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Constance 
Kawelenga 
(CA)SA

• 23 + years of experience in  Audit, Tax, Accounting and 
Organisational Development

• 7 + years creating, developing, and supporting 
entrepreneurial enterprises

• Focus on Mentorship of Businesses from Ideation to Seed, 
Start-Up and Growth

• 8 + as CEO of Zuva
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OVERVIEW

Problem, Need or 
Both?

PEOPLE are at the 
centre of 

economies

Cycle-focused lens
Features, 

functions, benefits 
and advantages

Augment your 
offerings

10 easy ways to 
deepen client 
relationships
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Deepen Your Client Relationships 
and Grow: Overview

• Marketing 

• Referrals, and

• Organic growth through cultivating 
your existing client base



Pains and Gains Approach: is your business:

• Meeting a need? 

• Solving a problem?

• Both?

NEEDS AND PROBLEMS APPROACH
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Problems / Needs
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Problems / Needs

• State the problem or unmet need

• Describe the problem or unmet need

• What is the scale of the problem?

• Who is affected by the problem? 

• Who is not affected?

• What are the underlying drivers or 
causes of the problem?

• What is at stake if the problem or 
need is unmet?



Solutions
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Solution

• List and describe each solution/product/service.

• What are the features and benefits of the solution?

• How will we know that the solution is working?

• Does the solution add value to customer? Describe the value.

• Is it easily found in other businesses?

• Can it be replaced by another solution?

• Is it expensive for someone to imitate?

• How do customers respond to price?

• Is the solution convenient?

• Is the solution reliable?

• Is the solution of high quality? 

• How does our solution compare to solutions offered by others?

• How will we deliver solution to customers?



Unique Value Proposition
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Unique Value Proposition

• What value do we deliver to the customer?

• Which one of our customers’ problems are we helping to solve?

• What customer needs are we satisfying?

• What differentiates us from the competition?

• Is the value proposition compelling?



Benefits / Revenue
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Benefits (Revenues)

• How do we make revenue from each customer 
segment?

• Are there multiple revenue streams?
• What are our customers willing to pay?
• What do they already pay?
• Is the revenue stream continuous?
• Where is our break-even point?
• When do we achieve profitability?
• How do customers prefer to pay?
• How much does each revenue stream contribute to 

the overall revenue?
• What are our sales projections?
• What is the return on investment?



RECAP

• Problem

• Solution

• Unique Value Proposition

• Customers

• Revenue / Benefits
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The central theme

People are at the centre 
of economies and 
markets, and without 
people - there would be 
no need for an economy 
or market.
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Customers (1 of 2)
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Customers
• Who are our different customers?

• How would we describe our customers?

• Where are our customers located?

• What are the users of the solution?

• Who are the influencers/recommenders?

• What are the unmet needs or problems for which we are providing a solution to the customer?

• What are the general likes/dislikes of potential customers?

• How does cost influence the customer to purchase our solution?

• What factors are potential customers likely to consider before purchasing the solution?

• What needs or problems of the customer hurt the most or are most urgent?

• How aware are customers of their needs or problems?



Customers (2 of 2)
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Customers
• Who are our different customers?

• How would we describe our customers?

• Where are our customers located?

• What are the users of the solution?

• Who are the influencers/recommenders?

• What are the unmet needs or problems for which we are providing a solution to the customer?

• What are the general likes/dislikes of potential customers?

• How does cost influence the customer to purchase our solution?

• What factors are potential customers likely to consider before purchasing the solution?

• What needs or problems of the customer hurt the most or are most urgent?

• How aware are customers of their needs or problems?
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[Picture Characterizing 

Customer]

Give the customer a persona. Describe in real terms, e.g., specific age, family, and 

gender.

Words Used to Describe 

Himself/Herself

Dreams/Visions/Aspirations

Key Objectives

Challenges

Economic Impact of Not Achieving 

Objective

Greatest Fears/Worries

Typical Behaviors

Likes to Do

Values Most

Ultimate Outcomes Desired from 

Buying Your Solution

Qualities and Capabilities of Solution 

that Allow Customer to Overcome 

Challenges, etc.

The Effects of Qualities and 

Capabilities on Customer’s  Ability to 

Achieve Objectives

Measurable Benefit from Customer 

Achieving Objectives



Empathy 
Map
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Who is the Customer?

Annual Revenue

Number of 

Employees

Industry

Years in Business

Markets Served

Products/Services 

Offered

Job Titles

Level of Experience

How does the Customer Think?

How do they Handle 

Change?

What Market are 

they Focused on?

How do they make 

Decisions?

Technical 

Sophistication

Professionalism

Awareness of 

Options Available

Level of Risk 

Aversion

Likes/Dislikes
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What are the Customer’s Buying Behaviors?

Response to Marketing

Purchase Methods

Memberships

Internet Usage Patterns

Habits and Skills

Other Aspects of Customer

Use of Technology

Purchasing Power

Management Style

Purchasing Process

Business Culture

Languages Spoken

Geographic Location



Recap
• Central theme

• Customer box (Business 
Model Canvas)
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• Idea 
• Seed
• Start-up, and
• Growth 
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STAGE IDEA SEED START-UP GROWTH

Sources of funding Founder, friends, family Family, friends, “Angel Investors”. “Angel 

Investors”.  Development Funding Institutions 

(DFI’s) 

Founder, Friends, Family, “Angel Investors”, Venture 

Capitalists, Development Funding Institutions (DFI’s)

Founder, Friends, Family, “Angel Investors”, Venture 

Capitalists, Private Equity, Development Funding 

Institutions (DFI’s)

What to have in place • Business Model 
Canvas

• Concept document
• Vision, Mission, and Action Plan 
• Progress Report
• Monthly Management Accounts (Income 

Statement, Balance Sheet, Cash Flow 
Statement)

• Detailed 3–5-year business plan in place
• Progress Report
• Annual Financial Statements
• Monthly Management Accounts (Income 

Statement, Balance Sheet, Cash Flow Statement)

• Detailed 3–5-year business plan in place
• Progress Report
• Annual Financial Statements
• Monthly Management Accounts (Income 

Statement, Balance Sheet, Cash Flow Statement)

Compliances • CIPC 
• Income Tax
• VAT
• PAYE
• CSD
• Bank account

• CIPC 
• Income Tax
• VAT
• PAYE/UIF/SDL
• Workmen’s Compensation
• CSD
• Bank account
• Trade agreements

• CIPC 
• Income Tax
• VAT
• PAYE/UIF/SDL
• Workmen’s Compensation
• CSD
• Bank account
• Trade agreements

Support needed by businesses • Ideation Skills
• Market Research

• Business Model Development Skills
• Organisational Development Skills
• Accounting, Budgeting, Tax, Secretarial 

and other Compliance Services

• Business Plans
• Organisational Development Skills

Accounting, Tax, Secretarial and other Compliance 
Services

• Capital Raising
• Audit
• Legal
• Commercial

• Business Plans
• Organisational Development Skills

Accounting, Tax, Secretarial and other Compliance 
Services

• Capital Raising
• Business Valuations
• Audit
• Legal
• Commercial
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RECAP

• Business Growth stages

• Idea Stage

• Business Model Canvas

• Six Thinking Hats
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STAGE IDEA SEED START-UP GROWTH

Sources of funding Founder, friends, family Family, friends, “Angel Investors”. “Angel 

Investors”.  Development Funding Institutions 

(DFI’s) 

Founder, Friends, Family, “Angel Investors”, Venture 

Capitalists, Development Funding Institutions (DFI’s)

Founder, Friends, Family, “Angel Investors”, Venture 

Capitalists, Private Equity, Development Funding 

Institutions (DFI’s)

What to have in place • Business Model 
Canvas

• Concept document
• Vision, Mission, and Action Plan 
• Progress Report
• Monthly Management Accounts (Income 

Statement, Balance Sheet, Cash Flow 
Statement)

• Detailed 3–5-year business plan in place
• Progress Report
• Annual Financial Statements
• Monthly Management Accounts (Income 

Statement, Balance Sheet, Cash Flow Statement)

• Detailed 3–5-year business plan in place
• Progress Report
• Annual Financial Statements
• Monthly Management Accounts (Income 

Statement, Balance Sheet, Cash Flow Statement)

Compliances • CIPC 
• Income Tax
• VAT
• PAYE
• CSD
• Bank account

• CIPC 
• Income Tax
• VAT
• PAYE/UIF/SDL
• Workmen’s Compensation
• CSD
• Bank account
• Trade agreements

• CIPC 
• Income Tax
• VAT
• PAYE/UIF/SDL
• Workmen’s Compensation
• CSD
• Bank account
• Trade agreements

Support needed by businesses • Ideation Skills
• Market Research

• Business Model Development Skills
• Organisational Development Skills
• Accounting, Budgeting, Tax, Secretarial 

and other Compliance Services

• Business Plans
• Organisational Development Skills

Accounting, Tax, Secretarial and other Compliance 
Services

• Capital Raising
• Audit
• Legal
• Commercial

• Business Plans
• Organisational Development Skills

Accounting, Tax, Secretarial and other Compliance 
Services

• Capital Raising
• Business Valuations
• Audit
• Legal
• Commercial



Start-up and 
Growth Stages



RECAP

• Seed, Start-Up and Growth 

• Idea Stage

• Business Model Canvas

• Six Thinking Hats

28



29



30



31



RECAP

3
2

• Whole Product

• Generic

• Expected

• Augmented

• Potential



Features and Functions 
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Functions – what we 
do – eg we provide 
accounting, tax and 

related services

Features – the 
“packaging” around 
what we do. How do 
we do what we do?
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Feature Must Have Should have Could Have Nice To Have

Customer focus X

Time-saving systems X

Cost saving orientation X

Fast Turnaround X

Profit orientation X

Cash flow orientation X

Affordable pricing X

Personalised services X

Systems orientation X

Risk focus X

Internal control focus X

Strategic direction focus X

FEATURES REGISTER



RECAP

• Functions

• Features

• Benefits

• Advantages

• Features Priority Matrix

• Features Register
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10 ways to deepen client relationships ( 1 of 2)
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Focus on 
meeting needs / 
solving 
problems 

01
Get granular –
connect with 
the individuals 
in your client

02
Understand your 
client’s vision, 
mission, and 
goals

03
Speak your 
client’s language 
and embrace 
small talk

04
Communicate 
and actively 
listen to your 
clients

05



10 ways to 
deepen client 
relationships 
(2 of 2)

Share Share concerns early

Be Be proactive rather than reactive

Be Be ready to refer and connect your client 

Share Share knowledge with your client

Exceed Exceed your client’s expectations



Thank you!
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