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1. BACKGROUND
The new era within the transportation sector presents opportunities that may increase the benefits to the taxi industry if a clear vision and strategy is followed in redefining, repositioning, and restructuring the industry to create a long lasting legacy of a massive, broad based economic success story.  This can be achieved through a critical analysis of the challenges and the development innovative and practical approaches to deliver solutions that are meaningful, implementable and sustainable.
The industry has evolved in the face of adverse circumstances from the early 1970’s to today where it is the strongest participant in the public transport sector throughout South Africa. Carrying an estimated 65% of all public transport users the industry continues to grow even though it has been plagued with many problems, including the licensing challenges, Taxi Recap Programme, exclusion from the subsidy system available to bus and rail operators competing for the same patronage and now the challenges with the BRT systems and its implementation.
Currently, the taxi industry sits at a watershed position in its evolution as the primary, major player in the public transport industry.  The public transport restructuring process envisaged in the government’s policy documents and legislation clearly point to a fundamental change in their interpretation of the future role of taxis in restructured public transport systems. There is need to articulate the role of the Taxi Industry in terms of the structure for participation and ownership in the overall public transport system as well as defined opportunities and processes to make provision for the Industry’s stated intent to develop a diversified economic opportunities programme for activities related to the supply, operations and support for the public transport industry.

It is for this reason therefore that the industry embarked on a process to define strategic focus areas that will adequately position the industry to effectively engage government, business and other stakeholders to maximize the benefit for all operators and create sustainability of the industry in the long term. As the Industry’s universally supported, representative body, SANTACO is ideally placed to carry out this mandate. SANTACO therefore seeks to position itself to best represent the interests of all members by developing an effective corporate structure with a mission and vision to successfully lead the industry into its full inheritance and effectively address all the challenges that the industry faces now and in the future. This document is a draft policy document to assist in achieving this end through a 3R 2020 strategy.  
2. INTRODUCTION
Our industry is the epicenter of BBBEE for economic growth and development thus, transformation is not only necessary but critical to a sustainable future. SANTACO joins many others in calling for the transforma​tion required to ensure that our policies and programs are better aligned to serve the needs of a 21st Century South Africa.  There is simply too much at stake for the economy, our environment, and the needs of South Africans in every community across the country to ignore the need for Change. To continue down the path of status quo is impossible or dangerous, and will put us further behind during a time when it is more important than ever to move ahead and to do so as a united industry. While some may resist change, South Africans across a broad spectrum continue to voice the desire for real Transformation.

Our vision for transformation will be achieved by Redefining, Restructuring and Repositioning SANTACO by the year 2020. At the center of where we are versus where we want to be is CHANGE. Change requires not only money, but effective concepts and strategies. Transportation transformation is not only about big ideas and headline-catching major projects but also about local strategies on how to make the general concept work on a thousand different unique roads and street corners. No one individual can possibly know enough to do this single-handedly. However as a collective, bringing forth new thinking and technology solutions will help us achieve greater savings, improvements in management and customer service, as well as higher overall margins, revenues and profits.

For this is OUR time to unite in common effort, turn the page and bring new energy and new ideas for the challenges facing our industry and engage in the outcomes of our future.

3. Mission and Vision Statement
SANTACO’s Vision for the future of the Transport Industry is the following:-
“To become a self sustaining industry which is a leader in mass transportation service, moving all South Africans in a continuously improving transport service that is affordable, safe and reliable.”

Within the context of this vision the mission of SANTACO is:-
1. To provide excellent service to all our customers   

2. To empower operators through the maximization of development and economic opportunities.

3. To develop strategic partnerships and maintain the stability and profitability within the transport sector

4. STRATEGIC IMPERATIVES
SANTACO have identified a number of key imperatives that inform the strategy for Redefining, Restructuring and Repositioning the Industry, to embrace the future broadly encompassed in the Vision and Mission statements. This Strategy, known as the RRR Strategy is described in detail in following sections. The Key Imperatives that must be understood and addressed in the RRR Strategy are the following:

· The Changing Environment as it impacts on the Industry

· The Threats to Existing Business, both in terms of the historical situation and the changing environment

· Customer Service
· Policy and Regulations
· New Opportunities

4.1. Changing environment
4.1.1.  Policy and Legislation
Current National Policy and Legislation for public transport is focused on restructuring existing services, in a way, which in urban areas will develop high capacity corridors serviced by bus or rail transport, supported by taxi collector/distributor routes serviced by taxi and/or bus transport. The implication of this restructuring is an increased role for bus and /or rail operations, with a reduced role for taxi services. Existing services in competition with the “so-called” new trunk route services in the restructured systems will be discontinued. This will have a direct impact on many of the services operated by the taxi industry.
4.1.2.  Consumer Expectations
Increasingly, the public is becoming aware of their rights to acceptable levels of basic services. The market of public transport users is also becoming better educated, more sophisticated and aware of their rights to have access to safe and efficient transport. The introduction of User’s Forums and in some locations the development of Call Centers have also given the public a voice which they have not had before. Although these facilities are not yet accessible on a wide scale, they are increasingly being considered and implemented by planning officials throughout the country.  
4.1.3.  Technology
The application of electronics technology in the field of transportation is recognized as one of the ways of improving service and cost efficiency, as well as convenience for the end user. Considerable experience exists around the world in the application of such technology to Public Transport. Vehicle tracking, vehicle performance and monitoring systems, surveillance systems, management information systems and electronic ticketing systems are only some of the many “tools” that can be used to improve service delivery. With the introduction of smart card technology and the advent of increased acceptance of the idea of a “cashless” society, opportunities also exist to apply new technology to the customer interface of ticket sales and collection. 

Collectively technology, used in a very limited way in existing public transport systems and services in South Africa, has the potential to add significant value to how systems and services are operated, managed and controlled, as well as to how the user can have access to service information and a more efficient, convenient service. 

4.1.4.  Mode of Transport
The changing profile of public transport users, to include more affluent and discerning passengers with a wider range of travel needs throughout the day, has opened up a new market opportunity in the form of shared metered taxi services. Expectation of higher levels of safety and security has also contributed to interest in this form of public transport.

Primarily through the media, the public is becoming increasingly aware of various forms of so-called “mass transport” using more sophisticated and comfortable forms of bus and rail transport, in parts of the system. The introduction of Gautrain and the Rea Vaya have generated considerable interest, even though there have been many problems associated with the introduction of these systems. This interest contributes to higher levels of expectation for improved public transport, notwithstanding the constraints affecting existing systems and services.

4.1.5.  Crime
Crime takes many shapes and forms that affect not only the users of transport but the providers of transport as well.  In particular, operators are affected by fraudulent reporting of income and petrol theft. Vehicle hijacking is also a problem the Industry is not immune from. These conditions and others contribute dramatically to the cost of running services and ultimately to the sustainability of such service.

4.2. Threats to the industry
4.2.1.  Internal threats

4.2.1.1.  Customer Care
The taxi industry in effect is a self regulating service industry, with a largely “captive market” of end users. The lack of clearly defined and regulated standards of customer care creates an environment where service standards are left to the discretion of the individual operator. This situation has led to a wide range of standards of service being provided. The quality has been largely dependent on individual operators and drivers and the conditions that contribute to maximizing income have not encouraged a culture of putting the customer first. The low standards of customer care that often results from this situation have a major impact on user attitude towards the Industry and are a potential threat to the future of the industry, particularly in a changing market environment.  
4.2.1.2. Conflict within the Industry

Historically, the structure of the industry has contributed to a culture of intolerance and violence to protect and advance individual interests. Fragmentation of the Industry and lack of uniform representation has also generated unnecessary confrontation and conflict.

4.2.1.3. Institutional Capacity within the Industry

Whilst there are competent and effective leaders within the industry, leadership overall is lacking in skills and capacity. This extends from financial and managerial skills to technological skills, particularly relevant in this phase of transformation. At the same time, the Taxi industry is lacking a Corporate Identity which contributes to cohesion, in the pursuit of a common future that benefits all the stakeholders
4.2.1.4. Informal Nature of Business Operations

Most taxi businesses lack any formal structure which could open the door to a range of business opportunities. Many of the operations are informal family businesses, lacking in management and financial systems. This can be a contributing factor to reduced profitability.  Collectively for the Industry, this situation creates a fragmented structure, which can limit opportunity to explore and capitalize on business opportunities, which could benefit the industry as a whole.

4.2.1.5. Media Perceptions

It is not unusual for the Industry to receive “Bad Press”. Notwithstanding the Industry’s poor image for safety and customer care as discussed above, the Industry has not adopted a proactive approach towards engaging the media and promoting a positive image of the Industry to the fullest possible extent. Other bodies have often been left to speak on behalf of the Industry and such groups do not always have the best interest of the industry at heart.

4.2.2.  External threats
4.2.2.1. Government’s Transport Strategy 
Government’s current strategy for restructuring public transport services in urban areas is a major concern to SANTACO, in the absence of any indications of how the Industry will be included, in terms of ownership opportunities and participation in service provision. BRT and rail corridors supported by taxi feeders, as a restructuring concept, threaten the future of many existing taxi operations throughout the country. Effective engagement with the Industry has not been a part of the process which has excluded consideration of how the Industry will participate and be accommodated, as a black empowerment enterprise.

4.2.2.2. Operating Licensing Process

Resolving licensing and permit issues with the OLB’s continues to be a problem for operators. In spite of a moratorium declared by the Minister on licensing related fines and impoundment of vehicles, some operators continue to experience these problems. 

4.2.2.3. Government Approach to Key Decision Making Processes

Whilst government has consulted with the Taxi Industry, they have not entered into negotiations in matters related to the restructuring and transformation process, which impact on the Industry. The process of consultation is considered to be the basis for Industry “buy-in” and support and this is clearly not the current position of the Taxi Industry.
4.3.  Opportunities
4.3.1.   Economic Opportunities and Buying Power

The Taxi Industry is by far the single largest service provider in the public transport industry. Annually the Industry spends R15 billion on fuel, R10 billion on vehicles and R150 million on tyres. 
· To date, the fragmentation of the Industry has kept them from capitalizing on commercial opportunities and realizing maximum benefit from their buying power, in purchasing services and spares needed to support their operations.
· The 3R’s Strategy seeks to position the industry in manner that reverses the situation described above and for the industry to fully capitalize on opportunities, including becoming involved in franchises and other strategic business partnerships. Apart from meaningful discounts on the supply of services and commodities, the opportunity exists to explore franchising arrangements, meaningful BEE deals and equity, in commercial development opportunities forming an integral part of public transport activity centers.

4.3.2.   Participation and Ownership in Public Transport Systems 
The restructuring of public transport systems and services in South Africa is both a threat and an opportunity for the Industry.  It is essential that the extent of participation and level of ownership in any form of rationalization and restructuring benefits the Industry as a whole and does not threaten its future, as the major provider of service in the public transport industry.

4.3.3.  Service Contracts 
Opportunities exist for the Taxi Industry to provide management services for a variety of service contracts, related to the transport industry, that are currently outsourced by government to the private sector. These include inter alia, safety campaigns, driver training programmes, management and other forms of skills training, community projects and various forms of data collection. 
· Further opportunities will also emerge from the restructuring and integration of public transport services. These could include various forms of participation in management and information support systems such as monitoring, user information / complaint centres and integrated ticketing systems. 
· Other opportunities relate to the management and servicing of infrastructure. For example ranks and holding areas continue to be an important aspect of managing daily operations and the taxi industry has a depth of experience in this regard.

Whilst the NDOT would be the logical start point for exploring opportunities to provide or manage such types of service contracts there may be similar opportunities which could be explored with Parastatals such as PRASA as well as provincial Departments of Transport. 

4.4. Customer and Public Services
As described above, the absence of defined service standards and the current unacceptable standards and quality of service, in many areas, threatens the ongoing support of the Industry’s customer base. There is clearly the need to develop a Customer Service Charter with monitoring and enforcement which protects the interests of passengers. The Taxi Industry is well placed to offer a range of additional services to the public:- 

· The presence of taxis throughout  our cities at most times of the day and the knowledge of drivers on how to move about our cities  makes them an excellent potential source of information for tourists 

· Given adequate training in first aid, drivers could be an effective first line resource in dealing with medical emergencies.

· The presence of taxis throughout the cities could be an effective deterrent to crime on the streets if a programme was developed and drivers had the facilities to communicate with enforcement agencies.

4.5. Policy and Regulations

The primary concern in this regard is the lack of engagement with the Industry, in the development and amendments to policy and regulations, which directly impact on the future and well-being of the Industry. Current policy is structured to favor other modes of transport thereby restricting the competitiveness, profitability and ongoing sustainability of the Industry. It is a strategic imperative of SANTACO’s policy that some form of consultation process is developed, whereby the Industry can have input to relevant policy and regulation formulation.

5. redefining, restructuring & repositioning strategy
The 3R 2020 Strategy comprises the three focus areas shown below:- 

Redefining 
-                                   Corporate Identity
Business Strategy

Scope of Engagements

Client Relations

Restructuring -                                    Institutional Arrangements
Management support systems
Service Offering

Operations and functional framework 
Repositioning -                          
Strategic Partnerships
Commercial Transactions

Government Engagements

Business Culture

5.1.  REDEFINITION STRATEGY
5.1.1.  Identity and scope

Part of the REDEFINING Strategy is to take on a new identity, which projects the image of an industry that embraces the transport sector, as opposed to the taxi sector only. The simplest change in branding would be to change SANTACO to mean the South African National Transport Council, as opposed to Taxi Council. Widening the definition of the Industry broadens the understanding and expectation of areas of activity that the industry could pursue, in the development of its business interests.

5.1.2.  Leadership
Redefining must include the development of strong leadership that understands the vision and mission of the new SANTACO and how strategy over time can be implemented to realize the vision. Importantly, leadership also needs to be able to develop the capacity of membership, to enable them to support and participate in the strategy implementation process. 
5.1.3.  Corporatization
This implies the corporatization of the Industry at all levels, enabling provincial and local level membership not only to participate effectively, in nationally initiated opportunities, but also to identify and initiate   opportunities at local level which, within the national framework, can best benefit the members, at that level. By implication well structured systems must be implemented from national through to local level that relates to:
· Management

· Finance

· Information systems

· Reporting

· Communication 

5.1.4.  Technical Support
Importantly, SANTACO must develop and support a more professional and technically competent structure to be able to effectively engage the government and business sectors. Part of this process involves presenting a single face to these sectors. 
· This means that SANTACO can be dealt with as a single entity and not a loose conglomeration of interest groups that have different agendas and expectations when engaging with external organizations. 
· This also means that local and national agendas and resources should be linked to ensure local initiatives can be supported and where appropriate, guided from the national level. 
· All areas of activity need to be identifiable as part of a single business structure; these including, Business, Technical, Consultative and Community entities within the corporate structure.

5.1.5.   stakeholder engagements
Redefinition provides SANTACO with an opportunity to adopt a proactive approach to engaging the government and business sectors locally, provincially and nationally according to the needs of the initiative at all levels of its structure.

· Part of redefining SANTACO involves the approach to identifying opportunity and engaging the public and private sectors. This requires identification of key stakeholders that the Industry should engage with, identification of the roles of each and the relationship that should to be developed with them. 
5.1.6.  Identify key stakeholders 

In addition, it is important to identify stakeholders who have an influence on the identity and image of the industry in the marketplace. The following table identifies these stakeholders:-   

	GROUP
	ROLE
	RELATIONSHIP

	Government
	Policy Formulation
Funding
Infrastructure development
Regulation enforcement
	Strategic and Formal

	Civil society
	Represents consumers
Challenges bad practice
Advocate for better standards of services
Promotes fair & reasonable pricing
	Strategic but informal

	Business
	Provide service to the industry
Supply products required by operators
Provide capital for engaging in business
	Strategic and commercial

	Transport SETA
	Provide training and certification
	Strategic

	Operators
	Provide the transport service
Seek to maximize profit
In business to sustain livelihood
Provide collective muscle for bargaining power
	Direct and formal

	Drivers
	Execute the function of moving passengers through vehicles
Working for a living
A reflection of the industry
	Direct and critical 

	Consumers
	Pay for transport services
Lobby for improved service standards
Report poor services, illegal conduct and behavior
	Indirect but strategic

	Media
	Present reports of public interest related to actions, activities and industry development
Based on research and info provided
	Indirect but strategic


5.1.7   Stakeholder Analysis Pyramid
Identifying the levels of participation of stakeholders in the change process allows you to make sure that a wide variety of interests are taken into account. The impact assessment of the change at each of the participation levels will provide you with valuable information as to how stakeholders may react to the change. This information will also identify at what level stakeholders need to be engaged at i.e. advocates, drivers, or participators etc.

· What are the specific target groups/audiences that will be impacted by this change?

· Who might be able to help you the most? (lobbyist, advocates, early adpoters)

· Who might present the most resistance?

· Who will be the change levers? (drivers)

List the roles in the following diagram to identify who or what groups of people will participate at each of the various levels.
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5.2. Restructuring Strategy

5.2.1.  Organizational structure

To reposition itself SANTACO needs to develop a corporate structure, that is functionally integrated at all levels and has the skills and capacity to effectively perform roles and responsibilities, identified for each functional entity in the overall structure.
· By implication, there has to be well defined, strong linkages between National, Provincial and Local structures. Accountability within defined mandates is essential if leadership and membership are going to have the mutual trust and support needed to realize the Vision and Mission articulated in this document.
· For this to happen, carefully researched and well defined profiles must be developed, for positions required to fulfill the mandates assigned to each division within SANTACO. As in any successful corporate environment these positions must be filled with competent individuals with appropriate combinations of skill and experience. 
· Members at all levels within SANTACO need to be equipped to participate in business opportunities and where necessary restructuring must be implemented to ensure this is made possible. 

5.2.2.  Restructure associations
Historically, local associations were established to engage with government as representatives of local operators interests for provision of taxi services. If taxi owners are to broaden their business interests they need to restructure themselves into competent, professional business entities which are able to take on business opportunities apart from operating taxis. 
· Associations need to be structured not only to engage government, in various forms of consultation related to public transport services, but to also engage the government and business sector in securing government outsourced service contracts, BEE business arrangements and strategic private sector partnerships. 
· For this to happen, family business structures will need to rise to the challenge of developing co-operatives that mobilize the resources and strength of the Industry at the local level.
5.2.3.  Management Support Systems
Of paramount importance to the success of the RRR strategy is the definition and implementation of appropriate, effective business support systems and processes for use of such systems.  
· Operations and financial management can only be effective at any level within the organization where appropriate information is easily accessible, in useable formats. 
· An effective communication system, universally and easily accessible to all levels of leadership and membership is needed if the Industry is to achieve its development vision. This is the glue that will hold the Industry together through the process of restructuring and through the development and implementation of business opportunities that will benefit all stakeholders in the Industry. Whilst usually acknowledged as essential, this is often in practice one the most commonly overlooked activities, essential to successful business. In the case of the Taxi industry, where membership is so diverse and widespread, this becomes a non-negotiable in the business development strategy.
· Recognizing the importance of getting the right management and communication systems, tailored to the specific requirements of the Industry, suggests the need to access specialist advisors for this aspect of restructuring.

5.2.4.  Functional Organizational Framework

A functional framework for SANTACO’s corporate structure is set out in the following figure which highlights the three primary areas of functional responsibility.  These are Policy, Commercial, and Technical.
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5.2.4.1.  The policy function 
The policy function addresses both internal policy development and influence on external policy development of the government sector which impacts on the Taxi Industry both now and into the future. The NJWG is the current proposed interface between SANTACO and national government where a range of initiatives that relate to the future of the taxi industry are being explored and debated through various subcommittees. This forum affords the Industry an opportunity to exert influence on aspects of government policy as these relate to the Industry. 

5.2.4.2. The Commercial function 
The Commercial function addresses the spectrum of business opportunities that potentially exist for the Industry in the three primary focus areas of:
· BBBEE partnerships

· Initiatives in the business sector that relate to providing services to that sector as well as maximizing financial benefit of reduced cost for services and commodities sold to the Industry for carrying out day to day operations

· Government contracts in terms of services that are currently outsourced to the private sector as well as services that could be outsourced 

5.2.4.3. The Technical function 
The technical function addresses three inter-related areas of activity, these being:
· The technical and economic aspects of service delivery. These are focused around the existing core business of service provision and how that can be improved as well as the exploration of the opportunities and threats of public transport restructuring in its various forms.

· Business and Financial analysis of  service concepts that may be developed by or presented to the Industry for consideration, as these relate to participation and ownership

· Legal and Contractual matters relating to the above

In all of these functional areas of activity there is need to ensure any interrogation, investigation or proposals are developed in terms of practicality, achievability and in the best interests of the Taxi Industry. Credibility in any process of consultation and negotiation is imperative and consequently it is of fundamental importance that SANTACO accesses skills and experience, where such are required but do not exist within the current structure of the Industry.

5.3.  Repositioning Strategy

The third inter-related component of the 3R’s Strategy is a Repositioning of the industry in a number of key aspects, as follows:-
5.3.1.  Repositioning within the transport sector – 
                    “Taxi to Transport”
The intent is to shift the Taxi Industry from participation in the taxi sector only to participation in other sectors  of the public transport industry and possibly even in some aspects of the wider land transport industry. 

5.3.2.  Mobilisation of Power – “
                  “Consumer to Partner & shareholder”
The intent is to recognize the collective buying and negotiating power of the Taxi Industry and to increase the financial benefit from this situation. This means changing from a consumer only industry to an industry that has various forms of participation, possibly including shareholding in some of the supply side commodity and service industries.  

5.3.3.  Exerting more Influence – 
                  “Consultation to decision making” 

 Promotion of the Taxi Industry’s development agenda requires SANTACO to be seen and accepted as a Key Stakeholder in the Public Transport industry, who should be engaged in negotiations, as opposed to consultation in matters that affect the viability and future of the industry.
5.3.4.  Approach – 
                     “Reactive to proactive”
The Taxi Industry is repositioning itself to adopt a proactive approach to securing its future, as opposed to the historic reactive approach, which has neither recognized nor capitalized on the opportunities that exist to grow the Industry   

6. OTHER KEY STRATEGIC INTERVENTIONS
6.1.  Integration and Partnesrhips
6.1.1.  Integrated transport systems
In the area of Sectoral change, the Taxi Industry recognizes that the opportunity to secure a sustainable, profitable future for the industry lies in their ability to adopt a bigger picture view of the role they can play in the public transport sector. This suggests the need to identify the nature and extent of participation and ownership possibilities in restructured public transport systems that integrate taxi, rail, bus and BRT.
6.1.2.  Integrated structures
With the advent of restructured, integrated public transport systems the need for a “Bus Only” or “Taxi Only” representative body could diminish and the benefit of a Public Transport Operators representative body could become an asset to the Public Transport industry. With this in mind consideration could be given to exploring the possibilities of integrating SABOA with SANTACO.
6.1.3.  Strategic partnerships with other transport agencies

Beyond the public transport sector there are also possibilities that could be explored as to how the Taxi Industry could enter into strategic partnerships with other bodies and agencies in the land transport sector, such as RTMC, PRASA and SANRAL.  

6.2. DECENTRALISATION AND CAPaCITY BULIDING FOR LOCAL STRUCTURES

The emphasis is on local planning authorities, the municipal sphere of government, taking responsibility for developing their own transport policy, strategies and plans based on provincial and national guidelines and directives needs to be noted. The NTLA Act requires the Planning Authorities (PA’s) to execute “the planning, implementation and management of modally integrated public transport networks and travel corridors for transport within the municipal area.
· It is critical therefore that the Industry adapts its strategy to this development and ensure that local structure are capacitated to engage effectively with local government who is according to the act, the Planning Authority

· SANTACO needs to be positioned and structured in a way that allows resources to be mobilized and shared among the provinces and local structures to improve the economies of scale but also to strengthen lesson sharing and synergy between regions. 

· A mechanism to access support and advice on critical processes at local level needs to be developed and made published to all structures of the organization.

6.3. The Change Management Process
Change management is a process that should be included in the planning and delivery of a project from the very beginning. Often times change is not taken into consideration in the development of project plans. It is for this reason that change management has been addressed as separate component to the usual project methodology that you maybe currently using. Once the change management plan has been developed it should be integrated with the project plan and can be included at any point after start up.

The change management process has three stages, and should be considered alongside the nature and magnitude of the change.
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6.4.  COMMUNICATION, IMAGE AND PERCEPTION MANAGEMENT
Within the context of the above it is important for the Industry to develop a positive image with the community they serve and with the “Public” at large.  The Repositioning strategy therefore also includes a Communication and Media Relations strategy.
6.4.1. Communication

Change must be understood and managed in such a way that stakeholders can effectively cope with it.  Constant and consistent communications with all organizational stakeholders helps to ensure that no significant change is overlooked or not responded to.  Proactively understanding how certain stakeholders will be impacted by change and involving them in proposed outcomes helps reduce resistance to it.  The greater the number of stakeholders who are “on board” with anticipated changes as communication allies equipped to socialize the benefits of change; the more likely it is that those changes will be accepted even by those who would otherwise resist them. 
· Good communication is the lifeblood of any project. It is essential that the Organization provide timely and high quality information about the project to all stakeholders. It is equally important to listen to the stakeholders. Actively solicit their feedback and then respond constructively.
· The intent is both to listen to and respond to the public in a positive and constructive way, through the media and community forums. A proactive approach will be adopted to dealing with issues affecting the industry and the public through a “response task team”. 
6.4.2. Image & Perception Management
Perception management allows SANTACO to manage the perceptions of employees and market by learning and assessing perceptions. It allows SANTACO to keep a finger on the pulse of the organization and rectify and misconceptions that could ruin the organization reputation.  SANTACO reputation and image is our most valuable asset.

Managing the organizations image during growth is critical. It allows the organization to maintain consistency both internally and externally during periods of growth. This keeps credibility and lessens the growing pains every organization experiences.

· The role of this team will be to research and respond to any situation, raised by the press or the public, related to the taxi industry and their customers in a positive and constructive manner.

· It is proposed that the composition and mandate of the task team be flexible depending on the task or the issue to be addressed at the time. It should also derive its response in consultation with the affected associations, provinces and stakeholders.

6.5.  Membership Benefit

The interests of membership should be treated as the primary concern in the restructuring of SANTACO, in order to effectively face the future challenges to the survival of the Industry. 

· The changing environment in the public transport industry and the ongoing economic threat to sustainability dictates an approach that brings the industry together, in a cohesive business enterprise that faces the challenges of the future head on and capitalizes on the opportunities, which a restructured industry creates.

· The individual concerns and interest of the operators needs to be noted and addressed sufficiently to strengthen credibility of the organization but also to ensure greater buy-in and support of all the initiatives and interventions by SANTACO.

7. WAY FORWARD


In 2007, NDOT developed and adopted a national strategy for restructuring public transport based on national transport policy and legislation. Since then various major cities throughout the Republic have initiated planning and in some instances introduced segments of restructured multi-modal systems supported by national funding. This situation creates urgency for SANTACO to position itself to meaningfully engage NDOT from a position of strength in representing the taxi industry and its interests in this process. Rather than engage in confrontational opposition, it is incumbent upon SANTACO to Redefine, Restructure and Reposition the Taxi Industry with appropriate skills and capacity to give credibility to the organization and its agenda for negotiating a future of sustainability and profitability for the taxi industry as a whole.   With this in mind, the following are put forward for consideration.

7.1. Adoption of policy framework


The first step towards strengthening the taxi industry’s negotiating position with government and placing SANTACO on a sound, independent financial footing is to adopt the recommended policy framework documented in this report.  The RRR strategy provides the basis for developing a fully representative business entity with all the skills and capacity needed to engage and negotiate with government and industry on an equal footing. It will ensure the best interests of the taxi owners and operators are promoted in the immediate and long term and will ensure the Industry secures a sustainable, profitable future as the single largest player in the public transport industry. 

7.2.  institutional framework

This document sets out the policy framework as well as a restructuring strategy for SANTACO.  On acceptance of this document the details of Institutional restructuring should be developed, approved and implemented in order to give effect to the policy set out in this document.

7.3. Consultation and Negotiation


Internal consultation is required as a matter of urgency to reach consensus and gain support for the policy framework put forward in this document and the proposed institutional restructuring that will position leadership to achieve the objectives set out herein. 

With the support of membership at all levels for the policy and restructuring strategy SANTACO will be in a position to equip itself to engage government in securing the future of the Taxi Industry through negotiation and consultation.  Leadership will be able to reposition itself in engaging government from a position of strength and unity which will require government to move from consulting with an ill-equipped Taxi Industry to negotiating with a capacitated leadership leading a unified industry, rapidly becoming a well structured, formalized and diversified transport enterprise at the core of the public transport industry.  At the same time building skills and capacity around the SANTACO corporate structure will position the Industry to effectively engage the business sector in maximizing the benefit from commercial opportunities.[image: image4.png]
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