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Make ’em laugh!
By Aki Kalliatakis

Does putting a smile on a customer’s face give them a better 

experience? You bet it does! And a great sense of humour can 

make even the most dreary and mundane experiences much 

better. When you bring customers a chance to giggle a bit, or 

have some fun, it not only becomes a memorable event that 

benefits your business, but it also makes their day. 

Even more importantly, it is also very rewarding for the person 

giving the gift of laughter. In the same way that a few seconds of 

indiscretion that leads to a bad experience for a customer, and lead 

to them leaving your business forever, a few seconds of joy can 

have the exact opposite effect of creating a delighted and loyal 

customer.

So you will please forgive me if I literally use a bit of toilet 

humour to illustrate. Many of you will have used public toilets in 

malls, petrol stations and airports where there is a full-time toilet 

attendant in charge. I like these men and women because – in spite 

of the fact that they may have one of the worst jobs in the world – 

they mostly seem to be quite positive and even grateful for having 

a job. 

It is also become quite common recently for them to greet 

you and say something like “welcome to my office”. We all know 

they do it for the hope of a better tip, but can there be anything 

much worse than a filthy toilet with a grumpy and bad-tempered 

attendant? 

On a recent early morning trip to Cape Town, however, it was 

different. I desperately needed to use the loo at OR Tambo Airport 

and as I walked in the attendant gave the usual greeting. But a few 

seconds later he added, “I hope you have a good meeting with the 

boss!”. I don’t know why this incongruent statement was so funny, 

but it certainly brought a big smile to my face. 

So I finished my business, and just as I was washing my hands 

another “client” let out the loud rumbling noise of released gas: 

he’d obviously eaten too much cabbage the day before. Without 

hesitation, the attendant said, “Aah, he must be sending a fax!”. 

Together with the other people in the bathroom, I burst into an 

uncontrollable giggle, and somehow the rest of my day went 

incredibly well. 

It just so happened that an hour or so later I boarded my Kulula 

flight to Cape Town. The on-board staff did the usual humorous 

round of flight announcements that we’ve all heard before – DURBAN
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Cape Gate manufactures a wide range of quality 
materials handling and shopping trolleys designed 
to move stock with maximum efficiency from the 

distribution centre to the shop floor, and finally from 
the shelf to the till point. A complete range that 
meets the needs of today’s discerning retailer. 
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before many have imitated since then:  

He arrived at a meeting with one of those 

long computer fan-fold printouts, and let  

it dramatically fall to the floor as he said,  

“I’m just going to keep this short today…” 

I also remember him using a hand puppet 

at one meeting and would ask the most 

ridiculous questions in a really strange 

voice.

Humour is not always appropriate. For 

example, if your customer is unhappy in 

any way or upset about something that 

went wrong, then the use of humour may 

backfire on you badly. Self-deprecating 

humour is good, but making fun of others 

is not. I had a colleague and friend, Paul M, 

who was just brilliant at imitating the way 

other people spoke and walked and had 

these strange little habits that he would 

copy. Little contests and competitions that 

engender a sense of fun are also useful, as 

is vibrant and energetic music.

On a day-to-day basis most customers 

are not in a bad or grumpy mood, and most 

will probably be quite neutral when the 

walk into your business – and you can do 

something special to lighten things up a 

little. The good news is that you don’t have 

to be a stand-up comedian, or memorise 

a hundred of your favourite knock-knock 

or blonde jokes to be successful. Just being 

able to see the funny side of life helps. 

Aki Kalliatakis is the 
managing partner of  
The Leadership LaunchPad, 
a company dedicated to 
helping clients become 
more customer driven. 
He can be contacted at 
(011) 640 3958, or via 
the website at www.
leadershiplaunchpad.co.za
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and that doesn’t matter because, unlike 

many of their competitors, at least they are 

doing something instead of nothing.

But on this flight it was obvious to 

me that they have also upgraded and 

updated their script. Amongst other 

things, the young lady said openly and 

rather naughtily, “Those of you sitting at a 

window seat, please leave the blinds open 

so that the XYZ Airways flights can see 

what a full flight looks like.” 

Since I am not a great fan of our national 

carrier, I thought that was hilarious. (I also  

love it when little David takes on the 

big Goliath in a really cheeky and entre-

preneurial way.)

In both cases, one person in an extremely 

difficult and crappy job, (if you’ll forgive 

the pun,) created mirth all around them, 

and brought some joy into our very serious 

lives. We always seem to take business so 

seriously. Everything must be serious, and 

we neglect – indeed we refuse – to lighten 

things up a bit. 

It doesn’t only have to be with 

customers, however. You also need to be 

able to laugh at work a bit. It’s what makes 

dreary jobs worthwhile. A long time ago I 

had a boss who was a real practical joker, 

and he used to do these most outrageous 

things to lighten things up for all of us.  

He used to come to work with really crazy 

hats and other bits of clothes, and would 

insist that someone tell a funny joke at 

every weekly meeting. 

Contrary to usual managerial practice, 

he encouraged people on his team to send 

around or pin-up cartoons and things that 

they found amusing. On one occasion he 

did something that I have never seen

SACSC annual 
congress is coming!
One of the most anticipated events 

on the South African shopping 

centre and retail calendar is fast 

approaching – the SACSC Annual 

Congress.

Chief Executive Officer for the South 

African Council of Shopping Centres 

Amanda Stops said that this year’s 

event would focus on personalisation, 

innovation and an experience that 

emphasises being “collectively 

individual”. 

Renowned television personalities 

Janez Vermeiren and Lunga Tshabalala 

will host the event which will see South 

Africa’s very own Olympic gold medalist 

Wayde van Niekerk and his esteemed 

coach Ans Botha take to the stage and 

share their story of how two worlds 

collided resulting in their world-record-

breaking success. 

The SACSC Annual Congress has 

become an event that not only brings 

up-to-date information and industry 

networking, it also celebrates the 

country’s retail, shopping centre 

and associated industries. The event, 

sponsored by Broll Property Group, takes 

place at the Cape Town International 

Convention Centre (CTICC) from 13 to 

15 September. Bookings are now open.

Noticing silly little things makes  

a difference, as does gross exaggeration of 

typical everyday things that we see.

It doesn’t matter where you work as an 

employee, whether in retail, hospitality, 

insurance, a garage, a bank or a hospital: 

You and I have been given the magical 

opportunity to positively touch the lives 

of everyone we encounter. Are you going 

to waste it? When was the last time you 

made someone laugh a bit?



lower your trolley manufacturing, repair and maintenance costs 
with these new locally manufactured castors designed for rugged South 

African conditions and a smoother customer shopping experience
The proof is in the castor impact test. The European Norm EN1929 for basket trolleys requires a trolley, loaded 
with a 30kg load, to travel 3 metres down a 12 degree incline being stopped by a solid 75 mm high obstacle.  
After 6 impacts, the castors must still function in order to meet the standard.

Conventional 2 ball track type castors can 

distort and buckle on impact during this test. 

Not the new TENTE 2640 precision swivel 

castor. Even with a 35kg load the castors swivel 

freely after the EN test. While the trolley base 

plates to which the new castors are mounted 

bend, the 2640 castors are fully functional and 

can be easily bolted back on once the base plate 

is straightened.

Designed for shopping trolleys from 90 – 210 

litres the new castors feature a simplified and 

stronger housing. A key feature of the new 

swivel castor is the integrated precision bearing. 

A sealed precision bearing keeps the grease in 

and the dirt out. Fitted with TENTE PJP precision 

wheels result in trolleys that are easier to steer 

and quiet in operation.

The rear fixed 2648 castors are also new. Instead of the 

un-plated castor housing being welded directly to a raw trolley 

frame, TENTE provides a special threaded mounting plate to 

the trolley manufacturer. These mounting plates are welded 

to the trolley frame and electroplated with the trolley. These 

plates display the recommended torque setting for the castor 

mounting bolts. 

The rear castors can now be bolted on using M12 bolts.  

A special locking washer is provided within the 2648 housing 

that reduces the risk of the bolts working loose during 

operation. 

For the trolley replacement and repair markets, this bolt 

on system eliminates the need for damaged welded fixed 

housings to be cut from the trolley and having to re-plate  

the entire trolley frame after welding on new housings.

The steel used in the fork construction is 2.5mm thick and 

both fixed and swivel housings are zinc electroplated. Both 

castors are supplied with protective buffers to protect store 

equipment from collision damage. To suit the corporate 

identity of our customers the buffers can be coloured to match 

the thread guard of the TENTE PJP wheel. Products are date 

stamped for traceability and with in-house manufacturing 

control of metal stamping and machining, plastic injection 

molding, through to the final product assembly, the castors  

are covered by a standard one year normal use warranty.

EN1929 CASTOR IMPACT TEST

(6 Impacts required)

35kg Load

75mm (min}
3 Metres

12°

2640 PJP 125 P30 SWIVEL CASTOR 2648 PJP 125 P30 FIXED CASTOR

EXISTINg WELD ON METHOD FOR CASTORS COMPARED TO BOLT ON SYSTEM

Make sure your next batch of trolleys is fitted with these new 

castors. Add them to your specification. Code wise, the front 

swivel castor is known as 2640 PJP 125 P30 and the rear fixed 

castor is 2648 PJP 125 P30.

You’ll save on repairs and maintenance while your customers 
will enjoy a quieter and easier shopping experience in-store 

For more information call us on  

011-397-4750 or, email us on info@tentersa.com

www.tente.com


