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I think it comes down to people's vulnerability… You know I think when you buy 

something you become vulnerable  

but when we want more insight from them in terms of you know, give us more stats, give 

us more insights into how your students are using the (PRODUCTS) and how your 

teachers are using it to be effective, that's quite difficult, they don’t always want to share 

that, they are very happy to enter competitions and ANKUSES you know get all the 

freebees and come to our events but when we ask for insight, and I don't know if it’s 

because its a POPI thing or they are not allowed to share its very very difficult to get 

proper insight 

maybe you’ve handed over some money and you expected Something to be delivered 

or you brought this story in your head 



… become a little bit vulnerable and you know you've got to get them to a position where 

they were vulnerable where they trust you enough 

“I think the thing with our approaches is that often 

people think we are smouses”

because I've been had for so long you know I do have an academic background and I 

can cut it or it was not like they were talking to me at the same level, I was still a 

salesperson 

Oaks

just guys I don't need you I'm helping you and you're treating me like just a just a sales 

oaks

but actually, you don't depend on 

that person he depends on you and that's our way thinking”



the client is not king in Africa, it's whatever is there that is king you just have to buy what's 

there if you have no choice and if they do have a choice, it's a very limited choice. 

because you've got customers that are captured so it's two scenarios 1 if you can exploit 

the customer because you can, the other scenario is you don't have to do that and then 

there's there's a connection with the customer the company…  



Source

I've just got so many stripes on my back I don't you know I don't provide them with any 

credit other people provide them but I don't so 



I think once a person has had a bad experience for whatever reason it's difficult to get 

somebody to engage.  I think it's because of the experience and because of trust there's 

no trust they do not believe they've lost trust in the company and you see that all the time 

people make promises they say you've got to under-promise and over-deliver and that 

doesn't happen so I think once a customer has lost trust … 

people get up out of bed with a bad headache in the morning and they take it out on 

everybody else 

We wanna Birds of a Feather we wanna deal with people that think Like Us rather than 

people that don't think like us and do things differently from how they're supposed to be 

done

new incompetent untrained people can I manage by systems and rules so I think that's 

the problem and again I think it comes down to control what can't you control so I think 

it's about it's about not exposing oneself it's about reducing risk and obviously there's risk 

but you've gotta try and reduce it as much as possible 



I think when there is a chess game, there's so many different sides to this maybe when 

the customer is ulterior motives or objectives don't cut above the line 

personal agendas unfortunately that's dealing with people right so people are far more 

open to what we do and welcoming and and others aren't and so you do get that way 

you don't even get a chance to build that relationship and build that trust they just block 

you from the outset and there's nothing you can  

“lying and backstabbing and also bad-mouthing product that he's using that's not good at all”

people for example the launch event in South Africa when we arrived on the first day, the 

day ahead for a lunch and then all the people were coming late! if you were doing that in 

Switzerland people would be annoyed so the interaction, the way we organise things is 

very different. 
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Just the knowledge of working with a well-known reputable brand, there was a change in 

the way that they saw us and she started writing back saying that's amazing I wanna find 

out more about your business, so having a reputable companies strong brands as clients 

help us with our reputation our credibility 



When the brand within the community has been tarnished when the community feels that 

the companies are out to rip them off 
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I think fear also, I think they fear that they are going to be shown up that they made a 

bad decision in choosing you 

when you're buying it education products much more of an investment it tends to be quite 

lot of money but it's also about dealing with professors at their reputation on the line as 

well the fact that they're gonna be a good lecturer because they're using good material 

you know it's quite important decision 

you don't want to spend money and it's a waste of money so let's just go through the 

exercise and it's a good exercise and it's a little painful it takes a lot of work… 

you don't understand the culture and you don't say to the Digital platform, “Look here I'm 

going somewhere else to buy it and I'm expecting it there” So this way of selling is going 



against the culture there's no relationship and you have to understand that there's no 

service 
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Also, I think when we ask customers to do something different” 

I walked away with the message that they could not implement this and that and maybe 

next year going forward and it does not work well and they won’t want it again 

it can be something out of the control of the company if you take him maybe a foreign 

example all our products were sent from South Africa and 90% of them were sent from 

South Africa and you know borders it's not easy to get a truck through the border  



like with these guys placing the order and somebody else say in finance are doing the 

payment and they are in a different silo, and she goes on maternity leave tomorrow and 

they forgot to forward the emails or something goes wrong and all the emails are going 

to the this dark hole, and we are completely exposed, and then we have other customers 

where they just pay everything 

The Swiss people are more organised, they have a specific schedule they go by, here 

people are used to change plans in the last minute, in Switzerland they are not used to 

plans changing in the last minute and you cannot change that 

South Africa and you know borders it's 

not easy to get a truck through the border” 

people change their colours like chameleons maybe it's just a time we live in but the good 

old days and way of my word is my bond seems to have disappeared there's more 

situations of general oh what's the word for it, our first coffee of the day… 
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So now stewardess women workers stay in their cars locked and they get a notification 

on their app and they're allowed to then get out of the car and get onto the tram without 

standing outside and waiting 

in South Africa you don't have to wait for some bloke to come and do it you just get on 

and do stuff so it's just do it attitude. 

our database is fat from two other huge systems and I was able to help them take out all 

the family members that were restrained from children because of abuse 



our database is fat from two other huge systems and I was able to help them (THE 

POLICE) take out all the family members that were restrained from children because of 

abuse 

Source:



Source:

Source:



Source:

 I don't communicate well with I mean without sounding like I'm being biased I would 

prefer not to buy from China because there's a language barrier it's difficult to 

communicate your problems and your needs 



In Kenya they will not buy locally-made toilet paper irrespective of price, called Shelley, 

they think you should take the toilet paper that's branded and made in Europe. And again 

if you afford it there's nothing wrong with that and if you can afford it you will not buy local. 

It's not about the toilet paper being better it's all about culture and the culture tells you 

that if you wanna be recognised, You have to buy specific 

“and so that's why it's so important that they deal with people that they 

can trust”

easiest way to get them involved was not when all I was doing was trying to get them to 

sell them the spiel and the hype 

And I was like I've never met these people they just gave me four million rand,  I still don't 

at this point actually trust them even though they gave me 4 million rand but I delivered 

the stuff and signed off on the project and the project worked out and it's still an ongoing 

thing and it goes from project to operation but yeah,  I still don't trust them 



because people tend to listen to other people, it's because the world is very cynical and 

we tend to have heard it all but we do tend to listen to those people we have in our lives 

and that's where our opinion is 

“that

handshake or that sign-thing its, their is a form of commitment, from both sides.” 

I would say for new customers you need to understand each other you know how my 

relationship is that in any other relationship when it's new you need to know exactly what 

boxes to tick, what makes this customer angry how do they operate you know it's the 

beginning of this relationship.   

…they have software that they subscribe to monthly and I can turn that software off 

tomorrow I can turn it off right now it would take me a second to turn their software off… 

I'm still chasing them to pay that and I don't want to and I don't want to
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if there was an issue you go talk to the store manager he calls us by name or don't worry 

we'll give you another or give you a refund that kind of relationship, 

We work very strictly… they show up quite simply just on the order is still half way through 

the system but then they just shows up. but then we make sure that they don't drive away 

there is always a bit of our products on our floor space 

Other than that I think as South Africans we know how to survive among great adversity 

if we know something needs to be done we just do it maybe we not as regulated as say 

for instance Australia 



“I know they're struggling with cash flow and I would say, how could I 

help”

if your product is Crummy and you can't justify the cost...  and she said they won't let me 

make changes and I said with my products you can make all the changes you want 

Ultimately relationships also means being honest and upfront about what is possible and 

the timing around projects. 

that's what happens when in a big company the boss has passed the buck they don't 

want to accept responsibility just accept responsibility and acknowledged mistakes and 

you will keep the company and she will keep that customer but once you pass that buck 

people are planning and you're not going to win that customer back. 

like de Beers, normally will take an 80% deposit and the balance on completion, but de Beers 

was unhappy about that so we had to go back and say, like guys we are buying stuff that are 

only for you that’s only for you, we can’t sell it to anyone else, so we can’t go and expose 

ourselves 100%. So we had to go back and say ok with 40% would 40% work for you and 

they agreed 



We play within the boundaries but you know I think we try not to step on necessarily on 

people’s toes and work within your boundaries but in the process, you’re trying to 

eliminate as much red tape as possible. 
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no one really listens to them (Customers) there is so much more that one can do and I 

am trying to get that message across but that is just a fight between me and him (Head 

office) that I will eventually win. 

there’s two millennials that work for us and they send them a video and my old guys don’t 

understand how that works if they get that’s not their culture there’s two separate cultures 

going on and it’s really interesting and my boss and I am having some real issues with 

that because he prefers the millennial way of doing things by sending them a video and 

then go from there but that’s not what my people want and it’s gotten very complicated 

…



Because they would look at the presentation and say oh that’s nice, 

but what does that mean”

I know in America for example if you're a student there's a retail price and then there's 

an education price there's no paperwork required there's no barriers to entry there's no 

validating it doesn't exist it's just automatically there when you're coming with the student 

card and you showing that then there's no fraud and there's no rate of frauds so there's 

no barrier it just works right so the choice about South African landscape. 
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I did a course on import export a few years ago 20 years ago and I know the South 

Africans had a reputation then of being bad players so it was interesting if you buy stuff 

from overseas you get very little credit as a South African 

“it's like I don't trust corporate South Africa 

definitely not” 

Trust is such a critical thing for our customers and it took a long time and a lot of 

negotiation for our German partners for example he actually lives in South Africa but he's 

German to help us build trust 

but it's not working on us because we need to sell quality products and if they can't 

convince you if they can't physically show you their products were not gonna buy 

it's different, they will buy whatever they want and whatever they can afford, usually these 

people buy from South Africa and Europe. 



“they will just buy the imported 

product they don't even look at the local product irrespective of the price.” 
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I said people buy people and the most important thing, and businesses trust people, 

people and trust this is mutual and trust builds up over time and I think when you take a 

real interest in people and their lives 

it comes back to people’s self-worth and how that flows to their personal lives how their 

businesses are run so It’s actually quite complicated that’s why I say people buy people 

our company is a reflection of me the work I do is a reflection of me I'm on it 24/7 and I'm 

thinking about it whether I'm out playing golf it's like that call December 7 day weekend 

and I'm thinking about the business 

that it was the personal relationship that I had with the customers… but anytime I ever 

got anybody involved was definitely when they were doing it for me it was like yeah well 

you did so much for me you make sure that I when I needed something I had it so I'm 

doing this for you now 



I'm not going to explain to my customers no! I was not going to do it it wasn't our job to 

start lecturing them about what's best for them 

they just needed to have somebody that they could trust and they felt that they could trust 

me because I would always be honest with him 

we try to stick to our rules but also not to be too strict but most of our customers take 

chances, people take chances. But they also know that if they arrive here without the 

order number we will give them something 

so I think once a customer has lost trust in a company it's very difficult to engage a person 

like that they feel it's a waste of time because nothing is going to come of it,  so I think 

once a customer or a person has lost trust in a company it's difficult it's very difficult to 

re-engage your person like that this woman called me off and she said she hates her 

SUPPLIER she packed up the (SUPPLIER's) equipment, which was expensive, and put 

them in the trashcan and told them to come and pick them up 



Its a longer term, nobody wins in immediately when when you're talking about developing 

Solutions There is not an immediate payback not for the customer and not for me, the 

company

Some shitty guy in Chicago said no he doesn't need us and so I don't take no for an 

answer and you know he's one of our best customers now. 
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we even have an open relationship with our competitors we don’t treat them as 

competitors but you do have a certain level of let you try and accommodate everyone 

because you never know if I’m headed in might become a customer who always want to 

have mutual respect and an open mind that someday they may be somebody that you 

might need. 

good reputation reputation is not only the way that you make the business but also Also 

reputation in the industry being recognised as a leader On both sides that helps a lot that 

facilitates conversations, Engage into what I call co-innovations and discussions, that is 

important, Facilitation is also to help assist having a commercial relationship and the 

broader the relationship that exist the better, tight, What would I would say is reputation 

is the first thing, I How do you make business how do you deal with the supplies The 

integrity that you have all these things… 

I think that we've gotten a lot of things right especially in the industry, especially with 

(ORGANISATION), and like I said a lot of that is CEO she does phenomenal work… our 

CEO has done phenomenal work for this company she's really somebody that can bring 

people together And yeah I think those companies look up to her 

 often as you like but there are those in your organisations that does have the proximity 

[To the Customer] and you can really tap into those resources and glean that information 

you can tap into your local sales team and glean that information 



American Holding Company the initiatives that work there on not necessarily the initiatives 

that work in the subsidiaries and the navigation around that I've learnt a lot in the process and 

about never assuming anything. why you have to rely so heavily on the information 

you're getting from your channel Partners 
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we would have the things ready for them by Friday but then something happens and then 

my manager will contact them immediately and tell them listen will only get the service to 

you by Monday 

I’m anal about not over promising about actually explaining very carefully that we don't 

sell silver bullets there's a lot of things these stuff can't do and there's some stuff these 

stuff can do and lets make sure that in your head and your view that you must be 100% 

clear with that 



don't go in with the the company would go in and say don't tell them that to the customers 

and that it's not going to be on time but the truth is you have to always be honest  

get the trust of everyone so managing expectations and communicating and building that 

credibility that sort of doing what you said you were gonna do all that and build that trust 

it's that personal introduction it's building that trust it's the willing to walk away if there's 

no business case 

it is annoying because we have to wait for these people [Head office] to approve 

something,  usually it's always approved in the end though. 

it can be something out of the control of the company if you take him maybe a foreign example 

all our products were sent from South Africa… the truck is still stuck at the border at Friday 

the 19th they don't care they will just say don't make your problem our problem you 

promised… and that's what happens when a big company the boss has passed the buck they 

don't want to accept responsibility
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