
I watch my children and their peers on 

their phones, I don’t see happy or even 

contented looks on their faces. I see stress 

about being “liked” (or not being liked as 

the case may be,) and I see a bleak sense of 

emptiness inside, because nobody bothered 

to even respond to their latest photo, 

post or tweet. It really distresses me that 

when we go to wonderful restaurants for 

specially prepared delicious foods, or when 

we are in a physically magnificent natural 

scene, or visit a world-famous site, or even 

when we spend time with people who 

just love us unconditionally, that the most 

important question is, “Is there free WiFi?”

When do I see joyfulness and delight?  

I see these when people are just hanging  

out with their friends and families, when 

they are actively participating in sports or 

Airports and plane passengers are 

a wonderful laboratory of human 

behaviour, perhaps because it’s not 

natural for us to fly in an overcrowded 

flimsy aluminium tube at incredibly high 

speeds and altitudes. 

It occasionally seems to bring out the best 
qualities in some human beings, but more 
often than not it brings out the worst. I 
don’t want to get into the discussion about 
how our airports and airlines are run by a 
bunch of clueless bozos that don’t seem 
to have any idea about human psychology 
and passengers’ needs. That is for another 
time.

But I do want to share one observation 
about people, electronic devices and social 
media. I’ve noticed that as soon as the 
flight lands, and while the plane is still on 
the runway, cell-phones come out and 
get turned on with the same obsessive 
urgency of a drug addict who can’t wait for 
his next fix. This is in spite of the fact that 
just barely an hour or two before those 
same phones were reluctantly switched 
off, having the latest updates from social 
media completed and responded to.

This short-term instant “high” – just as 
with other addictions – doesn’t seem to 
lead to much life satisfaction, but it’s a 
compulsive craving nevertheless. When

creative activities, when they are learning 

something new, when they have an 

exhilarating experience that they have 

never tried before. 

It’s enough to make me want to throw 

all electronic devices into the nearest 

ocean!

A young artist called Prince EA in a 

popular YouTube video says: “Did you know 

that the average person spends four years 

of his life looking down at his cell phone? 

Kinda ironic, isn’t it, how these touch 

screens can make us lose touch? It’s no 

wonder that in a world that is so filled with 

iPads, iMacs and iPhones, so may ‘i’s’, so 

many selfies, not enough ‘us’s’ and ‘we’s’. 

You see, technology has made us more 

selfish and separate than ever. Because 

while it claims to connect us, connection 

has gotten no better… Because while me 

may have such big friend lists, so many 

others of us are friendless, all alone because 

friendships are more broken than the 

screens on our very phones. We sit at home 

on our computers measuring self-worth by 

numbers of followers and ‘likes’, ignoring 

those who those who actually love us. It 

seems that we’d rather write an angry post 

than talk to someone who might actually 

hug us.” 

Very powerful sentiments indeed. 
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Delight YOUR CUStOMeRS 
By Aki Kalliatakis

When I watch my children and their peers on their phones, I don’t see happy or even contented looks on their faces. I see stress about  
being “liked” and I see a bleak sense of emptiness inside, because nobody bothered to respond to their latest photo, post or tweet.

Don’t underestimate the power of the social media – 
but also don’t overestimate it

According to the Keller Fay Group in the USA, 
only seven percent of word of mouth on any 
topic happens online.



 but that’s not always the case. It’s true 

that online conversations could reach more 

people. After all, face-to-face conversations 

tend to be one-on-one, or among a 

small handful of people, but the average 

Facebook or Twitter update is sent to more 

than one hundred people. But because we 

are inundated with too much content, we 

simply don’t have the time or inclination 

to read every message, tweet or update. 

Not all of these potential recipients will 

actually see every message – unless it 

goes viral. We may live in an age of media 

overstimulation, but we do have a choice.

Let me end with another profound 

quotation from Prince EA: “Call me crazy 

but I imagine a world when we smile 

when we have low batteries – because 

that means we will be one bar closer to 

humanity.”

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

I know that as an old man who was 

brought up in the space age that I don’t 

“get it”. I also accept that the future will 

prominently include all electronic devices, 

the internet of things, robots and artificial 

intelligence, and an electronic shadow for 

every human being from the day that they 

are born. I know that most jobs will not be 

able to operate without some knowledge 

of computers, and those who don’t get into 

the world of the internet and what it offers 

will lag behind. 

I’m also not going to underestimate the 

power of customers to do a vast amount 

of damage to a business with just one post 

that took a few seconds to write and send. 

This is a reality, although it saddens me 

that many customers only use this option 

when they have already tried to be in touch 

with a business, but were ignored. What 

should have been a private conversation is 

now very public.

But I’m also convinced that this 

infatuated preoccupation with being in 

touch via devices will one day be frowned 

upon in polite society, and be viewed in the 

same way we regard narcotics, cigarettes, 

drunk driving and excessive sugar intake 

now. 

After years of denial, all the key business 

players in these industries were forced to 

comply with societal norms and laws that 

restricted their use – in some cases quite 

severely. Clearly society will fall apart if we 

all participate in this “pageantry of vanity 

in this form of digital insanity” as one 

author put it.

You see, what gives me hope – apart 

from the limitless potential of the human 

spirit to eventually do what is right – is 

that there is also some research conducted 

by the Keller Fay Group in the USA that 

tries to answer the question, “What 

percentage of word of mouth happens 

online?”

Most people say about 50%, and that 

sounds about right. But 50% is wrong – not 

even close. The actual number is 7 percent. 

Not 47 percent, not 27 percent, but 7 per-

cent. Only 7 percent of word of mouth on 

any topic happens online.

We forget that people also spend a lot 

of time offline. More than eight times as 

much, in fact. And that creates a lot more 

time for offline conversations. We also tend 

to overestimate online word of mouth 

because it’s easier to see. You may think 

that online chatter reaches more people,
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ANNIVERSARY

Date: Wednesday, 23rd August 2017

Venue: Mount Edgecombe Conference Centre
5-7 Mountview Close, Mount Edgecombe Country 

Estate 2, Durban, 4051

Time Slots: 8am to 11am
         11am to 2pm
        2pm to 6pm

Kindly RSVP with a specified time slot,
so we can assist you in the best way possible.

Telephone: 031 003 0394
Email: customers@freedomstationery.co.za


