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SHOULD | OR SHOULDN'T I?
By Derek Stockley

Sometimes it seems easier to just do it yourself
Most of us would have said to ourselves: "It would have been easier if | had done it myself".

Communication is a difficult process. It is easy to forget to tell someone a key piece of information when passing on information or
giving them instructions. Consequently, people may not do exactly as you expect. So is this a reason to stop trying? No - | believe it is
a reason to get better at communi-cating. Both parties should learn something.

| remember an incident very early in my career. | was asked to do an accounting task. Apparently | did not do it correctly. The manager
concerned redid the task, without telling me. | found out from somebody else. The manager was angry. | was angry too because | had
not had the opportunity to learn. | was also upset that | had made mistakes. | did not want to do that either. It was a no-win situation. |
should have asked for more guidance. The manager should have had better controls in place. We both should have learnt from the
experience.

The long term benefits
A useful parable is:
Give a man a fish; you have fed him for today. Teach a man to fish; and you have fed him for a lifetime - Author unknown.

Most of us have seen this parable before. Yet many choose to ignore it. Why?

As explained above, communication difficulties causing frustration can be a starting point. Another reason can be a lack of appreciation
of what the parable is saying. Sometimes it takes a little longer to explain or train someone in a task or delegation. But if it is a
repetitive task, the time saving in the long run can be very substantial. This increases personal productivity. It can also have
motivational effect which also increases performance.

Recently, the power of this parable has been brought home to me. In a world where there is so much to do, it is essential that we pass
on our knowledge and skills to others, so they in turn can pass on that knowledge and skills to others as well. The parable can be
taken at face value as a story, but it also applies literally. We really should be teaching people how to fish.

Conclusion

Our time is such a critical resource. Failure to concentrate on the more important things is a waste. It is easy to work on the more
straight forward tasks, but if you have people that you can delegate these tasks to - do so. Do it for their sake. Do it for your sake.
Show people that you trust them. Allow them to develop their skills further. Take responsibility for your actions. Start doing it today.
Make the world a better place.

Derek Stockley is a training, learning and performance consultant based in Melbourne, Australia.
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BESIGHEIDSREDDING: DIE DOKTER IS HIER

Chio Sakutukwa - Junior Regsadviseur by RSM Betty & Dickson (Johannesburg)

DieSuid-Af ri kaanse insolvensiereg het onlangs 6én groot v
van 2008 (Adie Weto). H o o f-Arikaanse regGlie begtipeilb us i m e d 5 eeraakas € §
Afbesighé¢helbkemrddi agoMens kan besigheidsredding soos
hi erdie persoon die dienste van 06n dokter i rlgesompord Di
en oOon | ang | ewe | eef wat sy familie en vriendaeasryenal
aansoek doen dat sy |l ewe tot O6n vinnigeseeddiengebodon

finansiéle nood en nie in staat om sy skuld te betaal nie, sou onmiddellik en onseremonieel deur likwidasie te sterwe kom tot nadeel
van eienaars, werknemers en krediteure (die bekommerde familie).

Kies 'n dokter wat jou behoeftes verstaan

Besigheidsredding bied aan 6n maatskappy in finasasi
herstel. Die dokter neem die wvporrark taiasny nwan  dateakisepdeisg |
oorsaak van die finansitle nood te diagnoseer eiesedn
hul pskema kan die maatskappy sy eie dokt er ngdsteliggeglge mi
hoofstuk 6, om toesig te houoor 6 n ma at s k a p p yreddinggverrgtings. Opllie ®mbld is éaar gean lys van BR-

praktisyns om uit te kies nie, der hal we mooete belfamdel ema a
ClPC (voorheen CIPRO) nader om die individu te ridaat
betrokke maat skappy en daardie verrigti n deeoptenreeais . Dit
Het jy die dokter nodig?

Dit is alles goed en wel om jou dokter te kies, rdimaa

ingevolge hoofstuk 6 finansieel in nood verkeer. Finansiéle nood beteken dat dit redelik onwaarskynlik lyk dat die maatskappy in staat
sal wees om al sy skuld te betaal soos dit verskuldig en betaalbaar word binne die volgende ses maande of dat dit redelik waarskynlik
lyk dat die maatskappy binne die volgende ses maande insolvent sal raak.

Maar finansixtl e nood op sigself is eenvoudi g niaedege
Wet voeg by dat 6n maat sekigingekan begnengiewniaatskappygndentaestg karbpleasas digh e i
direksie redelike gronde het om te glo dat die maatskappy nie net finansieel in nood verkeer nie, maar dit ook lyk asof daar redelike
vooruitsigte is om die maatskappy te red. Terminaal siek pasiénte hoef nie aansoek te doen nie.

Hoe om ’n afspraak met die dokter te maak

Om O6n vrywillige afspraak met die dokter t e-hedsedliigte mo:
begin. Die besluit moet ingedien word, anders sal dit nie van krag wees nie. Alle personewat ger aak wor d, m
gepubliseerde kennisgewing op die voorgeskrewe wyse verwittig word.

Persone wat geraak word, sl uit aandeel houer s, -beonded
verteenwoordig word nie in. Stel vervolgens die dokter van jou keuse aan wat voldoen aan die vereistes soos uiteen-gesit in artikel 138
van die Wet. Wegewingven manstellimychient twed dae nakdie metrokkesaan-stelling gepubliseer word. Alle
partye watgeraakwor d, moet ©6én afskrif wvan die aanstelling ont

Versuim om 6n afspraak te maak s oo sreddingsverrigtigge tsdegn yerval e e t
nietig is. Geen verdere besluit kan vir drie maande van die datum waarop die besluit verval het, ingedien word nie.

Wat volgende?

Nadat ©6én afspraak met die dokter gemaak is, sal udi?e
Daarom sal ons in die vol gmagtadva diesBR-p ravlietr ii iy gn vam diDe en
siek maatskappy te red (fAidie behandelingo) in ozxnsKkrc
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ARE YOU STAFF TAKING NOTICE OF WHAT CUSTOMERS SAY?
By Derek Stockley

Story One - How not to handle a complaint

We stayed in a hotel last year. From the moment we walked into the room, things started to go wrong. In themselves, each little
problem did not amount to much. However, by the time it came to check out the next morning, | had decided to spend some time
providing some feedback.

Although we had filled out a feedback form, | asked the receptionist to write down the list.

My first comment was about the queen sized bed, a factor in choosing this particular accommodation. The bed was fine, it just did not
fit the room (obviously designed for a double bed).

My second comment was about an electronic room key. One of the two we had been given did not work.

Although | had five or six more comments to go, at this stage | noticed that the receptionist was not writing my comments down. When |
quizzed him, he said he did not need to - the hotel already knew about the beds and the key was "one of those things".

At this stage, | abandoned my feedback and made the comment "that | was wasting my time".

We completed the check out process. | did not receive any form of apology from the receptionist. | left with another article topic and
story for this newsletter.

The receptionist felt my comments were trivial and unimportant. To me, they were valuable feedback.

| did receive a nice letter from management about the comments on the feedback form. Although the annoyance subsided, the
negative experience was still felt.

Story Two - A customer complaint was justified

We stayed in another hotel recently. This time the room was fine. However, things were still not right, specifically:
1 there was insufficient milk
 Dbreakfast items were not delivered
1 the fax machine in the room did not have any paper and the ink cartridge needed changing
T the hot water was cold by 8.00 am

Did | complain? No, | did not. Why? It took me long enough to have the breakfast bill reduced. | could not be bothered about the other
things.

Customer complaints are an important asset

How many of us have bought small items that have malfunctioned or broken. It has not been worth the time and expense to take them
back. | bought a small house brand stapler at a supermarket. It broke on the first day. Thinking it was a "once off", a week later |
bought the same model again. It lasted a couple of days before it broke as well. | haven't taken them back. | wonder how many of
these staplers are giving the supermarket house brand a bad name. The brand name itself is about reliability, the exact opposite of
what | experienced!

If customers take the time to provide feedback, we should listen carefully. | know from my own personal experience, | do not provide
feedback every time.

| do not know the exact figure, but | expect that for every complaint made, there are many instances of poor service that are not
reported.

Organisations should develop mechanisms for recording informal feedback as well.
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Summary

Customer service staff should pay attention to complaints made by customers. If the customer is prepared to take the time, then he or
she is entitled to receive full and proper attention. Organisations should have systems that gather formal and informal feedback, both
good and bad.

Personal reflection
In your business, do you listen to the good and bad feedback you receive? Are you willing to fix the problems reported? Do you thank
customers for their feedback, good and bad?

Derek Stockley is a training, learning and performance consultant based in Melbourne, Australia.

SNUFFEL BEDROG UIT
Timothy P P. Hedley i CPA, PH.D. enRichard H. Girgentii J.D
Augustus 2011

Bedrog hou ’n kritieke risiko vir organisasies in. Die bestuur kan hierdie risiko help verminder deur ’n aantal strategieé wat
daarop gemik is om aan werknemers veelvuldige maniere te voorsien om kommer oor bedrog en ander wangedrag aan te
meld.

Ontplooi direkte telefoonlyne. Volgens KPMG se Integrity Survey: 200812009 wat bevind het dat 65% van hierdie organisasies
direkte lyne gebrui k, is 6n toegewyde, direkte worel e
Die meer suksesvolle lyne is dié met toepaslike toesig en protokolle wat werknemers vertroulikheid, anonimiteit en beskikbaarheid bied
deur 06 n -eniotdnasionalediens. 2 4 / 7

Vestig 'n webgebaseerde aanmeldstelsel. 5 ' T 0 e g e vagndeldsteldel mobrseerr tipiee 24/7-toegang vir werknemers om
bedrog en wangedrag reguit en anoniem aan te meld.

Implementeer werkwinkels of fokusgroepe. Hierdie vergaderings ontlok werknemerterugvoer oor handelinge wat hulle in die
werkplek gesien het en moedig dinkskrums aan oor watter tipes wangedrag by die werk kan voorkom en hoe om dit die beste raak te
sien en te beéindig.

Doen werknemeropnames.Ver t roul i ke en anoni eme werknemeropnames
grond van werknemerhoudings, -persepsies of -gedrag.

Voer onderhoude met derde partye. Die verkryging van inligting by klante, ondernemers, reguleerders, krediteure, analiste of ander
wa t roetinekontak met werknemers het, kan insig in ¢

Hou in gedagte dat ouditering en monitering op hoérisiko-terreine belangrike hulpmiddels is wat die bestuur kan gebruik om te
help bepaal of beheermaatreéls werk soos beoog en wat dikwels kwessies kan identifiseer wat andersins die aandag kan ontglip.
Sodanige ouditering (evaluering van vorige gebeure) en monitering (evaluering van huidige gebeure) kan gedoen word op terreine
waar daar ©6n spesifieke knel punt, ©6n geskiedenis var

Bevorder bestuurstoeganklikheid deur rond te stap. Hierdie filosofiemoedi g 6 n prakti ese best uu
werkruimte te besoek, na hul bekommernisse te luister, vrae te vra en na hul voorstelle te luister.

Skep en stel 'n oopdeurbeleid bekend. Dit gee werknemers direkte toegang tot senior uitvoerende beamptes sonder om deur
veel vul dige vlIiakke van burokrasie te werk. ©6n Popdel

Stel “etiekkampvegters” aan. Geografies verspreide organisasies moenie aanneem dat hul direkte telefoonlyne suksesvol sal wees
om bedrog en wangedrag op alle organisasievlakke en plekke bloot te 18 nie. Hierdie organisasies kan dit oorweeg om plaaslike
hulpbronne as kontakpunte toe te wys om knelpunte en aantygings uit die veld direk aan die leierskap oor te dra.
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'|'Hi77erdie aanbevelings kom uit die boek Managi ng 1CRARPhRI s k

(thedley@kpmg.com)
The Promotion of Access to Information Act no 2 of 2000
URGENT NOTICE TO ALL CLIENTS
The Promotion of Access to I nformation Act No . P

The Head of a private body is obliged to compile a manual in accordance with section 51 and other provisions of
the Act. A private body is defined in section 1 of the Act as:

1. Anatural person who carries or has carried on any trade, business or profession;
2. A partnership which carries or has carried on any trade, business or profession; or
3. Any former or existing juristic person other than a public body;

The definition includes individuals, sole proprietorships, partnerships, close corporations, and most private and
public companies.

The current deadline of the manual is 31st December 2011. The penalty for non-compliance is not
stipulated in the Act, but it is possible that non-compliance may be an offence under section 18 of the
Human Rights Commission Act (At 54 of 1994). An offence under this section carries a penalty of 6
months’ imprisonment or a fine (or both).

A copy of the manual must be:

a) Supplied to the Human Rights Commission whose address is:
Private Bag 2700, Houghton, Johannesburg, 2041. (Telephone number: 011-4848300)

b) Available for inspection free of charge by members of the public during office hours.
c) Supplied on request to anyone who is prepared to pay the copying charge prescribed by regulation.

Our firm is prepared to compile and submit manuals on behalf of clients at a fee of R1500.00 per manual
(R1710.00 including VAT). Should you wish to make use of our services, kindly contact Ohna van der Poll (tel.
021 970 4608) or e-mail to: taxsec@sdkca.co.za

Kantoornuus

Ons nader nou weer die einde van 2011 en aangesien dit ons laaste nuusbrief vir hierdie jaar sal wees, wil ons
hi ermee alle | esers/klitnte &én gesexznde kersfee
vriende geniet.

Ons kantore sal vir die feesgety sluit op 15 Desember 2011 en weer open op 3 Januarie 2012.
Nuwe aanstellings vir 2012 is:

Kleinsake afdeling: Emmerentia van der Merwe, Marese Visagie en Marette de Klerk.
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Ouditafdeling: Natasha Antonio en Johan Els.

Wilhelm en Mieke Schultz in die ouditafeling gaan in Maart 2012 weeroue r s wor d van O6n dogt e
Jani. Baie geluk!

Jaco Cornelius en Pieter Swanepoel van die ouditafdeling het die einde September 2011 hul klerkskap by SDK

voltooi. Hulle het Oktober by die hoofkantoor van die TMF Groep in Amsterdam begin as Rekenmeesters en is

ui t 6n groot kl omp kandidate hiervoor gekeur. [
grootste Rekenmeestersgroep ter wéreld. Ons is baie trots op hierdie prestasie van hulle.

Ons het O0n bai e IeguyRessdugustus 2011 by did kampup vianadia Universitéit sah a |
Stell enbosch gehad. Heel wat studente het ons (e
stalletjie by die kampus.

2008/10/07 09:69

Besoek gerus ons webtuiste by www.sdkca.co.za vir belangrike belastingkeerdatums.
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