DELIGHT YOUR CUSTOMERS

How behavioural economics and

‘being human' affects your business.

By Aki Kalliatakis

You've probably heard the sayings “live for

the moment,” “you only live once,” and
“seize the day” many times. These old-fashioned
conventional suggestions may sound fantastic for
bringing more spontaneity into your life, but for
most of us grabbing immediate rewards right now
may tempt us to relinquish a bigger benefit in the
future — in favour of the smaller instant prize.

Let's replicate an experiment done many times
all over the world: Would you prefer R100 today or
R110 in a week? Most people would say “Give me
R100 now!”

We usually desire quick, if not instant, gratifica-
tion rather than delaying the better — but more
gradual — payoff. And the further away into the
future we promise this reward, even if it is a much
larger reward, the more likely it is that people will
choose less today. That's why people who win the
lottery give up regular payments over the next
25 years, and prefer to receive a much smaller
amount right now.

Present bias affects our ability to succeed,
because it is so alluring to accept an immediate
benefit. It can have detrimental and disadvantageous

effects on our future self. For example, you might
put in a lot of effort to get accepted to a desirable
training programme, but then give in to the cultural
bias and prioritise hanging out with your new
friends above studying for tests.

Psychologists use the term ‘present bias’ to
describe this inclination, and it's an inclination that
exists in just about all of us. It is the practice of
favouring lesser immediate rewards over waiting
for greater ones in the future.

One side effect of this present bias is procrastin-
ation: we can give in to a more immediate reward,
like watching your favourite TV series, rather than
working to finish a project well before the deadline.
When you later have to rush to do the work, even
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Robert Pollak

1 People’s desire
for a lesser immediate
benefit rather than
waiting for greater
ones in the long

term often leads to
procrastination —
rather than working
to finish a project well
before the deadline,
they later do a rush
job, often leading to
feelings of guilt. 1)

though it feels nice at the time,
it causes more stress, and sits at
the back of your mind as guilt.
The present bias is not a brand-
new occurrence. Ancient Greeks
were aware of the desire for
instant pleasure, and modern
studies of this cognitive bias
started in the 1930s. (The phrase
‘present bias’ wasn't actually
created until 1968 by Edmund
Phelps and Robert Pollak.) Their
hyperbolic discounting model
described “the inclination of
many people who feel forced
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to forego bigger rewards in the future in favour
of shorter-term ones,” as they put it.

Interestingly, when Dr Konstanze Albrecht asked
participants to make decisions for other people
which would result in an instant reward for them,
and then examined the neurological reactions
within their brains, she discovered that there
was a far higher activation in reward-related areas
of the brain.

Not many charitable organisations use this
technique to get donations as they usually prefer
to tap into the sympathy that people feel, but
there are a few which turn it into a dopamine-
related kick.

The reward centres of the brain were significantly
less active if the reward would not be realised right
away and instead reflected delayed gratification.
Similar patterns were also seen in the brain’s
emotional centres. Once again, it confirms what

we've been saying throughout this series of articles:

if you think your customers are logical, rational and
unemotional machines, you are probably wrong.

However, | digress.

The present bias is closely related to impulse
buying which, at this time of the year with
Christmas and back-to-school, is very common.
The need for immediate gratification can result in
careless expenditure by your customers, who may
decide to spend their money on ‘feel-good’ things

rather than saving it up for a long-term investment.

Their desire to break free from the monotony of
everyday life can lead to luxury purchases they
may ignore at other times.
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Although it may feel delightful for customers at
the time, the present bias can also lead to some
buyer’s remorse for your customers later. And they
won't blame themselves — they will blame you for
tempting them!

Nevertheless, handled properly, it can also
have a very positive effect on your profitability.
Fortunately, there are useful strategies for control-
ling present bias and preventing its detrimental
effects on productivity, long-term planning, and
decision-making. Some techniques for succeeding
with present bias include ...

® Make them feel good about their purchase

by sharing the generosity. A simple sign saying
something like, “for every item sold we will donate
to people in need.” This helps to nullify their guilt
at spoiling themselves and replaces it with feeling
virtuous about doing good.

® You can also spark off good feelings by associ-
ating what they bought with positive feelings that
come with happiness — celebration or recognition,
gratitude, laughter, and anything else that makes
them feel good.

® If you can, help them to see their future more
clearly. Insurance and investment companies are
pretty good at this by painting a picture about
what could be. So if you can get them to think
about their long-term dreams and desires, whether
they want to accomplish them this year or over
the course of the following few years, they will
appreciate that.

® Another technique would be to clarify the
‘lifetime cost of ownership’ by making them aware
that if they really need to spend right now, perhaps
they should invest in an item that will ‘last longer’
or make them be better off in the medium- to
long-term future, for example.
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Peak-season hiring can build your next talent pipeline

Here's how retailers are using SA Youth

7] YOUTH

Powering South Africa’s youth workforce.

eak trading season is one of the few moments in

the retail calendar when businesses can meet im-
mediate demand while identifying people who could
become part of their future workforce. Businesses
need people who can adapt quickly, support cus-
tomer demand and contribute to store performance.

SA Youth, South Africa’s largest online youth recruit-
ment platform, helps employers meet this demand
while building a stronger entry-level pipeline.

£6 In Q1 2026 alone, retail accounted
for 40% of the 200000 formal-sector
placements on the network, making it
one of the most important sources
of entry-level hiring in this sector. Ml

For retailers, the priority is how to identify suitable
candidates quickly and at scale across multiple
locations. SA Youth connects employers to a national
network of work-seekers, using data, assessments

and location-based matching to help businesses
find people who are ready and able to take up
opportunities close to where they live.

Move quickly when demand rises
Hiring during peak periods leaves little room for
slow, manual processes. As a self-service solution,
SA Youth enables employers to post vacancies easily,
manage applications and move through recruitment
more efficiently. Dedicated support is also available,
whether a business is setting up its first campaign
or sourcing across multiple stores. This gives retailers
an always-on channel that can respond as staffing
needs change across stores and regions.

See more than a traditional CV

For retail roles, attitude, reliability, customer orien-
tation and the ability to learn quickly can matter as
much as formal experience.

£ SA Youth helps recruiters look beyond work
history through behavioural assessments, voice
notes and customizable screening questions,
alongside the SA Youth CV. The CV captures
formal and informal experience, including
volunteering, self-employment and transferable
skills, in one structured profile. Al

Downloaded over 1.9 million times and used by em-
ployers across the economy, it can surface indicators
of capability that a traditional CV may overlook.
Combined with smart job recommendations, this
enables more confident shortlisting when time is
tight.

Hire anywhere in South Africa

With over five million youth registered, the platform
offers strong reach nationally, or hyper-locally to

a specific store, warehouse or distribution site. Its
geo-matching capability connects vacancies with
people who live near the workplace, supporting
shorter commutes, better attendance and stronger
retention. McDonald's South Africa, for example,

is creating over 2 500 learnerships over the next

12 months across provinces, leveraging SA Youth
to reach candidates in different communities, with
the goal of absorbing them into permanent jobs.

This is where seasonal hiring can shift from a tem-
porary fix to a longer-term workforce opportunity.
High-demand periods give managers a practical

way to observe how someone handles customers,
works in a team and learns on the job. These are real
signals that strengthen what a CV can show. With
clear onboarding and feedback, a seasonal placement
can become the start of a stronger internal pool for
upcoming vacancies.

For retailers, SA Youth goes beyond sourcing. It offers
a practical way to meet immediate staffing needs
while strengthening workforce planning for the
future. Managed and operated by Harambee Youth
Employment Accelerator as part of the Presidential
Youth Employment Intervention, it enables brands
to recruit entry-level talent at scale and retain sight
of promising candidates for future roles.

To recruit on SA Youth, visit
sayouth.co.za today. It's easy to post,
simple to use and built for the moments

when retailers need talent most.
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® And, since they are buying
something which they don't really
need, there's nothing wrong with
acknowledging that and thanking
them for it. The reward to them
may be the product itself, but can
also be the emotional element
that goes beyond the dopamine
kick to the release of oxytocin
(the ‘love’ hormone that makes us
feel good about being human with
other humans) and endorphins
(the ‘pain killer" hormone that
comes from laughter and other
positive activities).
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At the end of the day, you obviously don't want
to discourage customers from making these
instant reward impulse purchases to your detri-
ment. What you do want is for your customers
to feel good about them. That's how you get
them on your side and retain their loyalty. We
sometimes forget that it's not only what we buy
that is so important, but that the purchasing
experience itself is equally important. SR

B Aki Kalliatakis is the managing partner

4§ of The Leadership LaunchPad, a company
¥ dedicated to helping clients become more
customer driven. He can be contacted at
+27 (0) 83 379 3466, or via the website
 at www.leadershiplaunchpad.co.za
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Supermarket & Retailer has cemented its position
as a trusted partner in the retail industry, providing
businesses with valuable tools to effectively connect
with their audience. Our platform is designed to
meet the evolving needs of the retail sector, whether
you're a supplier of equipment, a service provider, or
a brand looking to highlight your consumer goods. By
leveraging our carefully curated advertising options,
you can position your business right where industry
decision-makers and buyers are actively seeking
solutions. Supermarket & Retailer offers a variety of
advertising opportunities to suit different goals.

Press releases: A press release
on Supermarket & Retailer ensures
that your brand’s voice is heard by
key figures across the industry.

Dedicated emailers: Cut through the noise and
deliver your message straight to the inboxes of retail
professionals and decision-makers.

Social media marketing: We offer tailored social
media campaigns that are designed to create buzz
around your brand, influencing your retail space.

Buyers Guide listing: A trusted resource for retailers
seeking suppliers and solutions, ensuring you are easily
discoverable to those making purchasing decisions.

FMCG product highlights via the Product Hub: The
platform for brands to showcase their consumer goods.

Why advertise with
Supermarket & Retailer?

Targeted exposure: Our platform gives you access to
an audience that is actively looking for products and
services like yours.

Industry credibility: Our readers trust us for reliable
insights and solutions, and this trust extends to the
brands we feature.

Tailored campaign: We offer flexible and customisable
advertising solutions that fit your specific objectives.

Proven results: Our platform has helped countless
businesses boost their visibility and achieve measur-
able results through effective, targeted marketing.

Partner with Supermarket & Retailer

to target retail decision makers
011728 7006 | info@supermarket.co.za
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