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NEWS FROM AROUND AND ABOUT.

GOOD NEWS! EUROPCAR HAS 
ACHIEVED A LEVEL 2 B-BBEE 
RATING

Europcar has achieved a Level 2 B-BBEE rating. This 
is an excellent improvement on 2017’s Level 4.

“This improvement is tangible proof of our 
leadership’s ongoing commitment and dedication 
to B-BBEE and transformation,” says Anthony 
Botha, Executive: Finance.

The first thing passengers notice as they enter the 
domestic arrival terminal at Kasane International 
Airport, is the new Europcar kiosk. 

Botswana’s Kasane International Airport’s newly built 
terminal building was officially opened in 2018 and 
the original terminal building that dates back to 1991 
has been expanded six-fold! Pictured are our team in 
Botswana who attended the opening celebrations: 
Sales consultant Lesego Olesitse, the cheerful and 
ever-helpful customer service agent in Kasane, 
Tlhopho April, and general manager for Botswana, 
Thato Mothobi.

A COMPANY TO BE PROUD OF

HELLO BOTSWANA!

World Travel Market London is a leading global event 
for the travel industry and in 2018 Europcar again 
only received positive feedback from customers – 
and no negative feedback.

“It makes me extremely proud to be part of this business 
and it certainly strengthens and cements our long-term 
partnerships with our customers,” says Martin Lydall, 
Chief Commercial Officer at Europcar. 

“One of our customers even went on to say that our 
service was one of the best in the world and 
that our levels were well into the nineties.”  

ONLY POSITIVE FEEDBACK AT 
WORLD TRAVEL MARKET

As this issue of Winning Moments was put to bed, 
the Car Rental Division had received close on 25 000 
positive comments from customers during the year. 

Among all the ‘Top Volume Stations’ of Europcar 
worldwide, Cape Town International was ranked first, 
followed by OR Tambo International at second.

24 949 POSITIVE COMMENTS 
AND COUNTING

Shantal Baker (KZN Regional Sales Manager) and 
Shantal Naidoo (KZN Regional Administrator) 
recently received a PMR Diamond Arrow award 
on behalf of Europcar. Well done! 

PMR DIAMOND ARROW AWARD



WHAT AN AMAZING 
TEAM WE HAVE!

Paging through this issue am I sure you will be equally 
proud of our company and our colleagues, many of 
whom go the extra mile for our customers – literally.

Close on 25 000 positive comments and counting!
While we cannot mention each one of the 25 000 
positive comments we received during the year, we 
do highlight some of the extraordinary stories in the 
lives of CRD team members. 

We have team members who physically sprinted 
alongside a customer to help him get to the Gautrain 
on time, one helped to save an elderly customer’s 
life, one became a ‘PI’ to help solve a crime, while 
another helped to change around a disgruntled 
customer into a Europcar ambassador for life. 
And that’s not all...

We also share Brice Thubakgale’s inspirational 
story and meet and honour team members from 
far and wide. 

What is evident throughout is the passion, pride and 
happiness our CRD team members display in their 
daily interactions with customers and peers. Our 
team’s collective, positive attitude not only sets us 
apart from the competition, but also makes a 
difference in the long term. If you consider that the 
average person will spend about 90 000 hours at 

work over a lifetime, being happy at work is 
quite important isn’t it? 

The good news is that happiness is mostly a 
choice. You can choose to be happy at work by 
thinking positively about your work, focusing 
on the aspects that you enjoy and avoiding 
negative people, thoughts and gossip. 

Enjoy this issue, and please share your stories 
with us at WinningMoments@imperialcrd.co.za. 

We would love to hear from you!

Until next time, 

Carol Brown
HR Executive

THE DAYS, WEEKS AND MONTHS OF 
THE YEAR PASS SO RAPIDLY THAT WE 
SIMPLY DO NOT HAVE, OR MAKE, THE 
TIME TO REFLECT ON ALL THE AMAZING 
THINGS THE CRD TEAM DOES. THIS 
ISSUE OF WINNING MOMENTS IS 
THEREFORE A CELEBRATION OF MANY, 
ALBEIT NOT ALL, OF THE BEST 
‘WINNING MOMENTS’ OF 2018. 
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THE 2018 TRAINING PICTURE
Training can so often be just a ‘numbers’ game. We have to report on numbers attending, and costs, 
and demographic profiles, and… but the real benefit is the difference it makes in our company and in 
people’s lives. Brian Wood, Development & Training Manager, shares some insights.  

The people story
When we reduce training to mere numbers, 
something gets lost in translation. I’d like to focus 
on other important components of the process:

• We have a wonderful team of customer focused 
 people serving the business.
• We are richer for serving a diverse group (people, 
 disciplines and business units).
• We are focusing on relevance and delivering to 

 strategic imperatives in a cost-effective and 
 timely manner. We want to judge our efforts by 
 the transfer of learning to the workplace and 
 the impact we make in the lives of individuals 
 and teams.
• We are passionate about the change and growth 
 that learning makes possible.
• We have been able to contribute materially to 
 transformation in the business (and this is 
 reflected in our B-BBEE scorecard).

We also completed a number of specific interventions with various departments managing 
culture change and focused personal development.

We look forward to being able to partner with the business into 2019 and beyond.

The CRD Development & Training numbers game

People benefiting from 
Credit bearing training for 
Call Centre personnel.

People: Internal (Products & Services, 
Methods of Payment, Customer 
Orientation, Telephone Techniques). 

Frontline staff trained in the pilot 
phase of a credit-bearing 
customer service programme.

People: Internal systems 
training (OnBase, SAGEX3, 
CRM, ERA, Impress, Power BI).

Learnership programmes 
over the course of 2018.

Total learners across Call 
Centre and Management 
Development.

People benefiting from Compliance 
training: (1st Aid, Fire-fighting, 
LR, SHE, OHS Act, HIRA, TC). 

ISO Training (Process)
completed across 
all regions.

People benefiting from Excel 
(phase 2) Basic Training.

ISO Training (Transition)
completed across 
all regions.

People benefiting from Excel 
(phase 2) Intermediate Training.

ISO Training (Auditor)
completed across 
all regions.
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THE YEAR 2018 WAS EXCITING WITH 
MANY CHALLENGES AND OPPORTUNITIES 
AND I AM HAPPY TO REPORT THAT CRD 
WEATHERED THE STORMS EXCEPTIONALLY 
WELL, WRITES CRD CEO, CORNÉ VENTER. 

THANK YOU FOR A 
GREAT YEAR...

During the year, all business sectors faced economic 
challenges, often fuelled by socio-political upheaval 
and uncertainty, and the car rental industry was no 
different. However, as a group we managed to buckle
up, stay focused and work together like the proverbial 
well-oiled machine and ride the roller coaster with 
fewer casualties than many in the industry. 

Our colleagues at Auto Pedigree produced excellent 
results amid a soft market, while the panel shop 
businesses have continued to perform well.  

I have always known that we have the best team 
in the industry, but this issue of Winning Moments 
certainly confirms this. This ranges from our 
exceptional customer care heroes, to the stars who 
make the lives of their colleagues a joy, our numerous 
awards and accolades and right through to our 
staff’s involvement in our community projects. 

Behind the scenes we have been working hard to 
improve our systems and sharpen our offerings on 
various fronts, and we will share more on this when 
we are ready to implement these exciting initiatives. 

As we look forward to a new and exciting year, 
I would like to share a quote by American 

businesswoman, Dorothy Draper, who is attributed 
to pioneering the interior decorating business in 
the 1930s. 

‘Never look back, except for an occasional glance, 
look ahead and plan for the future. Success is not 
built on past laurels, but rather on a continuous 
activity. Keep busy searching out new ideas and, 
experimentally, keep ahead of the times, or at 
least up with them.’

I wish you all the best for the year ahead! 

& NOW FOR AN EVEN 
BETTER 2019!

Corné Venter
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Mr Justy Range was caught up in load shedding 
chaos in the Sandton CBD. Having to return his 
vehicle and make his way to ORT, he saw the 
chances of making his flight on time fading before 
his eyes. Until the Sandton team leapt into action! 

Mr Range recalls:

3 December, 16:00
I am stuck in outbound Sandton traffic, heading for 
OR Tambo. Load shedding is causing absolute chaos.

16:25
I start to realise that, at this rate, I am going to miss 
my 18:00 flight. I turn back to hand the car in at the 
Sandton Gautrain depot in Rivonia Road, but drive 
straight into even worse grid-locked traffic.

16:45
Still sitting in traffic two blocks away from the 
station. It becomes clear that there is no way I am 
going to get to the station, hand in the car, and 
make my flight.

THE SANDTON TEAM SPRINTS 
TO HELP A CUSTOMER IN NEED

Sandton Branch manager Bonita Velthuyzen and her enthusiastic team are flying the flag high and carrying the Europcar name with 
pride. Bonita is pictured with her team at the new Gautrain station branch. 

THE NEW SANDTON BRANCH OPPOSITE THE GAUTRAIN STATION AND THE KIOSK INSIDE 
THE GAUTRAIN STATION TERMINAL ARE ALREADY MAKING THEIR MARK IN THE 
CUSTOMER SERVICE STAKES, AS A GLOWING LETTER FROM A CUSTOMER PROVES.



THE NEW TURNAROUND FACILITY AT 
MARLBORO ONLY OPENED RECENTLY, 
BUT IT ALREADY IS A HIVE OF ACTIVITY 
WITH AROUND 80 CARS MOVING IN 
AND OUT EVERY DAY.

I phone the Europcar call centre and ask them to put 
me through to the Gautrain Europcar depot.

I explain my situation to the lady and that I am stuck 
higher up in Rivonia Road. Without hesitation, the 
lady says she is sending a driver. About five minutes 
later, through the traffic, two gentlemen come 
running with their white shirts and green ties.

I hand over the car next to the road. The one gentleman 
grabs my bag and runs with me to the Gautrain entrance.

I make the train, make the 18:00 flight.

Please give recognition to the staff at Sandton 
station. To experience that level of dedication was 
phenomenal. I did not get their names, but they will 
know who they are. Please convey a big thank you 
to them.”
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The team that ensures top-class service at the Gautrain Station 
Terminal kiosk are Douglas Mahlase and Damian Naidoo. They 
are pictured with Sandton branch manager, Bonita Velthuyzen.

The facility, that was moved from Marlboro to 
Kramerville, supplies cars to the branches in the 
greater Sandton area. 

The impressive area covers some 10 000 m², 
has parking for 360 cars and includes a wash 
bay and workshop. It is open 24/7, 365 days 
of the year.

Pictured left are manager Eddie Beukes and 
regional manager for Gauteng Central, Annette 
Venter, while the other members of the 
Kramerville team are pictured above. 

KRAMERVILLE TURNAROUND 
FACILITY IS A HIVE OF ACTIVITY



‘Richman gave me the best 
service ever!’

OUR CUSTOMER CARE HEROES

Ms Shelly Kendrick, Europcar UK Group Operations 
Manager, had high praise for Richman Nkuna at 
the Europcar Malelane branch. 

She writes, “I recently rented a car from the airport 
and we stayed just outside the Kruger National Park 
on the Hoedspruit side. 

“On one of our days, just after leaving Berg en Dal, 
we had the unfortunate situation where our front 
left tyre went flat. We had only just started one of 
the loops off the main H road, when this incident 
occurred. 

Luckily, three game drive trucks came past us as we 
pulled over and they very kindly helped us put the 
spare on. I then made my way back to Skukuza and 
called Europcar, as I was obviously going to need 
a change-over. Little did I know at the time, that we 
were only about 30 kms from your office! I thought 
the closest office was Nelspruit.

I am writing to let you know that Richman gave me 
the best service ever! I was transferred to him and 
at the time he had no replacement car to give us. He 
promised he would locate a car and call me back. I 
received his call about ten minutes later saying he 
had a replacement. I turned his offer down, as the 
car would not have been big enough for our return 
journey back to the airport on the Sunday.

I requested another Toyota Corolla, which he didn’t 
have. He said there was a car returning at 18:00 at 
the airport in the group I had booked, and we made 
arrangements that I would drive to your office on the 
Friday morning to do the swap. Lo and behold, I got 
a WhatsApp message from Richman that evening 
to say he had found me a Corolla.

He drove all the way to the airport to collect this car 
for me and was most helpful when we got to the 
office on the Friday. 

‘Richman is a true example of a 
Europcar ambassador’ 
He went beyond the call of duty to help us and kept 
me informed all the way. He is a real asset and you 
should be proud to have such a great member of staff.

Well done to Richman. I hope he can be recognised 
for his outstanding service to his customers.”

HIGH PRAISE FOR RICHMAN
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‘I have not come across someone 
like Edana in a long time.’

EDANA IS ONE 
OF A KIND

MALCOLM BLEW 
US AWAY
Europcar Business Development Manager, 
Malcolm Hutchinson, impressed a customer 
with his professional approach. 

Ms Elonka Reuss from Bizerba writes, “Malcolm 
came to see us, as we requested a corporate deal. 
Other sales people came shortly after him for other 
requirements we had, and I just need to let you 
know how Malcolm blew us away.

‘Absolutely amazing’
From him being on time, so perfectly dressed, 
prepared with business cards, documents, a little 
peppermint afterwards, he was knowledgeable 
and could answer all our questions. 

Other sales people came unprepared, no 
documentation and our MD actually sent them 
on the road again without seeing them.

I know in today’s corporate environment one is so 
busy and we complain so quickly and hardly ever 
give a compliment. But you have a wonderful 
asset in Malcolm. 

Even after signing the deal, he responds in time, 
courteous, nothing is too much effort for him and 
he makes us feel as if we are his most important 
client. Wow! Hold on to him, he is worth his weight 
in gold.

‘Malcolm – thank you, it is so 
refreshing to do business with 
somebody like yourself. Keep 
it up.’

Ms Claire West from the AHA Hotel Group 
wrote to Megan Penrose, Europcar’s General 
Manager Western and Eastern Cape, to tell her 
how impressed she was with Edana Oberholzer, 
Branch Manager, Europcar George Airport.

“I just wanted to pop you an email to thank you and 
your staff for their amazing service.

My partner and I popped down to George for the 
weekend and after having a bit of a rough time with 
the airline, it was just so refreshing to be greeted 
with big warm smiles and such quick service at 
the desk.

During the weekend we had spotted a few problems 
with the car, stuff that you would not have noticed 
whilst driving it short distance. Your manager, Edana 
Oberholzer, was something else. My word, I have 
not come across someone like her in a long time. 
She was so professional and so grateful that we had 
pointed the things out. You could see that she was 
on top of it straight away.
 
I just find these days that people are forever looking 
at things to complain about and we are both in 
that industry where it does happen. So I really just 
wanted to take a few minutes and thank you for 
the amazing service that we did receive.
 
I use Europcar daily for work for all my Execs and 
staff and I must say I am very, very happy with the 
service that I received from a leisure perspective.
 
Thank you once again.
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‘A special thank you to Patrick 
at Fourways’

Your staff are all excellent and obviously well 
trained and committed. A special thanks 
and note to Patrick Molepo at the Fourways 
branch. This man is outstanding and should 
be acknowledged. Not only did he take me to 
the lift, but also offered to carry my suitcase. 
Later I received a call from the office to say 
that I had left my computer in the car - Patrick 
had handed it in!

‘I will be using Europcar again’

This was my first time using Europcar. I was 
so impressed! The staff were so helpful. The 
car was in impeccable condition and was a 
pleasure to drive. On drop-off I was again 
greeted, and the car was checked with me 
present. Really professional and the way the 
business should be conducted. I will be 
using Europcar in the future.

‘Thank you, Neo, for excellent 
service’

I have been renting from your Mafikeng branch 
for almost a year now. It has always been 
without hassle and the staff are all competent, 
helpful and friendly. I would also like to thank 
Neo Maphike for his excellent service.

‘Thank you for (literally) going 
the extra mile, Lanseria’

I found your staff to be very friendly and helpful 
and am very impressed with the service. What 
really stood out for me is that one of your ladies 
assisted me by driving us to the drop-off so 
that we didn’t have to walk all the way, as my 
child had been sleeping and it was quite hot. 
I really appreciated this gesture. 

‘Impressive service at Cape 
Town International Airport’

Europcar always makes life easier. I am out of 
words, but your service is on another level.

‘Small things mean a lot’

I was so impressed when returning the car. 
I had my 87-year old mom with me and they 
insisted on driving us to the airport from the 
drop-off zone. Small things mean a lot, so 
thank you for the great service. You guys 
are awesome!

‘Lucky to have Janine’

Janine is an amazing person and I know that 
every time I call, she’ll do her very best to help. 
Her approach to customer service is exactly 
what customer service should be. For me, 
Janine is Europcar. You guys are extremely 
lucky to have her.

COMPLIMENTS FROM 
OUR CUSTOMERS
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The winning Park Station team is pictured above: Solly 
Letsoalo, Tumelo Mogale, Bhekisisa Mseli, Thulani 
Malebadi, Janice Ntaka, Lihle Maruping and Puseletso 
Tshiane. Sydney Mhambi, Philasande Sinetile and Vitus 
Nwariwe were absent when the photo was taken.

I would like to compliment Janice Ntaka for being 
the best branch manager at Europcar. She was 
absolutely amazing – from when I collected the car 
to when I dropped it off again.

Sydney Mhambi is a very humble man – patient, 
respectful and helpful. He is way older than me, but 
he always treats me like a king.

I am always impressed by Philasande Sinetile and 
her excellent service.

Puseletso Tshiane is always smiling and comes 
across as particularly professional.

Vitus Nwariwe always checks my car and even 
recognises me when I happen to just pass by the 
branch.

Mr Solly Letsoalo, he is the best too. 

PARK STATION, YOU ROCK!

CUSTOMER SIMPHIWE JIJANA HAS SOMETHING GOOD TO SAY 
ABOUT EVERYONE AT PARK STATION.



Under the leadership of the CEO and working closer 
with business executives, CRD has seen a concerted 
effort in realigning the IT capabilities of the 
organisation to the broader business aspirations.

During 2018 we managed to successfully roll out 
and implement various IT service improvements, 
including:

• The upgrade of our document management 
 platforms (OnBase & Transform) provided 
 enhanced functionality aimed at improving 
 business processes. 
• The roll-out of our new Enterprise Resource 
 Planning (ERP) solution for Europcar, 
 SAGE v7, and associated decommissioning 
 of Masterpiece and POPS.
• Network improvements in Botswana and 
 Namibia in particular – bringing notable benefits 
 for the branch operations in those areas.

In addition, infrastructure upgrades have provided 
increased capacity and performance across our IT 
environment and enabled:

• The consolidation of IT operations for the Car 
 Hire Brokers (CHB), and Imperial Autobody (IAB) 
 businesses.
• A solid foundation for building a world class IT 
 shared service capability that is directly under 
 the control of the Car Rental Division’s IT team.
• Implementation of solid IT governance, with 
 particular focus on Business Continuity 
 Management and IT Security.

“These improvements have contributed to building 
a solid foundation for new opportunities in our digital 
transformation journey, and our aspirations to be 
ahead of the game in relation to car rental and 
technology,” notes Luyanda. 
 
“While the Impress platform is custom-designed 
for our business and offers unique advantages, 
the old technology it was built on did not integrate Luyanda Ntuane
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The Car Rental Division has found itself 
on an exciting digital transformation 
(Dx) journey over the past 18 months. 
We caught up with Luyanda Ntuane, 
CRD’s Chief Information Officer. 



emerging technologies well with other systems,” 
says Luyanda. 

Improved efficiencies
CRD can now look forward to additional digitally-driven 
processes that should bring a lot more efficiency to 
our business and improve overall service offering 
to customers.

“We are well on the road to bridging the gap between 
business expectations and IT capability and our 
simplified approach to IT investment has certainly 
borne fruit,” says Luyanda. 

The possibilities are endless when it comes to 
technology within the car rental industry and Luyanda 

says CRD’s relatively small team has put in a lot of 
work to make such significant progress.

“We had to let go of the hurdles from the past to 
face the future with optimism, and I would like to 
thank our positive and skilled team for their efforts,” 
he says. 
 
The team is now working closely with the broader 
business to understand the customer journey better 
and to provide reliable and cost-effective solutions 
for them. 

“Overall, our IT services need to be secure, available, 
accessible and well-governed, and that is exactly 
where we are at,” confirms Luyanda. 

A KEY FOCUS AREA FOR 2018 WAS THE MODERNISATION OF CRD’S HOME-GROWN 
AND FUNCTIONALITY-RICH IMPRESS CORE CAR RENTAL PLATFORM, WHICH IS NOW 
NEARING COMPLETION. 



CRD’s Chief Information Officer, Luyanda Ntuane, 
says, “We live in a time where cybersecurity is 
so pervasive and widespread that it doesn’t just 
affect businesses like ours, but even governments 
worldwide.” 

“While the IT department is always on high alert 
for any cybersecurity threats, our staff remains our 
first line of defence,” says Luyanda. He offers the 
following tips at work and at home.

You are a target
Be vigilant: you can never say it won’t happen to 
you. Never leave your devices unattended. If you 
keep sensitive information on an external hard 
drive or flash drive, keep it safe as well.

Avoid Phishing scams
Beware of suspicious emails and phone calls.
Be aware of criminals attempting to solicit your 
personal details. Report suspicious electronic 
communications.

Be careful what you click
Resist the temptation to visit unsafe or 
insecure websites.

Always be careful when clicking on attachments or 
links in an email. If it’s unexpected or suspicious for 
any reason, don’t click on it. Double check the URL 
of the website the link leads to.

On social media, ‘sharing’ isn’t always ‘caring’
Be aware of social networks and what you share.
Criminals can befriend you and easily gain access 
to a shocking amount of information – where you 
work, live and where you holiday – that could help 
them gain access to more valuable data.

Eight characters is not enough
Practice good password management. Use a strong 
mix of characters, and don’t use the same password 
for multiple sites. Don’t share your password with 
others, don’t write it down, and definitely don’t write 
it on a post-it note attached to your monitor.

Protect sensitive data
Protect not only your personal data, but customer 
data as well.

Physical cyber safety
Be careful with what you plug in to your computer. 
Malware can be spread through infected flash drives, 
external hard drives, and even smartphones.

“Pay attention to our security awareness campaigns
These are aimed at assisting you to become 
more secure,” concludes Luyanda.

CYBERSECURITY IS 
EVERYONE’S BUSINESS

HACKING AND CYBERSECURITY MIGHT 
SOUND LIKE CONCEPTS FROM A SPY 
FILM, BUT THE REALITY IS THAT 
EVERYONE IS A TARGET TO HACKERS. 
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HAVING FUN 
WITH THE 
ROUND BALL

THE CAR RENTAL DIVISION RECENTLY 
HOSTED A SOCCER FUN DAY ORGANISED 
BY THE GAUTENG OPERATIONS 
MANAGEMENT TEAM. 

It was a fun-filled day where the departments in the 
Division competed for three positions. Sixteen teams 
participated in the tournament and the winning 
teams were Van Rental in first place, followed by 
Chauffeur Wynberg in second, and LSC in third.



WESTERN CAPE REGION AGAIN 
DOMINATES 2018 AUTO 

PEDIGREE AWARDS

THE WESTERN CAPE REGION AGAIN DOMINATED THE AUTO PEDIGREE AWARDS IN 2018 
BY WINNING THE REGION OF THE YEAR, TAKING THE FIRST THREE SPOTS FOR BRANCH 
OF THE YEAR, PRODUCING THE EMPLOYER OF THE YEAR, AND THE TOP TWO 
SALES EXECUTIVES OF THE YEAR!

‘With the right attitude you can 
move mountains.’ - Johan Kitching

LEADING FROM THE FRONT

We spent some time with each team member to 
get behind the reason for their success.

Region of the Year
Western Cape: Johan Kitching 

Branch of the Year
First: Auto Pedigree Parow; Nicholas Rajin.
Second: Auto Pedigree Paarden Eiland; 
Pierre Carstens. Third: Auto Pedigree 
Plumstead; Andrew Thomas.

Top sales executives 
First: Robby Kayembe; Auto Pedigree Plumstead
Second: Lucinda Moosa; Auto Pedigree Bellville

Employee of the Year
Ferdi Gray: Auto Pedigree Brackenfell

Leading from the front 
Leading the successful team is Regional Manager 
Johan Kitching, who has steered the region to the 
top spot for Region of the Year no less than 
four times!
 
Johan, a retail guru with almost forty years of 
experience, believes in surrounding himself with 
people who share his “winning attitude”. He is quick 
to give credit to the team: “We have managed to 
bring together an exceptional group of people over 
the last number of years,” he says.
 

He believes in leading from the front and is never 
short of drive and enthusiasm, which obviously 
rubs off on his team.

He gives credit where it is due and conducts monthly 
meetings where the team shares in each other’s 
success. Johan is also a great motivator and goes to 
a lot of trouble to ensure his team remains inspired. 
He is close to his staff and believes that with the 
right attitude you can move mountains!

PAROW DOES IT IN THREE 
YEARS IN A ROW

Nicholas Rajin, Branch Manager at Auto Pedigree 
Parow, and his team have taken the title of Branch 
of the Year for the third time in as many years.

Nicholas, who was promoted to sales manager 
before the age of 21, is quite adamant that he 
won’t rest before he has achieved his goals - and 
consistently being Branch of the Year is obviously 
one of them!

With a winning mindset and can-do attitude, the 
team is already looking forward to taking the 
title again next year!
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UPPING THE ANTE 

Pierre Carstens took over the role of branch manager 
at Auto Pedigree Paarden Eiland from mid-2018 
when he was transferred from Bellville.

Business is in Pierre’s blood and he’s been selling for 
almost as long as he can remember. If he wasn’t 
delivering newspapers as a child, he was peddling 
oranges next to the road!

Pierre has big plans for Paarden Eiland and wants 
to bring the branch back to its peak sales figures of 
around 30 units a month. “Thereafter we will aim for 
35,” he says confidently.

The ABC of selling
Selling is simple, according to Auto Pedigree 
Plumstead branch manager, Andrew Thomas. “You 
need to adhere to three basic principles: know your 
customer, listen to your customer and sell to your 
customer.”

Andrew, who cut his teeth in the furniture retail 
environment, believes the art of selling is universal. 
“The article may be different, but you are still 
selling to people,” he says. 

SIX YEARS IN SUCCESSION

Robby Kayembe from Auto Pedigree Plumstead 
started at the branch six years ago and has taken the 
prize as top salesman in the country ever since!

Robby put in a big prospecting effort when he first 
started out but has since become so well known 
that most of his sales are from referrals.

The thought of becoming a branch manager now 
appeals to him and he has very clear ideas on 
what the branch should be like. “It should have a 

minimum of seven sales executives and be the 
biggest branch in the country!” he says.

LUCINDA EXCELS AMONG HER 
MALE COLLEAGUES

Rather than feeling intimated as a woman in a 
“man’s” world, Lucinda Moosa from Auto Pedigree 
Bellville says she embraces womanhood.

She doesn’t shy away from checking under the car 
or changing the number plates and, as such, is not 
any different from her male colleagues.

She was the runner-up in the Sales Executive of 
the Year awards in 2018 and has been in the top 
three more than once.

Even though she has been offered the position 
of branch manager, Lucinda prefers her present 
position (for the moment) but doesn’t rule out the 
possibility in the not too distant future.

ALL DESTINED FOR GREATNESS

Ferdi Gray, branch manager at Auto Pedigree 
Brackenfell, was flabbergasted when his name 
was called out as Employee of the Year. 

“It was totally unexpected, but a huge honour,” 
he says. “I have been with Auto Pedigree for just over 
five years and will never look back. I have come so 
far because of such a great company and such a 
great team.

“It is stated that our customers deserve a great 
deal, but we all deserve greatness too. It is within 
everyone’s reach!”



CUSTOMER SERVICE AGENT BRICE 
THUBAKGALE WAS BORN WITH 
DIABETES, BUT HE NEVER ALLOWED 
THAT TO DEFINE HIM. LITTLE DID 
HE KNOW THE CHALLENGES HIS 
CONDITION WOULD BRING IN LIFE. 

Brice started working for Europcar as a driver about 
five years ago and was soon promoted to quality 
controller. And while Brice always followed a healthy 
lifestyle, a complication of his diabetes set in and he 
developed gangrene in his feet. First, he had to deal 
with losing one leg and later the other one also had 
to be amputated. 

Despite these hardships and going through a 
divorce, Brice remained positive, always showed 

up for work whenever his health allowed, and 
never complained. He was no longer able to work 
as a quality controller, but Brice was promoted to 
customer service agent.

Being wheelchair bound, it became increasingly 
difficult for Brice to commute using taxis to get 
to and from work. With his wheelchair taking up 
additional space, some taxis would refuse to 
take him on board.

Brice recently had the opportunity to share his story – and show off his prostheses – to a few members of the CRD Executive team. They are, 
from left, Jody Naidoo, Pieter Jacobs, Martin Lydall, Luyanda Ntuane, Carol Brown, Corné Venter, Anthony Botha and Wynand Pretorius.

NO OBSTACLE
IS TOO BIG 
FOR BRICE

Brice with his dear friend, Alfred Phukupje, who has always 
been a pillar of support.



Brice then appealed to the Car Rental Division to 
help him obtain prosthetics that would allow him 
to get by without the wheelchair and the company 
embarked on a process to assist him. He was 
evaluated by BMK Orthopaedics and found to be 
an extremely favourable candidate for prostheses, 
as he was strong and a capable walker.

So, one fine Friday, Brice travelled to Nelspruit with 
his son and daughter to have his prosthetics 
fitted. He took his first steps on his new “legs” that 
very afternoon and continued with the training on 
the Saturday. The following Monday, he proudly 
walked into the office and was greeted with great 
jubilation and emotion by his colleagues. 

Now Brice is able to walk again with the help of his 
prostheses. He is a real inspiration to everyone with 
his positive attitude and absolute commitment to 
his job.

Thank you, Brice, for the example you set, 
we look up to you!Brice Thubakgale is pictured with Jéan van der Bank, 

GM Operations - Gauteng, Mpumalanga, North West, 
Limpopo and Swaziland and Linda du Preez, 

Regional Manager: Gauteng.

This serves as good advice to all of us. Often, the 
word ‘disability’ is immediately associated with 
inability or even incapacity. 

A person’s disability may take many forms – it could 
be physical, sensory, intellectual or mental. In many 
cases conditions classified as disabilities may have 
little or no impact on a person’s ability to work and 

EMBRACING DISABILITY IN THE WORKPLACE
live a fulfilling life. Therefore, instead of focusing on 
what a person with disabilities cannot do, we should 
make a mind shift and focus on the myriad of things 
people with disabilities are able to do.

Our very own Brice Thubakgale is a sterling example 
of someone who lives life to the fullest, despite the 
setbacks he has faced in life.  

At times, we experience discomfort when dealing with 
a person with a disability. Bear these tips in mind: 

• Use the right terminology. Rather than saying a 
 person “is disabled”, say a person “has a disability.” 
• Make eye contact and speak directly to the person. 
• Ask a person with a disability if they need help 
 before acting. 
• Ask polite questions when appropriate.
• Avoid condescension or pity.

THE LATE STEPHEN HAWKING ONCE SAID, 
“MY ADVICE TO OTHER DISABLED PEOPLE 
WOULD BE, CONCENTRATE ON THINGS YOUR 
DISABILITY DOESN’T PREVENT YOU DOING 
WELL, AND DON’T REGRET THE THINGS IT 
INTERFERES WITH. DON’T BE DISABLED IN 
SPIRIT AS WELL AS PHYSICALLY.” 
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GREAT NEW LOCATION 
FOR TEMPEST IN CAPE 

TOWN CBD

THE TEMPEST CAPE TOWN BRANCH HAS A SNAZZY, SHINY NEW HOME IN THE CAPE 
TOWN CBD. WE WISH THE TEAM MANY HAPPY CUSTOMERS AND RENTALS IN THEIR 
NEW FACILITY. 

Pictured are, from left, Megan Penrose, General Manager Eastern and Western Cape, Joslyn Basson, Babalwa Mbolekwa, Ummehani 
Abdul Majudith, Branch Manager, Trevor Abrahams, Vusumzi Jack, Andrew Nelson, Adin Fillis and Gareth Bota.
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Tempest took the honours in Port Elizabeth, while it 
was the turn of Europcar in George. And there is no 
end in sight for Tempest East London as they won 
the award for the seventh time in succession!

Well done to the Eastern Cape region, 
you did us proud.

EASTERN CAPE FLIES HIGH IN 
FEATHER AWARDS, TAKING 

ALL THREE PRIZES

IT WAS THREE FEATHERS IN THE CAP 
OF EUROPCAR AND TEMPEST WHEN 
THEY SCOOPED THREE ACSA FEATHER 
AWARDS AS THE TOP RENTAL CAR 
COMPANY AT ALL THREE AIRPORTS 
IN THE EASTERN CAPE REGION!

Pictured from left, Liezel Gerber, Rhodowayne Erasmus, Donae 
Veary (Kiosk Supervisor), Beverley Hutton (Airport Manager), 
Nokuphila Zisile, Barbara Moffat and Lucian Nel.

Pictured from left, Anette Taljaard, Jerome Cornelius, Edana 
Oberholzer (Airport Manager), Trevor du Toit, Laetitia Jumat, 
Kathryn Vroom and Andrea Rother (Airport Supervisor).

The Winning Port Elizabeth team Going for Gold (and green!) in George

Pictured from left, Fritzaline Mc Alister (Kiosk Supervisor), 
Gcobisa Ndabankulu, Athene Naidoo (Airport Manager) 
and Raydon Borchards.

7-time Winners - The amazing East London team
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Sizwe Khumalo and Kubeshni Pillay.

CUSTOMER HAPPY TO BE 
REUNITED WITH HIS FITBIT

Mr Charles Tony Robson was overjoyed to be reunited 
with his Fitbit by the team at King Shaka Airport. 

He writes: I phoned your office on Monday morning 
and spoke to Kubeshni Pillay to ask if there was any 
chance my Fitbit device might have fallen out in the 
car. She told me that there was nothing in “lost and 
found” and that the car had already been rented out 
to the next customer but promised to check when 
the car came back.

She was true to her promise and requested Sizwe 
Khumalo to search the car for my tiny device. Well 
done to Sizwe (and maybe his team of helpers) 
who found the device and notified me right away!  

Congratulations and many thanks to everyone 
involved for their diligence and willingness to help.  
Well done!

THE KING SHAKA 
TEAM IMPRESSES

CLIENT SERVICE IS SMANGA’S 
DESTINY

Tempest Car Hire Brand Ambassador, André Cruse, 
was impressed with Smanga Dladla at TKSIA.

“I am so impressed with this gent: his love for his job 
and people is absolutely amazing. I am so proud to 
be an ambassador when I get to meet such wonderful 
Tempest employees. Just his way and friendly manner 
was infectious: client service is his destiny!

Most people I deal with at Tempest are fantastic, 
but some do stand out like Smanga.”

‘SMANGA IS CHEERFUL AND 
PROFESSIONAL’

Mr and Mrs Merrick and Pat Dunster were also 
impressed by Smanga. 

“I would like to compliment Tempest, but most 
importantly Smanga, your attendant in the car park, 
for his excellent service we received when collecting 
and returning our car.

He has such a cheerful and professional demeanour 
and was most helpful in doing so much to help my 
wife and I with a trolley and our bags etc. It’s just 
great when one comes across that these days. He 
is a credit to your company!”

TEMPEST STARS IMPRESS

Mr Jairaj Rampershad had a compliment for Wilson 
Sibiya and René Anderson at Tempest King Shaka 
International Airport.
 
During middle September, I had made a booking with 
Tempest. Due to circumstances, I had to change 
my dates via the national call centre. Unfortunately, 
when I arrived to pick up the vehicle, there was a 
problem with the dates and pricing. René and Wilson 
went over and beyond expectations to help resolve 
the issue. I was most impressed with Wilson for his 
efforts to find a resolution. René was also 
instrumental in getting this resolved. Both of the 
stars offered sterling service to resolve the issue. 

‘I am so proud to be an ambassador when I get 
to meet such wonderful Tempest employees.’
- André Cruse, Tempest Brand Ambassador.
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OUR CRD HEROES

WE ASKED THE CRD TEAM TO SUBMIT 
THEIR STORIES TO WINNING MOMENTS 
AND GIVE DUE RECOGNITION TO THEIR 
COLLEAGUES. THE RESPONSE WAS 
AMAZING. WE SHARE SOME OF THE 
SUBMISSIONS. 

Share your story with Winning 
Moments! Simply send an email to: 
WinningMoments@imperialcrd.co.za.

23

‘DARREN DAVIDS WAS THERE 
 IN MY HOUR OF NEED’

Carmen Marais from Europcar Head Office says 
colleague Darren Davids was there in her hour 
of need. 

She writes: “I was recently involved in a car accident. 
It was long after hours and Darren did not hesitate 
to come to my rescue when I called. 

Darren was scheduled for leave and he was preparing 
for a trip the next day, but that did not stop him from 
helping me.

I will remember this for the rest of my life as it really 
does make work a better place, just knowing you 
have team mates you can count on.

Thank you, Darren Davids for making this world a 
better place.”  

‘RICARDO BURCH IS THE 
 ULTIMATE TEAM PLAYER’

Elizma Graham at the Europcar Cape Town Depot 
says Ricardo Burch is always willing to help his 
fellow team members, no matter how much work he 
has of his own. “He will always, always make time to 
assist were help is needed.”

‘I AM PROUD OF OUR TEAM’

Dimakatso Mosuwe, Dispatcher at Sandton Chauffeur, 
wrote to introduce her “awesome” team.

“I would like to tell you about our amazing team here 
at Sandton Chauffeur service branch. We work as a 
team to meet all the requirements from the hotels 
that we provide service to and we make sure that 
they are happy at all times. 

We make an effort to always ensure we have people 
on standby to fill in when someone is on leave or 
calls in sick.

The chauffeurs are always friendly and professional, 
and they make sure that hotel guests are well taken 
care of.

Some guests will even book and request the same 
chauffeur they had the previous time as they had 
received such good service.

“I am really proud of our team!” And so are we. – Ed. 

can. I enjoy working with her and she and her team 
make my job a lot easier. 

Evans Motlokwa, Rental Agent at Randburg branch, 
always helps without ever complaining. He goes the 
extra mile and will always find a solution without 
putting blame on anyone. He is a real team player.”

‘JEROME AND TREVOR, YOU 
 ARE THE BEST’

‘Thank you Europcar colleagues’
Tumie Ntseki from Gage Car Hire would like to give 
credit to her Europcar colleagues. She writes: 

“Janice Ntaka, Branch Manager at Park Station,
is always willing to assist. Her staff is equally 
accommodating, and you will often find her in the 
car park with customers helping everywhere she 

Kathryn Vroom of George Airport writes: “I work with 
the most amazing two team members in the George 
Western Cape branch: Jerome Cornelius and Trevor 
du Toit. A few months ago, both the branch manager 
and the team leader were booked off for various 
reasons, and I ended up taking over many duties, some 
expectedly and some unexpectedly in their absence. 
Without the support and help of Jerome and Trevor, 
I would not have been able to cope. They never 
complained; they did it with a smile. I couldn’t 
imagine a better team, and they deserve a seriously 
massive thank you!” 



FOCUS ON
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CPT INTERNATIONAL AIRPORT

The best location Middle East and Africa
The Europcar branch at Cape Town International 
Airport was recently named the best location 
Middle East and Africa. 

This is based on performance over the past twelve 
months, as measured by Cartrawler’s customer 
service surveys.

Cartrawler is the world’s leading B2B travel technology 
platform and one of Europcar’s largest global online 

partners. They survey all customers and the results 
are carefully monitored and displayed on their 
websites. These ratings are extremely important 
for Europcar as they influence customer choice.

In general, ratings for South Africa are very high 
across most car rental companies compared to 
other countries. To have received the award for 
best location over the past twelve-month period 
is therefore an exceptional achievement.

CAPE TOWN INTERNATIONAL AIRPORT WAS HONOURED WITH A PRESTIGIOUS AWARD BY 
THE INFLUENTIAL CARTRAWLER PLATFORM. WE CAUGHT UP WITH AIRPORT MANAGER, 
PAULA BRYCE, TO GET BEHIND THE TEAM’S SECRET TO THEIR SUCCESS.
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HARD WORK AND THE 
RIGHT ATTITUDE

“We work hard to get our 
customer service where it is - it is 
a non-negotiable.” - Paula Bryce.

Attitude is top of the list of attributes
While they do look at the skills set of potential new 
team members, it is the attitude that determines 
whether newcomers will fit into the motivated and 
dedicated team or not. “This is a job you can either 
do, or not do, there is no in-between,” says Paula. 

“It can be very demanding and stressful, and you 
have to be particularly thick-skinned sometimes.” It 
can also be a lot of fun, though, and Paula makes 
sure that the team always have a reason to look 
forward to coming to work. 

There is also no such thing as “it is not my job”, as 
everyone jumps in where and when needed. “We 
have a strong team culture, and everyone goes 
beyond the call of duty. Each day brings a new 
challenge and while some days may be better than 
others, we are always back at work the next day with 
a huge smile on our faces.”  

While a staff complement of almost 100 may seem 
adequate for the biggest branch in the Europcar 
South Africa group, they process thousands of 
transactions every week, with the odd curved ball 
thrown in just for good measure. 

Paula admits that they work in a high-pressure 
environment. “But we thrive on the challenges 
and live on the adrenaline!” 

AIRPORT MANAGER, PAULA BRYCE, 
RUNS A TIGHT SHIP AT CAPE TOWN 
INTERNATIONAL AIRPORT. SHE SHARES 
HER BUSINESS PHILOSOPHY WITH 
WINNING MOMENTS.



Another group of customers distracted the customer 
and, in the process, took his wallet. “Everything was 
gone, and the police needed to review the video 
footage to follow up on the case,” recalls Paula.

“I then phoned Luyolo, who was on duty and asked 
him to assist. Luyolo had never worked on the 
cameras before but said he would make a plan. “He 
actually sat there and figured out how the cameras 
worked. I have no idea how he did that,” says Paula.

Using the footage, police were able to identify the 
culprits and Luyolo accompanied them to the driver’s 
address. When they arrived, they found the 

registered driver at his home, while his friends were 
out with the car they had rented. The police instructed 
the driver to call his friends and tell them to come 
back. Upon their return, they boasted about the 
wallet without realising that the police were waiting 
for them.

As they were not authorised to drive the car, the car 
was confiscated, and the criminals apprehended!

“Luyolo is a real star,” says Paula, “and a great asset 
to the team.”

LUYOLO (‘PI’) TO THE RESCUE

WHEN PAULA BRYCE, EUROPCAR’S AIRPORT MANAGER AT CAPE TOWN INTERNATIONAL, 
RECEIVED A CALL ABOUT A CUSTOMER’S WALLET THAT WAS STOLEN WHILE HE WAS 
COMPLETING HIS DOCUMENTATION AT THE RENTAL COUNTER, SHE KNEW WHO TO 
PHONE FOR HELP – LUYOLO MAXOKI.
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Daryl Louwrens, Kiosk Manager at Cape Town 
International Airport, shared this compliment 
Princess Valashiya received from a customer: 

Daryl says, “We were having a busy day at the 
counter, and the customer, Mr Lipz, waited about 
25 minutes to get to the front. Understandably, 
by the time he got to the front, he was very 
irritated and grumpy. 

However, Princess changed his view and managed 
to win him over from a very angry/irritated customer 
to a very content and happy customer. He even said 
he would gladly have waited longer in the queue 
had he known he would be helped by someone 
like Princess!

He even went one step further and addressed all 
the customers in the queue (which by that time 
was almost out the door) and said, ‘Good morning 
Ladies and Gentlemen, this is Princess and she gives 
excellent customer service, she has just changed 
my attitude from irritated to very happy’.

“It is such a wonderful compliment and indicative of 
the passion and dedication Princess demonstrates 
every day,” says Paula. “She managed to impress 
the customer so much that he came in again upon 
his return to ensure that we were all made aware of 
Princess and how she made him feel.”

WISEMAN AND NOX MAKE 
A GREAT TEAM

PRINCESS BRINGS JOY 
TO A CUSTOMER

When a customer called late one evening, in tears, 
after she had been involved in an accident, the 
Europcar Cape Town roadside assistance team, 
known as Cape After Six, was called in to help. 

Paula Bryce recalls how she spoke to the customer 
service agent on duty, Wiseman Mrwetyana, 
and asked him to assist and call the customer 
immediately as she was very upset. 

As the accident had occurred in Ottery, there would 
be a time delay in getting to the customer, so 
Wiseman took it upon himself to call in the help of 
a colleague, Nonolela Dondolo (known to all as Nox). 
Nox is also a customer service agent and is based 
at the Cape Town International Airport branch in 
the termination area.

Paula recalls: “Wiseman knew that Nox lived in 
Ottery, close to the accident, and asked him to 
go to the customer to reassure her and stay with 
her until he arrived with the tow truck.”

Nox was off duty at the time, but immediately went 
to the customer and stayed with her until Wiseman 
arrived. While he was waiting with her, he chased 
away all of the illegal tow truck drivers who were 
pressurising her to sign towing documents. “If she 
had done so, she would have been liable for illegal 
towing fees,” notes Paula. 

The customer chose not to take another vehicle as 
she was still too upset and Wiseman and Nox stayed 
with her until her boyfriend arrived to take her home.

True dedication indeed!

Princess managed to turn a grumpy 
customer into a very happy 
Europcar ambassador.



GIVING BACK TO THE COMMUNITY

THE TEAM AT EUROPCAR IS ALWAYS WILLING TO CONTRIBUTE TO THE WELL-BEING 
OF OTHERS AND WAS INVOLVED WITH VARIOUS BIG EVENTS DURING 2018. WE 
HIGHLIGHT A FEW.

The Sunflower Tour of Light
In aid of the Sunflower Foundation, this cycle over 
eight days – starting at the Grasmere toll plaza in 
Johannesburg and ending in Cape Town – aims to 
raise awareness of Leukaemia as well as the need 
for South Africans to join the stem cell registry 
and become stem cell donors. 

Two participants of the 2108 tour have conquered 
cancer themselves. Europcar provided the vehicle 
backup for the Tour.

Tour de Limpopo 
The Tour de Limpopo is a four-day stage race in the 
Limpopo Province. It is also the first international 
road cycling stage race to be hosted in the province. 
The race promotes continued and sustained cycling 
development and investment into community 
SMMEs as service providers to the event. Europcar 
is the official vehicle sponsor.

MTN 702 Walk the Talk 
The MTN 702 Walk the Talk is Joburg’s biggest 
walking event with over 50 0000 participants. It is 
a huge fund-raising event and also raises 
awareness of cancer.

ABSA Jewish Achiever 
The ABSA Jewish Achiever Awards recognises top 
performing individuals across various categories
in business and in the broader community.
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Pick n Pay Marathon
The Pick n Pay Marathon is a regular go-to for 
long-distance runners. The event is held in 
Bedfordview and attracts a field of 6 000 athletes. 

Knysna Oyster Festival
Known as the best ten days of winter, South Africa’s 
premium sport and lifestyle festival hosts a number 
of sporting events in the month of July.

Europcar Women in Leadership Award
Europcar is the proud sponsor of the Europcar 
Women in Leadership Award, which serves to 
celebrate prominent women leaders in South Africa 
and to recognise the achievements of women. This 
year the award went to Bonita Meyersfeld.

Telkom 94.7 Cycle Challenge
Europcar sponsored close on 70 cars for the 
organisation and management of the event. Some 
of the interesting statistics of the event include:

Riders: 26 000
Liquid refreshments: 41 000 litres of water, 
21 000 litres of Powerade and 15 000 litres of 
Coke consumed by thirsty competitors!

Officials on the route
There were 500 JMPD officers, 327 marshals and 55 
Off-road rescue units.



FOCUS ON OR TAMBO AIRPORT
Introducing some of the customer care heroes at ORT 

Pictured with Werner Engelbrecht: Regional Manager OR Tambo International Airport are, from left, Thabisile Kunene, Annemarie 
Burr-Dixon and Marguerite Theron.
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‘ANNEMARIE BURR-DIXON 
 IS A LIFE-SAVER’

Mr Alec Newell wrote to share how Annemarie 
Burr-Dixon’s calm leadership helped to save his 
elderly father’s life. 

He writes: “Earlier this year I received the type of 
call a son never wishes to receive. My father had 
collapsed in Europcar at OR Tambo International 
Airport. I can only imagine the frightening experience 
for those who witnessed it. However, the professionalism 
from Annemarie in dealing with the situation and, 
more importantly, the ‘after-event support’ is 
much to be praised for. 

I am sure she was not the only one involved but, on 
this occasion, Annemarie was a hero to many. The 
importance of customer service is one thing, but the 
ability to take leadership in a time of need is what 
sets certain individuals apart. I would like to think her 
calm reaction comes from good training, but I 
know it also takes a certain personality. 

MARGUERITE IS NOT A STAR, 
SHE’S A 5-STAR!

My father is currently recovering in ICU after a 
successful operation. Thanks to the actions of 
Annemarie and all involved, it seems he is set 
to make a full recovery.” 

Marguerite Theron received a 5-star rating on 
HelloPeter from customer Mangaliso Vilakazi. 

Ms Vilakazi writes, “I would like to bring to your 
attention the constant good service I receive from 
Marguerite. She is a true gem and goes out of her 
way to ensure customer satisfaction. 

“She is always polite and helpful. My car has been 
giving issues for almost two months and I had to 
do many extensions telephonically. Trust me, if you 
speak to this lady, you know all will be well!”



Mr Duncan Palmer says he values the service from 
Belina Matlala. 

“I would just like to make you aware of the excellent 
service I receive from your staff, especially Belina.

I contract for the Omnia group and make use of 
Europcar every week. Belina always greets me with 
a smile and provides me with quick and efficient 
service and when turnaround time at the airport 
counts to get to your first meeting, it makes one 
really value this kind of service. Keep up the good 
work Belina!”

From left: Wandile Thabalala, Bekifa Sambo, Clifford Zungu and 
Belina Matlala are pictured with Werner Engelbrecht: Regional 
Manager OR Tambo International Airport.

‘In a world and country spilling 
over with inefficiency, discourtesy 
and mediocre lethargy, what a 
welcome breath of fresh air.’

‘Thank you so very much’
Marguerite also impressed Ms Daniele Short, who 
wrote: Thank you so much, Marguerite, for your kind 
and professional help and for going out of your way 
to help a long-term customer and the consideration 
also given to me by your management team. This 
all speaks very well of Europcar. I appreciate this 
so very much.

I hope you will forward this message to your 
management team, to let them know that I truly 
do appreciate your outstanding help so very 
much, and theirs as well.

CLIFFORD PHONES 11 TIMES 
TO REUNITE JOURNALIST 
WITH LAPTOP

Clifford Zungo helped Mr Darrel Bristow-Bovey, a 
well-known South African columnist, to get his laptop 
back, and it wasn’t easy. 

Mr Bristow-Bovey tweeted, “My respect and gratitude 
to Clifford from @EuropcarSA at OR Tambo this 
morning, who found my laptop in a baggage trolley 
where I left it, tracked down my number, and called 
me eleven times until I finally answered.” 

In a later tweet, he said: “I’ve just picked it up, and 
as I walked through the parking garage everyone 
wearing a @EuropcarSA outfit grinned and said: 
‘You’re the guy who left the laptop!’”

‘WANDILE IS A STANDOUT 
 AMBASSADOR FOR EUROPCAR’

Mr Mike Schalit wrote to compliment Wandile 
Thabalala. 

“He is an invaluable, standout ambassador for 
Europcar and always warmly and smartly sorts 
everything and everyone out.  

I’d simply like to pass on compliments about the 
absolute gem of a person you have there. In fact, 
Wandile’s presence is so impactful, you can 
always feel his absence. 

Things don’t quite run as smoothly when he isn’t 
there. And actually, while I’m at it: purely on an email 
level, as we have never met, the courteous efficiency 
I get from Cindy and Felicia with my last-minute 
email requests is also hugely appreciated. 

‘BELINA ALWAYS GREETS ME 
 WITH A SMILE’

In a world and country spilling over with inefficiency, 
discourtesy and mediocre lethargy, what a welcome 
breath of fresh air.”
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Uplifting a community in need
Over the last three years, Car Rental Division has 
been actively involved in uplifting a small, informal 
community in the South of Johannesburg. 

“Through various corporate, sponsored and 
employee participation initiatives, we are slowly 
making an impact in this community,” says Tracy 
Pitchers, who champions the project.

“Early Childhood Development (ECD) is key in this 
project, along with improving the community’s 
basic living conditions.”  

To this end, Car Rental Division sponsors ten 
children to attend crèche to gain access to an 
Early Childhood Development programme and 
nutrition. All the children are from disadvantaged 
communities and single parent households with 
limited income.

The crèche is located in the semi-rural area of 
Langlaagte/Eikenhof on the R550. Due to the 
location, CRD also provides safe transportation 
for the children through a Level 1 BEE supplier.

Government has identified ECD as a crucial part 
of children’s development and for preparing them 
for the formal school environment. 

This initiative is the follow-on from the ECD 
playgroup with Cotlands, which was held every 
Saturday at the informal settlement where the 
children live. Due to poor access, it was decided 
that the toddlers would benefit more from 
attending ECD fulltime.

MAKING AN IMPACT IN 
A COMMUNITY

WE TAKE A LOOK AT THE VARIOUS CORPORATE SOCIAL INVESTMENT PROJECTS CLOSE 
TO THE CRD TEAM’S HEARTS.



Back to School
Back to School is an initiative focused on providing 
an opportunity for staff to give back by pledging 
an amount every month. The funds raised over the 
year are allocated to the various regions in line with 
the value of the pledges and are used to buy school 
basics for children in their communities.

The annual Grade R Christmas Party 
Each year, CRD sponsors the Imperial Ukhamba 

Community Trust’s Grade R Christmas Party, 
Prize-giving and Fun Sport Day. These events are 
Gauteng based and staff can volunteer to assist 

with the events on the day.

In 2018 it was held at Finetown Primary School 
in Ennerdale with over 300 learners participating. 

Volunteers from Europcar, Tempest and Auto 
Pedigree assisted with the various activities, the 

highlight being the drumming. The children 
thoroughly enjoyed the party and great fun was 

had by everyone. 

Improving living conditions
Through the sponsorship of CRD suppliers and the 
support of employee volunteering, CRD provided ten 
double bunk beds with linen for the children. 

“For some of these children it was the first time they 
slept in a bed,” says Tracy.

The funds raised will also go to providing dry latrines 
in the near future, as well as solar lights.
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Helping the Society for Animals in Distress
CRD provided three vehicles to assist the Society for Animals in Distress (SAID) in transporting staff and equipment 
to their project in Touws River. SAID is an established veterinary care provider that has been serving South Africa’s 
rural, impoverished population for 60 years. 

Youth at Work Day
Earlier this year, 13 boys from CRD’s Community 
Upliftment Project were invited to our very first Youth 
at Work Day, which was hosted by the IT Department 
at Head Office. 

Says Tracy, “All of the boys are from marginalised 
backgrounds and don’t get to see the opportunities 
that abound beyond their circumstances.”

The purpose of the day was therefore to broaden 
the boys’ horizons by exposing them to Information 

Technology and 
a corporate 
environment. 

“The IT Team 
made such a 
positive impact 
on these young boys that they didn’t want to leave 
– they wanted to come back the next day and 
every day thereafter, proving that the day was a 
great success!”

Getting involved with 
volunteering
The KwaZulu-Natal team 
actively supports Thanda 
and has supported them for 
the past two years on Youth 
and Mandela days by 
painting their building.



EUROPCAR VAN RENTAL 
STEPS UP TO THE PLATE

More focused on corporates, the stakes are high 
because our customers are dependent on our 
vehicles to conduct their business. We therefore 
need to ensure that our vehicles are up to the 
challenge. The vehicles generally also work harder 
over a longer period and their reliability is crucial, 
as our customers cannot afford any downtime. 

General Manager Europcar Chauffeur Service and 
Van Rental, Betram Smith, and his able team in 
Pomona, Kempton Park, are responsible for the 
smooth operation of the business that includes 
bakkies and people carriers (and a recovery vehicle). 

They are doing a sterling job, as is evident from the 
letter received from Mr Thinus Jansen van Vuuren, 
Fleet Manager at Vusela Risk Services. “Mr Jansen 
van Vuuren worked in a high-stress and taxing 
environment and we needed to ensure that we 
delivered only the best service as we do with all 
our customers,” says Bertram. 

The customer writes:
“As I have reached the end of my contract and I have 
decided to follow my own interests, today is my last 
working day at Vusela.

I would like to thank the whole team from Europcar 
that I have had the privilege to work with over the 
last 19 months, even those who have since left, but 
were instrumental in the establishment of the team 
concept between Vusela and Van Rental.

I would like to commend all the people – from the 
top to the bottom – for your sustained excellent 
level of service delivery even when Van Rental was 
going through a time when people were leaving 
and new staff had to take over the responsibilities.

Once again, I thank you all for your patience with 
and kindness towards me, even when at times 
I turned out to be rude.

May you all be blessed as individuals in all aspects 
of your life, which in turn will also then cause the 
company to be blessed by association.

Again, thank you all and please pass this on to 
those individuals that I may have omitted 
to address.”

WHILE THE CAR RENTAL INDUSTRY 
IS DEMANDING AT THE BEST OF 
TIMES, THE VAN RENTAL SIDE OF 
OUR COMPANY BRINGS ITS 
OWN CHALLENGES

The Van Rental team is pictured with Bertram Smith, General 
Manager Europcar Chauffeur Service and Van Rental (centre 
back). Front: Briandan Legoabe, Domnicia Kubayi and Kgaugelo 
Kutu. Back, from left: Avindra Munsamy, Kenneth Machaba, 
Bongani Mavuso, Nkosinathi Ngwenya, Travis Soondarjee and 
Thato Lechuti. 
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That is a huge chunk of work time – often 
unproductive. And not only that, your stress levels 
increase the more you check your email, yet people 
return to their inboxes over and over all day long. 
Research indicates that it takes roughly 30 minutes 
to get back into the proper, focused state of mind 
after checking your emails.

Time management expert Jocelyn K. Glei offers 
some advice and guidelines on managing your 
email load. The tips are broad and serve as general 
guidelines. How they are implemented would 
naturally depend on the kind of job you do or your 
role in the organisation. 

Use the first hour or 90 minutes of your day on 
important work. That’s when your energy is high, 
and your thinking is clear. Before tending to 
emails, accomplish something that demands 
your time and attention.

An email is a conversation
See every email as conversation, a social 
interaction that requires politeness, sensitivity, 
finesse and kindness.

Be to the point
Ensure your emails are clear and concise.

Don’t let your emotions get in the way
Don’t send emails when you are angry, hungry, 
tired or in a rush.

Damage control
If you fire off an email you regret, try to repair the 
damage right away. You may need to speak to the 

person by phone or face-to-face. You can’t fix an 
email problem on email.

Think before you send
Emails sent it anger will come back to haunt you. 
Take a break and rethink your tone before pressing 
the send button. Unkind words you use in an email 
are likely to find their way back to your inbox. 

Be professional
Edit and preview – carefully look over your email 
before you send it. Take out unnecessary words or 
sentences. Correct typos or grammatical errors. 
You always want to be professional. 

Emails are permanent
Think before you write – emails are permanent 
records. Don’t say anything about another person 
that you wouldn’t say to his or her face. Your 
message could wind up in the wrong inbox. Don’t 
complain about someone or engage in gossip. 
You get back what you put out.

Tips for managing emails
Author Stephanie Vozza offers some tips for 
managing emails:

Put it on the schedule if you can
If your job allows, try checking emails only at certain 
set times during the day.

Quit the CC
Write fewer emails and copy fewer people on your 
emails. Try to refrain from hitting ‘reply all’ unless 
you have to. Before you send out an email, carefully 
consider whether sending it is necessary. This little 
change alone reduced the amount of email traffic by 
fifty percent at one company.

STRATEGIES TO MANAGE
YOUR EMAIL

PEOPLE CHECK THEIR EMAIL AN AVERAGE OF 74 TIMES A DAY AND SPEND NEARLY 
30% OF THEIR WORKDAY ON EMAIL.

36

THE DO’S & DON’TS OF EMAILS



Set up rules
Set rules that will automatically filter non-urgent 
emails and sort them into separate 
folders. That way, they won’t distract you, and you 
can read them at your convenience.

Stop using your inbox as to-do list
Don’t treat your inbox like a task list that will remind 
you of undone chores until you complete them. 
To have an empty inbox when you go home at 
night, follow the “4 Ds”: 

The four Ds

• First, check whether you can immediately 
 “delete” the email.
• If not, consider whether you can “delegate” 
 the task to someone else.
• If you can’t, “do” it right away if it doesn’t take 
 too much time.
• If more time is required, “defer” the task to 
 later – but make sure you add it in your 
 calendar right then and there. 



SIX WAYS TO BEAT THE BACK-TO-WORK 
BLUES BY BUILDING RESILIENCE

Here are some suggestions for how you can 
build resilience. 

Set yourself manageable goals
Achieving our goals creates a sense of 
accomplishment that drives us forward. By setting 
smaller and more achievable targets you can 
experience success more often – and this fosters 
a positive mindset that builds mental resilience. 

Don’t be afraid to fail
Resilient people are not afraid to show that they 
have weaknesses. Their self-worth does not depend 
on being the best. They tend to be more optimistic 
and see opportunities to learn from a task, whether 
the outcome is success or failure. With that in mind, 
we should try to accept failure as something that 

happens to everyone – it is how we handle it that 
makes a difference. Looking for the silver lining 
keeps the mood positive and allows you to continue, 
even when things haven’t gone the way you hoped.

Learn to handle rejection
Everyone experiences rejection at times and, as with 
failure, what matters is how you deal with it. Philosopher 
and businesswoman, Elaine Dundon, describes three 
common stages to carry out after rejection: reflect, 
reboot and reject. 

Ask for support
The people around us play a clear role in our resilience. 
When things get tough at work, our colleagues may 
be able to provide practical advice, reassurance or even 
emotional support. Having a network of colleagues 
will serve you well when you hit a problem or feel 
overwhelmed. 

Look after your health
Most people know stress can take a major toll 
on our physical health, but there is also a strong 
relationship between personal resilience and 
immunity to disease. So being physically active, 
eating a healthy diet and taking steps to managing 
stress will contribute to a healthy body and mind and 
ultimately help you cope with challenges at work.

Take a break
Be kind to yourself. Although we sometimes feel 
there aren’t enough hours in the day, too much 
work and not enough time off isn’t good for your 
productivity. Taking regular breaks improves 
concentration and, for office-workers, helps to 
ensure we don’t spend too much of our time 
sitting down, which is bad for our health whether 
we exercise daily or not. 

WE ARE ALL FACED WITH OBSTACLES 
AT WORK, AND SOMETIMES JUST GOING 
BACK TO WORK AFTER A HOLIDAY CAN 
FEEL LIKE A CHALLENGE. 

One way we can deal with this is to build our 
resilience. Resilience is your capacity to respond 
to the pressures and challenges brought about by 
everyday life. In essence it is about how well we 
can bounce back from difficult circumstances, 
disappointment and failure.

Article by Holly Blake, Associate Professor of Behavioural Science, 
University of Nottingham, published on The Conversation.  

We can change our natural responses 
by boosting our resilience & improving 
the way we react to stress.



ORT FEATHER AWARD

Europcar came out tops as the best performing car 
hire service provider (category A)! The annual Feather 
Awards for airports, owned by Airports Company 
South Africa (ACSA), source the winners through 
independent surveys of passengers and other 
airport users.

The prestigious award rewards service providers for 
outstanding performance throughout the year and is 
no small feat if one considers that all the important 
players in the industry are represented at the 
Johannesburg International Airport. 

It is good to be recognised for the fact that we 
are the best among the best!

Jéan van der Bank (GM Operations – Gauteng, Mpumalanga, 
North West, Limpopo and Swaziland), Werner Engelbrecht 
(Branch Manager) and Annette Venter, Regional Manager 
– Gauteng Central). 

The team that will make it happen, back, from left: Wesley van der Walt, Mervin Lochenberg, Velly Hlatshwayo, Nkadimeng Moganedi, 
Marguerite Theron, Ntombi Maringa, Maria Molahlegi, Annette Venter, Talana Snyders, Werner Engelbrecht, Sibongile Mhlanga, Annamarie 
Burr-Dixon, Nosipho Nocwanya, Dian Pillay, Jade Dott, Portia Mthimkulu and Emelda Hlongwane. Front: Jéan van der Bank, Fana Moumakoe, 
Thulani Ntuli, Takalani Nenzhelele, Tumi Motaung, Shama Kambule, Bradley Govender, Sanele Mashazi, Bonga Moni and Clifford Zungu.

OR TAMBO INTERNATIONAL AIRPORT 
HAS RECENTLY HONOURED THE 
STAKEHOLDERS AND SERVICE PROVIDERS 
THAT HAVE HELPED TO ENSURE THAT 
IT RETAINS ITS STATUS AS AFRICA’S 
LARGEST AIRPORT AND REGIONAL HUB. 

An award not to be taken lightly.
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