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1. Introduction to TOA Taxis 
Having a passion for Taxis I have decided to make my strategic plan on TOA Taxis. TOA Taxis, based in Birmingham, which is the 2nd largest city in England. TOA is a driver-based taxi company providing traditional taxi services to the urban population and surrounding areas. Established since 1961, the company has historically relied on street hails, telephone bookings, and radio-dispatched services. TOA Taxis operates in the transportation industry, which is currently experiencing profound disruptions due to digital transformation, ridesharing platforms, and evolving customer expectations (White & Larsson, 2021; Bilgin, Mattioli & Morgan, 2025). The company’s services cater to both individual passengers and corporate clients, emphasising punctuality, safety, and customer service.
The UK taxi industry is highly competitive and heavily regulated, with local authorities setting operational standards, licensing requirements, and fare structures. Recent trends, however, have altered market dynamics, particularly the rapid adoption of digital platforms such as Uber, Bolt, and other app-based services, which have reshaped customer expectations around convenience, pricing transparency, and real-time availability (Graehler et al., 2019; Huang & Wong, 2025). These changes have created an urgent need for traditional taxi operators like TOA Taxis to innovate operationally and strategically to maintain market share.
TOA Taxis’ mission is to provide safe, reliable, and timely transportation while adapting to technological advancements and the evolving needs of customers. It’s vision is to transform into a digitally enabled, customer-focused taxi service that leverages technology to enhance efficiency and service quality. The rationale for selecting TOA Taxis as the focus of this change management report stems from its position as a traditional taxi operator navigating significant digital disruption, regulatory pressures, and heightened competition from ridesharing services. The organisation represents a compelling case study to explore how strategic change and effective leadership can address environmental challenges while sustaining business performance (Paul, 2024; Egodawele, Sedera & Bui, 2022).
The organisation’s structure is predominantly hierarchical, with a central management team overseeing operations, finance, and customer service functions. Historically, decision-making has been top-down, limiting the pace of innovation and adoption of digital technologies. This structure, combined with a culture of traditional operational practices, has necessitated strategic interventions to enhance organisational adaptability and competitiveness. Leveraging digital transformation, including mobile booking apps, AI-assisted dispatch systems, and customer data analytics, presents opportunities for TOA Taxis to modernise operations, improve resource allocation, and respond to customer expectations more effectively (Hanelt et al., 2021; López-Figueroa et al., 2025).
In summary, TOA Taxis operates in a challenging and rapidly evolving industry where traditional business models face pressure from digitalisation and platform-based competition (Maheshwari, 2020). This report will assess the environmental triggers for change, evaluate suitable change management models, and develop a strategic change plan aimed at transforming TOA Taxis into a digitally agile, customer-centric organisation capable of sustaining competitive advantage.
Word count: 450
2.Environmental and Organisational Analysis
2.1 External Environment Analysis (PESTLE / Porter’s Five Forces)
TOA Taxis operates in a dynamic external environment influenced by technological, economic, regulatory, and social factors. A PESTLE analysis highlights key drivers of change:
Political/Legal: The UK taxi industry is heavily regulated by local councils, including licensing, fare controls, and safety standards (White & Larsson, 2021). Regulatory frameworks also impact competition with ridesharing platforms such as Uber, which often operate under different legal conditions (Huang & Wong, 2025).
Economic: Economic fluctuations, including inflation and conflict issues due to war which has increased fuel prices which has affected consumer demand and operational costs. The rise of gig economy platforms has also shifted market pricing and income models for drivers (Bilgin, Mattioli & Morgan, 2025).
Social: Urban populations increasingly demand convenient, app-based booking systems, real-time tracking, and cashless payments (Graehler et al., 2019). Changing commuter patterns due to remote work post-COVID-19 have also impacted taxi service demand (Paul, 2024).
Technological: Digital disruption is central, with mobile apps, AI-based dispatch systems, and predictive analytics transforming customer expectations and operational efficiency (Hanelt et al., 2021; López-Figueroa et al., 2025).
Environmental: Sustainability pressures are growing, with consumers and policymakers encouraging electric vehicles (EVs) and environmentally friendly practices in taxi operations (Çulík et al., 2022).
Legal: Compliance with GDPR and other data protection laws is essential due to the collection of customer and driver data via digital platforms (Vial, 2021).
Porter’s Five Forces further contextualises TOA Taxis’ competitive landscape:
1. Threat of New Entrants: Moderate to high. Ridesharing platforms reduce entry barriers, but regulatory compliance acts as a deterrent (Huang & Wong, 2025).
2. Bargaining Power of Suppliers: Low. Drivers can switch platforms, but TOA’s established fleet and management provide stability.
3. Bargaining Power of Customers: High. Consumers can easily compare alternatives via apps, increasing their price sensitivity (White & Larsson, 2021).
4. Threat of Substitutes: High. Ride-hailing apps, public transport, and micromobility options such as e-scooters are direct substitutes (Bilgin, Mattioli & Morgan, 2025).
5. Industry Rivalry: High. Competition includes both traditional taxis and platform-based services, creating price pressures and innovation demands (Graehler et al., 2019).
2.2 Internal Environment Analysis (SWOT / McKinsey 7S / RBV)
A SWOT analysis identifies TOA Taxis’ internal strengths and weaknesses:
Strengths: Established brand in Birmingham, experienced drivers, and regulatory compliance.
Weaknesses: Limited digital presence, traditional hierarchical structure, slow adoption of AI dispatch and mobile booking technologies (Hanelt et al., 2021).
Opportunities: Digital transformation, partnerships with ride-hailing platforms, EV adoption, and loyalty programs to enhance customer retention (Egodawele, Sedera & Bui, 2022).
Threats: Market disruption from Uber, Bolt, and other ridesharing apps; fluctuating fuel costs; regulatory changes (Vial, 2021).
Using McKinsey 7S, internal alignment issues are evident:
Strategy: Focused on traditional taxi services; digital adoption is limited.
Structure: Hierarchical, with centralized decision-making limiting responsiveness (López-Figueroa et al., 2025).
Systems: Paper-based booking and manual dispatch hinder efficiency.
Shared Values: Customer service and reliability are core, but innovation is undervalued.
Style: Directive leadership style with low participative decision-making.
Staff: Skilled drivers but low-tech literacy.
Skills: Operational efficiency is strong, but digital skills are lacking (Hanelt et al., 2021).
The Resource-Based View (RBV) highlights that TOA Taxis’ tangible and intangible assets, licensed vehicles, driver expertise, and customer relationships are valuable but not fully leveraged digitally, exposing competitive vulnerability (Calderon-Monge & Ribeiro-Soriano, 2024).
2.3 Triggers for Change
TOA Taxis faces multiple triggers necessitating strategic change:
Digital Disruption: The shift to app-based platforms and AI dispatching requires IT integration and workforce training (Paul, 2024; Hanelt et al., 2021).
AI Adoption: Predictive analytics and AI-based demand forecasting can optimise fleet utilisation and reduce operational costs (Vial, 2021).
Competition: Ridesharing apps like Uber and Bolt offer dynamic pricing, rapid customer onboarding, and loyalty incentives, pressuring traditional taxi operators (Huang & Wong, 2025).
Consumer Behaviour: Rising expectations for digital booking, real-time tracking, and cashless payments demand organisational agility (López-Figueroa et al., 2025).
Organisational Capabilities: Current systems are largely manual and siloed, requiring restructuring and upskilling to support digital operations (Egodawele, Sedera & Bui, 2022).
In conclusion, the external and internal analyses underscore the urgency for TOA Taxis to adopt a structured change management plan. Digital transformation, market disruption, and organisational inefficiencies are critical triggers that, if addressed strategically, can secure long-term competitive advantage (Hanelt et al., 2021; Calderon-Monge & Ribeiro-Soriano, 2024).

3.Review and Evaluation of Change Management Models 
Organisational change in TOA Taxis requires a structured and evidence-based approach to ensure successful adoption of digital technologies, operational efficiency, and competitive sustainability (Nyström and Gavuzzi ,2024). Various change management models provide theoretical frameworks to guide such transformation, including Lewin’s Change Model, Kotter’s 8-Step Model, ADKAR, and the McKinsey 7S Framework.
3.1 Lewin’s Change Model
Kurt Lewin’s three-stage model, Unfreeze, Change, Refreeze, is foundational in change management theory (Burnes, 2020). The Unfreeze stage encourages organisations to challenge the status quo, prepare employees for change, and communicate the rationale for transformation. For TOA Taxis, this stage is essential to overcome resistance to digital adoption, including AI-based dispatch systems and mobile app integration (Hanelt et al., 2021). The Change stage involves implementing new processes, digital platforms, and updated operational procedures, ensuring employees receive training and ongoing support (Paul, 2024). Finally, the Refreeze stage solidifies new behaviours and embeds technological adoption into organisational culture.
Strengths: Lewin’s simplicity and clarity make it easy for organisations to follow a structured approach. It also highlights the importance of preparing employees for change and institutionalising new practices (Burnes, 2020).
Limitations: The model is somewhat linear and does not fully accommodate complex, iterative, or continuous change processes that occur in rapidly evolving digital environments (Vial, 2021). For TOA Taxis, where the taxi market is influenced by continuous technological disruption, Lewin’s model alone may be insufficient.
3.2 Kotter’s 8-Step Model
Kotter’s (2012) 8-Step Model provides a more detailed approach, emphasising urgency, coalition-building, vision creation, and embedding change into corporate culture. The steps are:
1. Create urgency
2. Build a guiding coalition
3. Form a strategic vision and initiatives
4. Communicate the vision
5. Enable action by removing obstacles
6. Generate short-term wins
7. Sustain acceleration
8. Institute change
For TOA Taxis, creating urgency is critical, given competition from Uber, Bolt, and other ridesharing apps (Huang & Wong, 2025). Building a guiding coalition would involve senior management, IT specialists, and driver representatives to ensure buy-in. The model’s emphasis on short-term wins aligns with introducing pilot AI dispatch tools and mobile booking apps before full-scale deployment (López-Figueroa et al., 2025).
Strengths: Kotter’s model is comprehensive and suitable for complex organisational change, particularly when a strong vision and leadership engagement are necessary (Appelbaum et al., 2012).
Limitations: Critics argue it is top-down and prescriptive, which may reduce employee engagement if not adapted for participative input (Errida, 2021).
3.3 ADKAR Model
The ADKAR model by Hiatt (2006) focuses on individual change through five elements: Awareness, Desire, Knowledge, Ability, and Reinforcement. It is particularly effective for technology-driven initiatives, ensuring that each employee understands why change is needed, develops the skills to implement it, and maintains adoption over time. For TOA Taxis, ADKAR is relevant in supporting driver training for AI dispatch systems, mobile app usage, and cashless payment integration (Egodawele, Sedera & Bui, 2022).
Strengths: The model centers on the human aspect of change, addressing resistance and enhancing adoption of success.
Limitations: ADKAR focuses on individual change and does not fully account for organisational structures, culture, or strategic alignment (Vial, 2021). Therefore, using ADKAR in isolation may fail to address system-wide operational challenges at TOA Taxis.
3.4 McKinsey 7S Framework
The McKinsey 7S Framework evaluates seven interconnected elements: Strategy, Structure, Systems, Shared Values, Style, Staff, and Skills (Cameron & Green, 2022). For TOA Taxis, this model highlights areas of misalignment, such as a hierarchical structure, manual dispatch systems, and insufficient digital skills among staff (Hanelt et al., 2021). Applying to this framework ensures that strategic initiatives, like implementing AI dispatch, are supported by aligned systems, competent staff, and a culture receptive to change.
Strengths: The 7S model addresses both hard (strategy, structure, systems) and soft (skills, style, staff, shared values) elements, making it highly adaptable to complex organisational contexts (Calderon-Monge & Ribeiro-Soriano, 2024).
Limitations: The model is diagnostic rather than prescriptive and requires complementary methodologies to implement actual change, particularly under time-sensitive conditions (Cosa & Torelli, 2024).
3.5 Comparative Evaluation and Proposed Hybrid Approach
A comparative analysis of these models demonstrates that no single model fully addresses TOA Taxis’ complex change requirements:
	Model
	Strengths
	Limitations
	Relevance to TOA Taxis

	Lewin
	Simple, focuses on preparation and embedding
	Linear, lacks agility
	Useful for initial “Unfreeze” and reinforcement stages

	Kotter
	Detailed, strategic, vision-oriented
	Top-down, less participative
	Guides full organisational transformation, coalition-building, short-term wins

	ADKAR
	Focus on individual adoption
	Limited organisational scope
	Critical for driver and staff engagement in technology adoption

	McKinsey 7S
	Holistic, addresses hard/soft factors
	Diagnostic, not prescriptive
	Ensures structural and cultural alignment with digital strategy


Recommended Hybrid Model for TOA Taxis:
 Integrating Kotter’s 8-Step Model with ADKAR and McKinsey 7S provides a comprehensive approach:
1. Kotter- guides overarching organisational change, vision, and leadership engagement.
2. ADKAR- ensures staff are individually prepared and capable of adopting digital systems.
3. McKinsey 7S- aligns strategy, systems, and culture, addressing organisational readiness and capability gaps (Hanelt et al., 2021; López-Figueroa et al., 2025; Calderon-Monge & Ribeiro-Soriano, 2024).
This hybrid approach balances strategic oversight, individual adoption, and systemic alignment, making it optimal for TOA Taxis’ digital transformation, competitive adaptation, and long-term sustainability (Omerovic Smajlovic, 2024). 

4.Leadership and Organisational Culture in Change
Effective leadership and organisational culture are critical determinants of successful change in TOA Taxis. Implementing digital transformation, AI dispatch systems, and app-based booking platforms requires both strategic leadership and a culture receptive to innovation (Hanelt et al., 2021; López-Figueroa et al., 2025). Leadership influences employee engagement, decision-making, and the pace of adoption, while organisational culture shapes behaviours, values, and attitudes toward change.
4.1 Leadership Styles and Their Role
Leadership style is a central factor in managing organisational change. Three widely cited styles are Transformational, Situational, and Transactional leadership.
Transformational Leadership focuses on inspiring employees, creating a shared vision, and fostering innovation (Avolio & Yammarino, 2022). For TOA Taxis, transformational leadership can mobilise staff around the digital transformation vision, promoting adoption of mobile booking apps and AI dispatch systems. Transformational leaders encourage learning, experimentation, and proactive problem-solving, which are vital when integrating technology in a traditional taxi business (López-Figueroa et al., 2025).
Situational Leadership emphasises adapting leadership style to employees’ skills, experience, and readiness (Errida, 2021). In TOA Taxis, situational leadership can support drivers who may be less digitally literate, providing hands-on training, mentoring, and gradual empowerment. This flexibility reduces resistance to change and ensures that employees are competent in new operational systems (Vial, 2021).
Transactional Leadership, based on clear rules, rewards, and penalties, can support short-term adoption goals and compliance (Cameron & Green, 2022). While effective for operational discipline, transactional approaches may be less effective in fostering long-term innovation, which is critical for sustaining competitiveness in the taxi industry (Paul, 2024).
Recommended Leadership Approach for TOA Taxis:
 A hybrid leadership style, combining transformational and situational leadership, is optimal. Senior management should inspire a vision for digital change while providing tailored support and guidance for staff adoption (Ibrahim, et al,2025). Transactional elements can be complemented by enforcing compliance with new digital processes.
4.2 Organisational Culture and Change
Organisational culture, the shared values, beliefs, and norms within an organisation, significantly impacts change readiness and success. TOA Taxis’ culture has traditionally emphasised reliability, safety, and service quality but has resisted rapid technological adoption (White & Larsson, 2021).
Several theoretical perspectives provide insight:
Schein’s Model of Organisational Culture identifies three layers: artifacts, espoused values, and underlying assumptions (Schein, 2010). In TOA Taxis:
Artifacts: Observable practices include paper-based dispatch, hierarchical decision-making, and informal driver networks.
Espoused values: Emphasis on customer service and punctuality, but limited focus on innovation.
Underlying assumptions: Resistance to technological change reflects a belief that traditional methods are sufficient.
[bookmark: _Int_GhLaogLj]Hofstede’s Cultural Dimensions suggest that organisations with low uncertainty avoidance and high individualism adapt faster to change (Vial, 2021). TOA Taxis’ hierarchical structure and risk-averse culture may slow digital adoption, indicating a need for targeted change initiatives to shift mindset and behaviours.
Handy’s Typology identifies cultures as power, role, task, or person-oriented (Cameron & Green, 2022). TOA Taxis exhibits a role in culture, prioritising rules and procedures. While this ensures operational consistency, it can inhibit flexibility and innovation, requiring strategic interventions during digital transformation.
4.3 Leadership-Culture Alignment for Digital Transformation
For successful change, leadership and culture must be aligned with transformation goals. Key strategies for TOA Taxis include:
1. Cultural assessment and awareness: Leaders must evaluate the organisation’s readiness for digital adoption and identify cultural barriers (Hanelt et al., 2021).
2. Employee engagement: Transformational and situational leadership styles can increase buy-in, address fears of technological redundancy, and foster innovation (Bashiru, 2023).
3. Training and development: Providing tailored upskilling programs aligns with Hofstede’s dimension of uncertainty avoidance, reducing resistance to new systems (López-Figueroa et al., 2025).
4. Embedding new values: Establishing digital competence, innovation, and agility as core values reinforces the long-term success of change initiatives (Vial, 2021).
5. Feedback loops and recognition: Celebrating short-term wins and acknowledging employee contributions reinforces desired behaviours and cultural shifts (Paul, 2024).
4.4 Implications for TOA Taxis
A strong synergy between leadership and culture enhances the organisation’s ability to manage digital disruption and competitive pressures. Leadership sets the strategic direction, communicates the vision for digital transformation, and motivates staff, while culture determines the speed and sustainability of adoption. Misalignment—such as transformational initiatives imposed on a resistant role-based culture—can lead to employee disengagement, high turnover, or failed implementations (Errida, 2021).
By fostering a culture that values digital literacy, adaptability, and innovation, and by applying a hybrid leadership approach, TOA Taxis can accelerate digital adoption, optimise operations, and maintain competitiveness against ridesharing platforms (Hanelt et al., 2021; López-Figueroa et al., 2025; Paul, 2024).

5.Proposed Strategic Change Management Plan 
To respond to the competitive pressures and digital disruption facing TOA Taxis, a comprehensive change management plan is essential (Muiruri, 2025). This plan integrates insights from environmental analysis, leadership evaluation, and change management models, with clear objectives, stakeholder engagement, and implementation strategies.
5.1 Change Vision and Objectives
Change Vision: TOA Taxis will transform into a digitally enabled, customer-focused taxi service, leveraging AI dispatch systems, mobile booking apps, and data-driven operational strategies while maintaining safety, reliability, and service quality.
Strategic Objectives:
1. Implement an AI-driven dispatch system to optimise fleet utilisation and reduce waiting times by 30% within 12 months (Hanelt et al., 2021).
2. Launch a mobile booking and cashless payment platform to meet contemporary consumer expectations and compete with ridesharing services (Paul, 2024).
3. Upskill drivers and staff in digital literacy and AI-assisted systems to ensure operational efficiency and adoption (López-Figueroa et al., 2025).
4. Introduce sustainable operational practices, including transition to electric vehicles (EVs) for 25% of the fleet within two years (Çulík et al., 2022).
5. Strengthen organisational culture to embrace innovation, agility, and continuous improvement (Vial, 2021).
5.2 Stakeholder Analysis
Key stakeholders include:
	Stakeholder
	Interest/Influence
	Engagement Strategy

	Board of Directors
	High
	Regular strategic updates, KPIs review (Kotter, 2012)

	Management Team
	High
	Involvement in planning and decision-making, leadership training

	Drivers
	High
	Workshops, hands-on training, feedback channels (ADKAR focus)

	Customers
	Medium
	Surveys, beta-testing app features, marketing communications

	Local Authorities/Regulators
	Medium
	Compliance reporting, licensing adherence

	IT Vendors/Consultants
	Medium
	Clear project requirements, regular progress reviews

	Investors/Financial Partners
	Medium
	Business case presentation, ROI analysis


Stakeholder engagement ensures buy-in, reduces resistance, and aligns expectations across the organisation (Errida, 2021; Hanelt et al., 2021).
5.3 Implementation Framework
The hybrid change model combining Kotter, ADKAR, and McKinsey 7S will guide implementation:
1. Kotter’s Steps: Establish urgency, create a guiding coalition, define the vision, communicate it, and remove obstacles (Kotter, 2012).
2. ADKAR Application: Raise awareness of change, foster desire among drivers and staff, provide knowledge and skills, ensure ability through training, and reinforce adoption via rewards and recognition (Egodawele, Sedera & Bui, 2022).
3. 7S Alignment: Ensure strategy, structure, systems, shared values, style, staff, and skills are consistent with the digital transformation initiative (Cameron & Green, 2022).

Phased Implementation Timeline:
	Phase
	Activities
	Duration

	Phase 1
	Needs assessment, stakeholder engagement, cultural audit
	Months 1–2

	Phase 2
	Pilot AI dispatch system, mobile app beta launch, training modules
	Months 3–6

	Phase 3
	Full-scale deployment, integration with cashless payments, EV rollout
	Months 7–12

	Phase 4
	Evaluation, KPIs monitoring, reinforcement, continuous improvement
	Months 13–18



5.4 Communication Plan
Effective communication is critical to minimise resistance and enhance engagement (Kotter, 2012).
Key Elements:
Internal: Weekly team briefings, newsletters, intranet updates, and interactive Q&A sessions.
External: Customer notifications, social media updates, press releases to highlight innovation initiatives (Carlson et al, 2018).
Feedback Channels: Anonymous surveys and focus groups to gather employee and customer input.
Message Strategy: Emphasise benefits of change, such as reduced wait times, increased earnings for drivers, and improved sustainability (Paul, 2024; López-Figueroa et al., 2025).
5.5 Financial and Resource Plan
Investment Estimates:
	Item
	Cost (£)
	Notes

	AI Dispatch System
	120,000
	Software license + integration

	Mobile Booking App
	80,000
	Design, development, testing

	Staff Training
	40,000
	Digital literacy, AI usage

	Fleet Upgrades (EVs)
	250,000
	25% of fleet transition

	Contingency
	30,000
	10% of total costs


Funding Sources: Internal reserves, bank loans, potential grants for EV adoption.
Resource planning ensures sufficient technical support, human capital, and budget allocation to achieve project objectives (Hanelt et al., 2021; Calderon-Monge & Ribeiro-Soriano, 2024).

5.6 Risk Assessment and Mitigation
	Risk
	Probability
	Impact
	Mitigation

	Resistance to digital adoption
	High
	Medium
	ADKAR-focused training, engagement workshops

	System failure or technical issues
	Medium
	High
	Vendor SLAs, pilot testing, backup systems

	Budget overrun
	Medium
	Medium
	Contingency allocation, phased deployment

	Regulatory non-compliance
	Low
	High
	Continuous monitoring, liaison with authorities

	Driver turnover
	Medium
	Medium
	Incentives, recognition programs, career development


Proactive risk management increases the likelihood of successful adoption and minimises operational disruptions (Vial, 2021; López-Figueroa et al., 2025).
5.7 Evaluation and KPIs
Measuring success is essential for accountability and continuous improvement. Proposed KPIs include:
	KPI
	Target
	Measurement Frequency

	Fleet utilisation rate
	+20%
	Monthly

	Customer satisfaction score
	≥90%
	Quarterly surveys

	Driver adoption rate (AI dispatch/app)
	≥95%
	Monthly reporting

	Reduction in average wait times
	30%
	Monthly

	EV fleet percentage
	25%
	Biannual

	Operational cost savings
	15%
	Annual review


Regular evaluation and feedback loops allow the organisation to refine strategies, reinforce positive behaviours, and ensure sustainability of the change initiative (Cameron & Green, 2022; Hanelt et al., 2021).
The proposed strategic change management plan integrates vision, stakeholder engagement, phased implementation, and robust evaluation. By leveraging the hybrid change model, adopting a clear communication strategy, allocating financial and human resources, and mitigating risks, TOA Taxis is positioned to successfully navigate digital disruption, enhance operational efficiency, and maintain competitiveness in the evolving taxi market (Sharma, 2024).
6.Discussion and Critical Reflection 
The proposed change management plan for TOA Taxis is comprehensive, evidence-based, and designed to address both technological and organisational challenges. By integrating Kotter’s 8-Step Model, ADKAR, and the McKinsey 7S framework, the plan ensures alignment across strategy, structure, systems, staff, and culture, while addressing both organisational and individual readiness for change (Hanelt et al., 2021; Cameron & Green, 2022).
Strengths of the Plan:
Holistic Approach- The hybrid model balances top-down strategic guidance (Kotter) with individual employee adoption (ADKAR) and systemic alignment (7S), which is critical for a traditional taxi organisation facing digital disruption (Egodawele, Sedera & Bui, 2022).
Phased Implementation- The four-phase timeline allows for gradual adoption, pilot testing, and iterative improvements, reducing risks of operational disruption and employee resistance (Paul, 2024).
Stakeholder Engagement- Comprehensive stakeholder mapping and engagement strategies ensure participation, reduce resistance, and enhance buy-in from drivers, management, regulators, and customers (Errida, 2021).
Performance Measurement- Clear KPIs and evaluation mechanisms enable continuous monitoring and allow corrective actions to be taken promptly, supporting accountability and transparency (Vial, 2021).
Limitations of the Plan:
Resource Intensity- The plan requires significant financial investment in AI systems, mobile platforms, EV fleet upgrades, and training, which may strain budgets and necessitate external funding (Çulík et al., 2022).
Cultural Resistance- TOA Taxis’ existing role-oriented culture may slow digital adoption, requiring intensive change of leadership and ongoing reinforcement to shift mindsets (White & Larsson, 2021).
Dependence on Technology - System failures or integration issues could disrupt service delivery, impacting customer satisfaction and operational efficiency. A robust IT contingency plan is essential (Hanelt et al., 2021).
Ethical Considerations:
The plan incorporates ethical management principles, including transparent communication, fair treatment of drivers, data privacy compliance, and environmental responsibility through EV adoption (Paul, 2024; Vial, 2021). Ensuring drivers are adequately trained and supported avoids marginalisation and fosters inclusivity, which is crucial for sustaining long-term engagement.
Sustainability Considerations:
Sustainability is embedded in both environmental and operational terms. Transitioning to electric vehicles reduces emissions and aligns with broader urban sustainability goals. Digitally enabled systems optimise fleet utilisation, reducing idle mileage and fuel consumption (Çulík et al., 2022). Furthermore, fostering a culture of continuous learning ensures organisational agility, allowing TOA Taxis to adapt to future technological and market disruptions.
Critical Reflection:
The hybrid approach demonstrates practical relevance and adaptability for TOA Taxis, integrating theoretical models with real-world challenges in the UK taxi industry. The combination of strategic leadership, structured change processes, employee empowerment, and digital innovation addresses both immediate competitive pressures and long-term growth objectives (Hanelt et al., 2021; López-Figueroa et al., 2025). Nevertheless, continuous monitoring, feedback, and refinement are required to overcome resource constraints, cultural inertia, and technological risks. A failure to adequately address these areas may limit the success and sustainability of the change of initiative.
In conclusion, the proposed plan is strategically coherent, ethically grounded, and sustainable, providing a roadmap for TOA Taxis to achieve digital transformation, operational efficiency, and competitive resilience in the rapidly evolving taxi industry (Johansson, and Leijen, 2023).

7.Conclusion 
The strategic change management plan for TOA Taxis provides a comprehensive roadmap to address the challenges posed by digital disruption, competitive pressures, and evolving customer expectations. Through the integration of a hybrid change management model combining Kotter’s 8-Step Model, ADKAR, and McKinsey 7S Framework the plan ensures alignment across strategy, structure, systems, staff, and culture, while also addressing individual readiness for change.
The environmental analysis highlighted significant internal and external triggers for change, including digital innovation, AI adoption, online booking platforms, and competition from ridesharing services. These factors necessitate a proactive and structured approach to transformation, with a focus on both operational efficiency and customer satisfaction.
Leadership and organisational culture play a pivotal role in facilitating change. The adoption of a hybrid leadership style, combining transformational and situational leadership, ensures that employees are motivated, supported, and equipped to embrace new technologies. Simultaneously, cultural realignment strategies based on Schein’s and Handy’s models address resistance and promote a climate of innovation and adaptability.
The proposed strategic plan incorporates a clear change of vision, phased implementation, stakeholder engagement, communication strategy, and financial planning. Risk assessment and mitigation strategies, alongside measurable KPIs, provide mechanisms for monitoring progress, reinforcing success, and making iterative adjustments necessary. Ethical and sustainability considerations, including fair treatment of employees and the adoption of electric vehicles, further enhance the plan’s long-term viability.
In summary, the change management initiative positions TOA Taxis to achieve digital transformation, operational efficiency, and competitive resilience. By integrating strategic leadership, employee engagement, systemic alignment, and continuous evaluation, the organisation can successfully navigate technological disruption and market challenges. The plan is both practical and evidence-based, offering the Board of Directors a clear framework for implementation, monitoring, and sustainable growth in the rapidly evolving taxi industry.
The proposed strategy not only addresses current operational inefficiencies but also prepares TOA Taxis for future innovations, ensuring it remains a relevant and competitive player in the Birmingham taxi market.
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