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Making Lemonade
By Johann Mynhardt, SAU CEO

“Sir, we are surrounded!”

“Excellent, now we can 
attack in any direction...”

- AUTHOR UNKNOWN

With the sluggish economic environment 

together with what seems to be a higher 

future taxation load on the taxpayer base,  it 

may sometimes be easy to grow discouraged 

about the future of South Africa.

We would like to dedicate this edition to 

often forgotten people who drove equality 

and fairness into the workplace and to 

those who overcame hardships to claim 

their success.

When we hear of the great success stories, 

one rarely hears about the adversities that 

paved their way. 

For example: Did you know that Jim Carrey 

used to be homeless? Or that Vincent Van 

Gogh only sold one painting in his lifetime? 

Or that Stephen King’s first novel was 

rejected 30 times?

Bill Gates couldn’t make any money from 

his first business, Traf-O-Data. His partner, 

Paul Allen, even goes on to explain how 

their failure helped them to develop 

Microsoft into the business that we 

recognise today.

True success is not defined by history, 

money or setbacks, but by tenacity and 

willingness to persevere and attain the 

goals that one sets for oneself. 

Times may feel tough, but our commitment 

to our brokers, integrity and service stands 

renewed.

I have not failed. 
I’ve just found 10,000 
ways that won’t work.

- Thomas A. Edison

WINNER’S CIRCLE

Missed this competition? 
Visit www.sau4u.co.za and join our mailing list.

Congrats to our eggstraordinary 
EASTER COMPETITION WINNERS

Rosehill Insurance Brokers KZN

Van den Berg Brokers JHB

Prism Consultants CC CPT

DM Consultants JHB

Face2Face Brokers (PTY) LTD PTA

Integrated Lifestyles Financial Services (PTY) LTD KZN



SHE is only 18 years old, but Mulabo Devine is 
already a pioneer in science, having devised a 
system to electrify homes using lemon juice. 

Devine, 18, is one of the pupils from Mbilwi 

Secondary School in Sibasa, Limpopo, 

who presented their science projects at 

the prestigious Eskom Expo for Young 

Scientists on Tuesday.

For Grade 12 pupil Devine, the answer for 

her Redox-electricity project came when 

she immersed copper and zinc wires in the 

electrolytic juices squeezed from lemons to 

create an electrical charge.

“When I looked around I noticed that almost 

every household in my village had a lemon 

tree,” Devine said.

“I wanted to use something that was 

available but hardly used.

The Eskom expo makes it possible for pupils 

from 32 regions to enter their projects in any of 

its 25 categories ranging from animal sciences 

to renewable energy. Those who excel stand 

a chance to win medals, bursaries and trips to 

international science fairs.

Dakalo Mudimeli, a 2009 silver medallist and 

former pupil at the school, said the initiative 

opened his eyes to new possibilities.

Mudimeli urged pupils to bring change to 

their communities through science.

With their project titled the Unmanned 

Robotic Fire-fighter, Caleb Kitui and Fortune 

Mantsho wanted to reduce the risk of 

burning faced by firefighters.

Made from an old remote-controlled car 

and aluminium covers, the device is created 

to go into high-risk situations while being 

controlled from a safe distance.

“We are looking into the future to protect 

our firefighters from harm,” Kirui said. “We 

all saw how a firefighter died in Cape Town 

just recently.”

Zainul Abedien Patel and his teammate, 

Sagir Muaaz, invented a wooden fridge that 

is charged using solar energy. The portable 

fridge, which is made mostly from recycled 

material, can even be charged from a car.

A “feel good” story 
When life gives you lemons...

COMMUNITY

TECH TALK

Treating Customers Fairly has its roots 

emanating from an absence of clear, concise 

and easy to understand information about 

potentially complex financial products. 

We believe in the importance of creating a 

remarkable client experience in its entirety 

and that this is the key to managing your 

client’s retention, whilst maintaining an open 

and transparent operating environment.

The systems in use at SAU incorporate 

managed workflows which enable feedback 

from policyholders at strategic points during 

the client engagement processes. 

We have found that by presenting the 

policyholder with clear product choices, 

they are more likely to understand the risk, 

which translates directly into confidence in 

the company the software represents. This 

is our value proposition that operates at the 

core of our business philosophy resulting 

in customers that are confident with their 

chosen financial services provider.

The “Total Client Experience” index is made 

available to the call centre agents that 

deal with the customer. This Total Client 

Experience index is a valuable tool, in which 

the agents understand how this client has 

been treated in the delivery of his financial 

product lifecycle with SAU. 

With multiple surveys and drill downs into the 

experience we can then strive to improve on 

the areas with which we have been scored, 

effectively creating better customer loyalty 

and confidence. 

Treating Customers Fairly



PEOPLE

Turn a Negative Customer Service 
Experience into a Positive

             No Lip Service
Be all Ears, Not all Mouth
The worst thing a customer service representative 
handling the angry customer can do is be 
confrontational right off the bat. Take a few 
moments to listen to the complaint and 
see how best to handle it

Stay Cool 
Be composed

 It is easy to get caught up in the emotion of 
things when someone is doing all the talking, 

interrupting you when you try and talk or 
even yelling at you. While it is hard, keep 

your composure. 

The BIG “No No”
Remove the word ‘no’ from your vocabulary

One thing that will escalate the confrontation is if you 
say no once or several times. Remember, the customer 
is looking for a solution. If you tell them you can’t assist 

them, you don’t have an answer or you have no idea what 
is going on, you’re likely to draw more of their rage

Solutions
Provide a follow up message 
In the event you do not have an answer 
for the upset customer, inform them of 
how you will be able to help them and 

how soon they can expect that assistance. 
Don’t leave them hanging, tell them an 

approximate time and manner of how you 
will get them that answer.

Reality Isn’t Always the Case

While it sounds good to be calm, 
cool and collective when dealing 
with an irate customer, we all know 
that is oftentimes not the reality of 
the situation.

Remember, you are a representative of your 
company, so keep that in mind in the event you 
feel a bit of a temper explosion coming on. Not only 
would you be portraying a bad image of yourself, 
but your company’s reputation for having fiery 
employees is not something you or your boss wants.

The reality of the situation is that nine times out of 
10 the customer is not personally upset with you, 
just the company you represent. That being said, 
do not take the complaint personally, but rather 
due to the fact you represent a certain company, 
product and service.

Lastly, remember the old adage that “the customer 
is always right” that was drilled into your head from 
day one? While many bosses still swear by that 
motto, the reality of the situation is that customers 
are NOT always right. They too sometimes make a 
mistake on a receipt, a communication they had 
with one of your co-workers and so on.

Treat each situation individually and make your best 
judgment as to why this particular customer is so 
upset with your company. When you do that, you 
lessen the chances of a small brush fire getting out 
of control.

MAY DAY 
Celebrating our workers

Reflections on the significance of 

Workers’ Day  - 1 May 2015

This South African public holiday commemorates 
the working class - the cogs that keep the clock 
ticking!

Following the first democratic elections in South 
Africa in 1994, 1 May was inaugurated as an official 
national public holiday. Known as International 
Workers’ Day (also as May Day), the holiday is 
widely celebrated, with as many as 80 countries 
honouring the date and what it stands for.

The history of Workers’ Day goes back to the 1886 
Haymarket Affair in Chicago, where police tried to 
disperse a large crowd of striking workers (they 
were protesting for a shorter work day of eight 
hours). A bomb was thrown at the policemen by 
an unidentified assailant, and law officers then 
proceeded to fire live ammunition at a defenceless 
crowd of unarmed strikers.

Though, it wasn’t until 1891, after successful annual 
demonstrations on 1 May around the globe, that 
Workers’ Day was formally inducted into the official 
calendars of many countries.  Since then, Workers’ 
Day has been used by the working class across the 
world, to emphasise the need to establish fair labour 
practices and employment standards. In our nation, 
the Communist Party, trade and labour unions were 
heavily entrenched in the fight against Apartheid. 
Thus, it was of little surprise that our democratic 
government chose to commemorate this day and 
its ideology after the fall of the oppressive regime.

While this public holiday doesn’t quite receive all the 
fuss it rightly deserves, it serves as a stark reminder 
to governments of the power of the working class.

Be sure to take the opportunity to 

celebrate culture and diversity this 

Workers’ Day

https://www.aon.co.za/index.php/en/news-articles/279-useful-insurance-tips-for-the-holiday-season


Reduce your excess in 
the event of a claim

Have confidence knowing that in the unfortunate event 
of a claim your basic excess payment will not burden 
your monthly cash flow.

PR      DUCT
NEWS

MAYDAY 
Zombie Apocalypse Insurance

JUST PLAIN WEIRD

My Zombie Insurance—a company owned by the 
registered U.S. limited liability company Zombie 
Protection Agency—sells an umbrella policy 
covering home, life and auto. One $9.99 PayPal 
transaction purchases a lifetime policy. Orders take 
2 to 3 days to process, after which an insurance 
card and policy certificate come in the mail. Claims 
may be submitted following any zombie-related 
attack, but there’s a cap at $100,000 for home, 
$500,000 for life and $30,000 for vehicles.

“Each year,” MZI states, “millions of dollars in 
personal property is damaged by hordes of zombies. 
And yet, regular insurance companies don’t deal 
with these claims.”

South Africa Vehicle Pricing Index 
Indicates a Slight Softening in the 
Used Vehicle Market

The latest TransUnion Vehicle Pricing Index (VPI) indicates an unusual trend that used car prices 
are tracking new car prices, indicative of a slight softening of the used car market relative to new 
vehicles. In addition, for the fourth consecutive quarter, used car inflation has increased on a year-on-
year basis, rising by 1.36% between Q4 2013 and Q4 2014. From 2012 to 2013, the used market 
experienced five straight quarters of year-on-year price deflation.

“Historically, used car price trends tend to lag behind those of new cars, generally seeing an increase 
in pricing only a few months following new car pricing inflation. However, for the past couple of months 
we have seen used car pricing trends keeping pace with new, rising almost simultaneously. We have 
also seen a slight decline in the number of used vehicles sold relative to new cars during this quarter,” 
says Keith Dye, CEO of TransUnion Auto Information Solutions.
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http://newsroom.transunion.com/south-africa-vehicle-pricing-index-indicates-a-slight-softening-in-the-used-vehicle-market/


If you fall, I’ll be there.
- Floor
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ON THE LIGHTER SIDE
this MAYDAY

And then alcohol said “put that on 
Facebook, it’s hilarious”. But alcohol 

was wrong. So very wrong.

“I’m not saying you’re slow, but you’re the only person in the 
world who could be mauled to death by a turtle!”

http://www.dailymail.co.uk/news/article-3019544/Woman-subway-attacked-zombie-horde-terrifying-prank.html
https://www.youtube.com/watch?v=yR0lWICH3rY
http://driver-prank.diply.com/auntyacid/professional-driver-girl-pretends-to-be-student-driver-prank/109509
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