	covered	maintenance	related	topics.	Louis	
Munnik	of	CRC	industries,	the	gold	sponsor	of	
the	event,	elaborated	on	hygienic	maintenance	
activities	and	addressed	the	issue	of	industrial	
chemicals	used	by	maintenance	in	the	food	
industry,	including	lubricants	and	other	chemicals	
used	for	maintenance	cleaning.	He	highlighted	
the	fact	that	auditors	and	food	companies	alike	
are	often	unaware	of	the	level	of	risk	associated	
with	these	chemicals.	Words	like	“food	grade”	are	
bandied	about	but	there	is	a	lack	of	understanding	
of	exactly	what	this	means	and	a	distinct	lack	of	
evidence	to	support	these	claims.	His	informative	
presentations	laid	out	the	requirements	that	should	
be	met	for	industrial	chemicals	to	be	suitable	for	use	
in	the	food	industry.	

Other	practical	presentations	included	a	review	
of	hygienic	conveyors,	hygienic	tool	boxes	and	
software	to	assist	with	preventive	maintenance	
activities.	After	all,	we	can’t	just	talk	about	the	right	
things	that	must	be	done,	we	need	to	know	how	
to	recognize	problems	to	add	practical	value	to	the	
service	provided	to	the	client.

And on that ‘practical note’, watch out for our 
upcoming checklist of some of the top pest 
harborage sites and risk areas resulting from 
maintenance and facility design issues – we’ll give 
you practical tips of where to look and how to 
mitigate these risks!

www.foodfocus.co.za
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If	anyone	is	an	expert	in	what	we	might	
call	Bathroom	Dynamics,	it’s	the	folks	
at	Bidvest	Steiner.	This	homegrown	
hygiene	services	provider	has	spent	
over	half	a	century	helping	ensure	that	
bathrooms	at	South	Africa’s	leading	
public	and	private	corporations	
sparkle	and	has	collected	quite	a	bit	
of	information	along	the	way.	Ever	
wondered	if	the	first	toilet	stall	really	
is	the	one	to	avoid?	Or	if	women’s	
bathrooms	are	cleaner	than	men’s?	
Read	on	as	Bidvest	Steiner’s	Rika	van	
Rooyen	reveals	what	you’ve	always	
wanted	to	know	about	humankind’s	
most	visited	public	amenity…

 

Use the first stall
 
The	first	toilet	stall	sees	less	traffic	presumably	
because	it’s	usually	near	the	washroom	entrance	
and	most	people	want	privacy	so	they’ll	choose	
a	stall	further	down	the	line.	Conversely,	most	
of	us	also	believe	that	the	rest	of	us	are	lazy	and	
will	always	choose	the	easiest	option,	hence	
that’s	the	one	to	avoid	because	it’s	perceived	

as	a	‘high	traffic’	stall.	“That we should be using 
the first stall is borne out by a study of 51 public 
restrooms, quoted on CNN.com, which found that 
the stall closest to the door has the lowest bacteria 
levels,”	says	Ms	Van	Rooyen.	Of	course,	now	that	
everyone	knows	this,	should	we	still	be	choosing	
the	first	stall….?
 

Don’t place belongings on the floor
 
When	bathrooms	are	correctly	serviced	they	
should	have	their	floors	transformed	into	
sparkling	oases	of	cleanliness	several	times	
during	a	typical	working	day	.	“It’s precisely 
because the floor is most prone to becoming the 
dirtiest area of a public bathroom that there should 
be such a heavy emphasis on it,” explains	Ms	Van	
Rooyen.	She	adds	that	it	really	is	unnecessary	
to	use	a	paper	seat	cover,	or	to	tear	off	pieces	of	
toilet	paper,	to	create	a	barrier	between	the	skin	
and	the	toilet	seat.	“The toilet seat is actually the 
cleanest part of the bathroom because its most 
obvious and gets the most attention,”	she	says.
 
A	good	idea	is	to	hang	handbags,	or	light	parcels,	
either	around	one’s	arm	or	on	the	door	handle.	
A	study	quoted	by	CNN	found	that	one-third	
of	women’s	purses	had	faecal	bacteria	on	the	
bottom.

 Women win the ‘Battle of the Sexes’
 
As	far	as	bathrooms	go,	the	‘Battle	of	the	Sexes’	
was	won	long	ago	by	the	fairer	sex.	MizPee,	
whose	300	000	users	worlwide	rate	toilets	on	a	
scale	from	one	to	five	and	nominate	the	globe’s	
best	and	worst	toilets,	says	that	women	tend	to	
have	higher	standards	for	bathroom	cleanliness	
than	men.	“Our users often rate any given unisex 
bathroom lower than men,”	said	founder	Dhana	
Pawar.
 
It is hugely important to wash your 
hands – properly
 
Bathroom	fixtures,	fittings	and	consumables	
really	do	carry	a	lot	of	bacteria,	with	door	knobs,	
taps	and	being	amongst	the	worst	offenders.	
It’s	common	cause	that	unwashed	hands	would	
have	handled	everything	from	the	door	knob	to	
the	door	lock	to	the	flusher.	Be	alert	If	you	touch	
one	of	these	objects	to	not	rub		your	eye,	nose	or	
mouth,	as	this	can		expose	you	to	that	bacteria.	
“There’s hope,”	says	Ms	Van	Rooyen,	
“And it’s readily-available in the form of regular 
hand washing with with soap and water. 
Alternatively, you could sanitise your hands with a 
good quality sanitiser,” she	adds.
 
Good old fashioned hand washing 
beats them all
 
Washing	your	hands	is	the	most	effective	action	
you	can	take	to	prevent	bacterial	infections	
from	a	public	bathroom.	“You can remove all 
gastrointestinal and respiratory infection bacteria 
by washing hands,”	explains	Judy	Daly,	a	world-
renowned	American	clinical	microbiologist.	
Twenty	seconds	of	a	little	bit	of	friction,	water	
and	soap	will	really	make	a	huge	difference	in	
preventing	person-to-person	transmission	of	
nasty	bacteria	and	assorted	pathogens.
 
Is	it	true	that	women	wash	their	hands	more	
often	than	men?	Yes,	says	the	American	Society	
for	Microbiology.	A	study	sponsored	by	the	
Society’s	‘Clean	Hands	Campaign’	recently	found	
that	while	a	satisfactory	77	percent	of	men	and	
women	washed	their	hands	in	public	restrooms,	
more	women	washed	their	hands	than	men.

MYTHBUSTING THE 
BATHROOM ONE STALL 

AT A TIME

By: Rika van Rooyen – Bidvest Steiner 

“That we should be using the first stall is borne out by a study of 51 
public restrooms, quoted on CNN.com, which found that the stall 
closest to the door has the lowest bacteria levels,” 
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