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Introduction
T.O.A. Cars (Radio System) Ltd, trading as TOA Taxis Birmingham, is a long-established hackney carriage cooperative founded in 1961 and based in Harborne, Birmingham. The organisation operates as a member-owned association, providing standard and wheelchair-accessible black cabs, airport transfers, and corporate accounts through telephone, web, and app-based booking (T.O.A. Cars (Radio System) Ltd, 2019). Its not-for-profit structure gives drivers greater control while maintaining strong community ties. TOA Taxis prides itself on reliability, safety, and accessibility, operating one of the Midlands’ largest wheelchair-accessible fleets (Birmingham City Council, 2023).
The company functions in a highly competitive mobility environment dominated by technology-driven ride-hailing platforms such as Uber and Bolt, which have reshaped customer expectations toward speed, transparency, and digital convenience (IBISWorld, 2025). Despite its heritage and reputation, TOA Taxis faces growing challenges, including digital under-investment, fragmented booking processes, and inconsistent customer service feedback (Tripadvisor, 2025). These weaknesses, compounded by operational pressures and emerging sustainability regulations in Birmingham’s Low Emission Zone, have intensified the need for innovation and digital modernisation (Birmingham City Council, 2020).
Against this backdrop, the organisation must modernise its operations and customer experience to remain competitive while preserving its core community values. The taxi and private-hire industry in the UK is undergoing rapid technological transformation, with 87 per cent of passengers now preferring app-based booking and real-time ride tracking (Department for Transport, 2023). This macro-trend, combined with local authority objectives to promote inclusive, zero-emission transport, presents both a challenge and an opportunity for TOA Taxis to reimagine its service model.
In response, this report applies innovation frameworks and design thinking to assess TOA’s current performance and identify strategic opportunities. Part 1 examines the organisation’s existing service ecosystem through the Innovation Ambition Matrix and Customer Journey Mapping, identifying key pain points such as booking delays, accessibility concerns, and limited digital engagement as well as innovation opportunities. Part 2 then builds on these findings to propose a comprehensive digital transformation initiative, “TOA Connect”, a unified mobility and customer-engagement platform designed to enhance booking reliability, accessibility, and sustainability.
TOA Connect introduces artificial-intelligence-based dispatching, real-time driver tracking, integrated digital payments, and an electric-vehicle (EV) transition dashboard to align with Birmingham’s green-transport goals (Birmingham City Council, 2020). By embedding design-thinking principles (Brown, 2008) and digital innovation into the customer journey, this initiative seeks to restore TOA’s competitive position, improve customer satisfaction, and strengthen its reputation as Birmingham’s trusted, accessible taxi service.

PART 1
Origins, legal structure, and mission
· [bookmark: _Int_xnTJRP9e]Founded in 1961, the TOA (Taxi Owners Association) addressed Birmingham’s transport needs when telephones and minicabs were limited. TOA Taxis+1
· As a not-for-profit friendly society, drivers have greater control over their work. TOA Taxis
· The company, T.O.A. Cars (Radio System) Ltd (no. 11555222), is classified under SIC code 49320 – Taxi operation. Find and Update Company Information
· TOA supports local causes through charitable transport and community events. TOA Taxis

Offerings and service scope
TOA offers a broad set of taxi and related transport services:
· Standard black cab taxi services, with capacity up to five passengers (TOA Taxis)
· Larger “Euro cab” vehicles able to take 6 passengers (TOA Taxis)
· Electric vehicles / ultra-low emission vehicles in their fleet (TOA Taxis)
· Wheelchair-accessible vehicles with ramps, swivel seats, grab handles, contrast edging, and trained drivers who apply wheelchair restraints. (TOA Taxis)
· Airport transfers (with meet & greet) (TOA Taxis)
· Advance bookings, immediate dispatch, app booking, web booking, telephone booking (TOA Taxis)
· Corporate accounts, parcel and courier delivery, wedding / tour services (TOA Taxis)
TOA operates Birmingham's largest GPS taxi fleet with drivers who pass knowledge tests, hold NVQs, and enhance DBS checks. Financial analysis relies on industry data and basic accounts, as full financials are not published.

Evaluating TOA's performance and strategy
Evaluating TOA's performance and strategy requires examining macro, industry, regulatory, and consumer trends affecting UK taxi and private hire services, particularly in the West Midlands.

Industry / Regulatory Trends
The UK taxi and private hire sector is rapidly adopting digital tools, with users increasingly preferring app-based booking, real-time tracking, and transparent pricing (Department for Transport, 2023). Demand for accessible and low-emission vehicles is rising with 44% of private hire vehicles being hybrid and 8.8% fully electric as of April 2024, in line with national and local sustainability goals, while cost pressures and price-sensitive consumers continue to give technology-driven competitors such as Uber and Bolt a strong market advantage (GOV UK, 2025; IBISWorld, 2025).
Trust and safety remain central differentiators in the sector, with scrutiny increasing as licensing authorities tighten standards. Recent evidence shows inconsistencies: over 300 local authorities apply varying licensing rules, and investigations have found licences issued even to drivers with violent convictions (Suzy Lamplugh Trust, 2023). Safety research also highlights frequent passenger-reported incidents, reinforcing the importance of strong operator reputations.
Growth opportunities are strongest in airport transfers, corporate mobility and accessible transport. Yet accessibility gaps remain significant: in 2024, only 2.2% of private hire vehicles were wheelchair-accessible compared with 53.9% of taxis (DfT, 2024), signalling unmet demand among disabled passengers and rising expectations for inclusive mobility.
Consumer expectations continue shifting toward seamless digital interactions, environmental responsibility and personalised service. Surveys show 70% of PHV drivers link emissions to climate change and 61% believe driving behaviour influences environmental impact (TfL, 2020). Operators investing in low-emission fleets, stronger training and inclusive design can therefore improve loyalty and expand into underserved segments.
For TOA Taxis Birmingham, these trends highlight the need for accelerated digital transformation alongside social-value leadership. With fewer than 12% of licensed vehicles nationally being wheelchair-accessible, strengthening TOA’s accessibility offer, modernising booking and tracking systems, and reinforcing trust would position the organisation competitively within Birmingham’s evolving mobility landscape.

Implications for TOA
Given the evolving trends in the UK taxi and private hire sector, TOA Taxis must take strategic actions to maintain competitiveness, operational efficiency, and brand reputation. These implications are not only critical for sustaining current market share but also for positioning TOA as a leader in accessible, digitally enabled urban mobility (Department for Transport, 2024; IBISWorld, 2025).
1. Differentiation through service quality, accessibility, reliability, and local reputation
 TOA operates in a market where passengers increasingly prioritise trust, safety, and accessibility over price alone (GOV UK, 2023). By leveraging its historic reputation and focus on wheelchair-accessible vehicles, TOA can differentiate itself from large-scale app-based competitors such as Uber and Bolt, which often lack consistent accessibility standards (GOV UK, 2022). Academic research highlights that service quality, including driver professionalism and punctuality, directly influences customer loyalty and perceived value, which is critical in urban taxi markets (Lemon and Verhoef, 2016).
2. Modernisation of digital booking, dispatch, and customer experience systems
 With the rapid digitalisation of the mobility sector, customers increasingly expect real-time tracking, transparent pricing, and seamless multi-channel booking (Department for Transport, 2024). TOA’s current app and online booking systems require enhancement to support predictive allocation of vehicles, automated notifications, and integrated payment systems. Studies indicate that digital adoption in transport services not only improves operational efficiency but also enhances customer satisfaction and retention, especially in competitive urban environments (Stickdorn and Schneider, 2010).
3. Management of operational costs and vehicle renewal, particularly for electric vehicles (EVs)
 Birmingham’s Clean Air Zone and broader UK emissions regulations necessitate a transition towards low-emission and electric vehicles to reduce environmental impact and comply with legal requirements (Birmingham City Council, 2024). Research shows that EV adoption in taxi fleets can lead to long-term cost savings through lower fuel and maintenance expenses, while also aligning the brand with growing consumer preferences for environmentally responsible services (IBISWorld, 2025). Effective fleet management, including predictive maintenance and optimisation of vehicle deployment, will be critical for balancing service quality with cost efficiency.
4. Mitigation of reputational risks from negative customer reviews
 Online ratings and social media feedback now play a crucial role in consumer decision-making. Negative experiences, particularly denied accessible trips, late arrivals, or app issues, can disproportionately affect customer trust and brand perception (TripAdvisor, 2025; Trustpilot, 2024). TOA must implement proactive customer service protocols, automated feedback responses, and rapid resolution mechanisms to protect its reputation and encourage repeat business (Lemon and Verhoef, 2016).
5. Targeting niche market segments less sensitive to price competition
 TOA can capitalise on less price-sensitive sectors such as corporate accounts, hospital contracts, and council service agreements, where reliability, accessibility, and regulatory compliance are highly valued (Department for Transport, 2024). Academic studies suggest that niche targeting allows firms to command premium pricing, build strategic partnerships, and secure long-term contracts, reducing exposure to highly competitive app-based platforms (Nagji and Tuff, 2012).
6. Strategic integration of social value and sustainability initiatives
 TOA’s community-oriented model and accessibility focus provide opportunities to embed social value and corporate responsibility into the service offering. Research indicates that businesses that combine technological innovation with social and environmental responsibility can enhance brand loyalty, employee engagement, and competitive advantage (Brown, 2008). For TOA initiatives such as wheelchair-friendly EV rides, community transport programmes, and inclusive digital tools reinforce the company’s position as a socially responsible urban mobility provider.
In summary, TOA must adopt a multi-dimensional strategy that blends service differentiation, digital modernisation, operational efficiency, reputation management, market targeting, and social value integration. These actions are essential to maintain competitiveness in the rapidly evolving UK taxi sector and to leverage TOA’s strengths as a trusted, accessible, and community-focused service provider.

TOA: Innovation & Customer Experience
This section uses the Innovation Ambition Matrix and Customer Journey Mapping to evaluate TOA’s innovation posture, service design, key challenges, and opportunities.

TOA Innovation Portfolio: Ambition Matrix Assessment 
Below is how TOA might populate that matrix, along with assessment and recommendations.
(Table 1)
	New
	
	I
	Taxis on Motorcycles
Flying Taxis

	New Market for Customers
	
	Refreshments
Entertainment
Events
Expand beyond West Midlands

	

	Who is the customer?
	Existing Customers
Wedding Service
Funeral Service
Disabled and Special Needs
Business Customers
Account Customers
	
	

	
	Existing
Taxi Service
Ride
	Incremental Modified
	Develop New



Customer Journey Mapping: Core Experience Mapping
We evaluate TOA’s strengths, challenges, and innovation opportunities by mapping the customer journey for wheelchair users and app riders, highlighting main touchpoints, pain/gain points, and areas for digital improvement.

Customer Journey Map — TOA Taxis Birmingham (Disabled Customer Segment)
(Table 2)
	Journey Stage →
	Awareness
	Consideration
	Selection
	Purchase / Service Use
	Feedback / post-trip

	Activities
	Customer searches online for accessible taxi black cabs for disabled passengers;
adverts 
	They ask for Efficient service 
	Create an account
	Experience, 
	Customers review, rate drivers, and send feedback by phone, web form, or social media.

	Touchpoints
	Recommendations, adverts, and good communication
	Availability, and checking on the app if booked on it. 
	Use app prepay first, recommendations
	Using bank cards, CC machines, or prepaid facility
	SMS or email surveys, feedback forms, review sites, customer callbacks, and loyalty follow-ups.

	Customer Experience
	 Nervous, disappointments and happy
	Nervousness, if the cab turns up
	Nervousness, still waiting, frustration
	Good value for money as journey was made comfortable
	Satisfaction or frustration depends on reliability and empathy; acknowledgment or thanks for feedback is valued.

	Pain Points
	Arriving late, negative feedback, not enough drivers, unclear adverts
	Various competition could be called instead
	Phone being engaged, network issues for the app, not enough drivers
	Not finding the right taxi for wheelchair
	Slow complaint responses and poor follow-up erode trust.

	Solutions / Opportunities
	More taxis, more advertisements, be punctual for bookings, avoid being late
	Show real-time accessible taxi availability online, add chatbots for accessibility help, and enable advance booking. Ask for fixed price
	Improve the app system, be honest with customers
	Offered discounted journeys at different times of the day, offer fix prices, being soft in speech, and smiling jestures
	Loyalty programs



A comparable process applies to non-accessible urban passengers, who face fewer critical constraints but are particularly affected by wait times, dynamic pricing, cancellations, and transparency.
Key points  
· Pain: cancellations and no-shows, late arrivals, missing confirmations, inaccessible trips, unexpected pricing, app issues, drivers lacking knowledge, poor communication or tracking, and negative reviews affecting reputation.
· Gain: reliability, safety, professional drivers, easy booking, consistent service, value features (buddy tracking, app alerts), accessibility.
Digital innovation opportunities
1. Smart matching & assignment engine allocate nearest suitable (accessible) vehicle, considering traffic, wheelchair capacity, driver skill.
2. Live ETA and driver tracking: In-app map with delay alerts.
3. Accessibility filter / vehicle flagging a filter, so customers only see accessible cars.
4. Passengers can send notes (e.g., “folding wheelchair, needs ramp deployment”) to their assigned driver.
5. Fallback protocol: If a vehicle is unavailable, reassign quickly with notification and compensation.
6. Automated feedback and escalation engine negative feedback triggers immediate review or offer to rectify.
7. Dynamic incentive / loyalty module subscription models, ride bundles, discounts, membership tiers.
8. Predictive demand forecasting & pre-positioning use historical data to position available cars in high-demand zones.
9. Integrated journey planning / multimodal support lets customers use taxis with public transport or micromobility options.
10. Data analytics dashboard for operations tracks cancellations, wait times, geographic gaps, driver performance, accessibility compliance.
By mapping the journey and innovation interventions, TOA can identify successes, pinpoint areas for digital or service improvements, and enhance trust and competitiveness.

Evaluation & Recommendations
Based on the above analysis, here are key observations, strengths, weaknesses, and strategic recommendations.
Strengths 
1. Legacy, brand, and local knowledge
a. TOA has deep roots (since 1961) in Birmingham, yielding local brand recognition and trust. (TOA Taxis)
b. Drivers pass the Birmingham Knowledge test and NVQ, enhancing credibility. (TOA Taxis)
2. Commitment to accessibility
a. TOA is among the few operators offering a substantial wheelchair-accessible fleet, ramp-equipped vehicles, and trained drivers. (TOA Taxis)
b. This segment is socially significant, yet frequently underserved.
3. Multiple booking channels & app presence
a. TOA offers booking via app, web, phone, and in advance. (TOA Taxis)
b. GPS dispatch is supported. (TOA Taxis)
4. Community focus / non-profit values
Friendly societies and community support for charities build goodwill and social license. (TOA Taxis)
These strengths position TOA well to leverage its trusted reputation and inclusive service offering as foundations for further innovation and digital transformation. By building upon local expertise, community goodwill, and a proven commitment to accessibility, TOA is equipped to differentiate itself in a crowded market, provided it continues to adapt quickly to changing customer expectations and technological advancements.

Weaknesses, risks & challenges
TOA Taxis struggles with several challenges: limited financial transparency, poor reputation reflected in low online ratings and service complaints, and intense competition from app-based operators like Uber and Bolt. High operational costs, driven by accessibility requirements and maintenance, further strain performance. Additionally, TOA’s slow pace of digital innovation leaves it vulnerable to technologically advanced competitors.

Strategy & Plan
This roadmap outlines timelines for TOA to improve competitiveness, customer experience, and innovation.
(Table 3)
	Timeframe
	Strategic Initiative
	Rationale & Key Actions

	Short-term (6–12 months)
	1. Streamline online booking
	Improve reliability, ETA tracking, driver-customer notes, and vehicle filters. Implement reassignment fallback and automated feedback.

	
	2. Reputation Repair & Recovery
	Handle negative reviews, create a complaint process, grow your social media presence, and connect with the community.

	
	3. Analytics & Operations Dashboard
	Track cancellations, waiting times, driver performance, and geographic gaps to optimise vehicle placement.

	
	4. Incentive/Loyalty Modules
	Introduce ride packages, subscription plans, referral programs to encourage repeat usage.

	Medium-term (1–3 years)
	5. Adjacent services expansion
	Expand parcel/courier services, scheduled ride contracts, corporate accounts. Use off-peak capacity.

	
	6. Drive for fleet electrification
	Use government incentives to switch to electric or ultra-low emission vehicles and comply with new regulations.

	
	7. Mobility platform partnership
	Partner with local transit or mobility platforms to join wider transportation services.

	Long-term (3+ years)
	8. Marketplace platform model
	Create an API or marketplace for app integrators to access TOA’s fleet and for TOA to reach external demand channels.

	
	9. Autonomous / smart vehicle readiness
	Track autonomous vehicle progress, run pilot trials, and anticipate industry shifts.

	
	10. Franchise or Expand Locally
	If it works locally, expand or franchise TOA’s model to new areas.


TOA should pilot an agile/lean approach in selected zones, monitor adoption, and scale gradually. Seek funding or partnerships to reduce EV and digital platform costs. Focus on accessible services and ensure regulatory compliance.

PART 2
Proposed Digital Transformation Initiative for TOA Taxis Birmingham
1. Overview of Challenges and Digital Opportunity
The analysis in Part 1 identified several persistent operational and strategic challenges confronting TOA Taxis Birmingham. These include declining customer satisfaction, slow response times, weak digital integration, and intense competition from technology-driven platforms such as Uber and Bolt (IBISWorld, 2025). Although TOA’s heritage and accessibility leadership offer differentiation, its limited data analytics, inconsistent booking reliability, and poor online reputation (Tripadvisor, 2025) undermine brand equity and growth potential.
Consumer behaviour in the UK transport sector increasingly favours frictionless, digital-first experiences, with 87 per cent of passengers preferring app-based booking and real-time tracking (Department for Transport, 2023). Birmingham’s Transport Plan further calls for inclusive, sustainable mobility solutions that support zero-emission fleets and equal access for disabled users (Birmingham City Council, 2020). These trends highlight a dual opportunity for TOA Taxis to enhance customer experience and operational efficiency through digital transformation.

2. Proposed Initiative: TOA Connect – A Unified Digital Mobility Platform
To address its key weaknesses and build long-term resilience, TOA Taxis should introduce “TOA Connect”, a comprehensive digital mobility and customer engagement platform. TOA Connect integrates ride-booking, live tracking, accessibility support, digital payments, and data-driven operations into one intelligent system.
Core Components of TOA Connect
1. Smart Dispatch & Accessibility Engine
 A cloud-based dispatch system using AI-driven matching to allocate the nearest suitable vehicle based on accessibility needs, traffic, and driver availability. This aligns with Birmingham’s accessibility requirements (Birmingham City Council, 2023) and ensures wheelchair users experience faster, more dependable service.
2. Unified App and Web Portal
 Customers can book, pay, and rate rides through a single interface that supports voice commands, accessibility filters, and real-time communication with drivers. This feature modernises TOA’s legacy system (T.O.A. Cars (Radio System) Ltd, 2019) and competes effectively with major ride-hailing apps (IBISWorld, 2025).
3. Data Analytics and Operations Dashboard
 A back-end analytics dashboard will track ride volumes, wait times, cancellations, driver ratings, and vehicle performance. This provides management insight into service gaps and compliance metrics (Department for Transport, 2023).
4. Digital Loyalty and Subscription Programme
 A points-based loyalty system for repeat riders and a monthly subscription for frequent users especially for hospitals, schools, and corporate accounts encourages retention and stabilises revenue streams.
5. Integrated Electric Vehicle (EV) Transition Module
To meet Birmingham’s low-emission zone requirements (Birmingham City Council, 2020), the system tracks vehicle fuel type and mileage, helping TOA plan for phased EV adoption.

3. Enhanced Customer Journey Map
The table below shows how TOA Connect reshapes the customer experience compared to the current state.
Enhanced Customer Journey Map – TOA Connect          (Table 4)
	Journey Stage
	Current Experience (Pain Points)
	TOA Connect Experience (Digital Enhancements)
	Expected Gains

	Awareness
	Customers discover TOA through word of mouth or phone listings; little online visibility 
	Targeted digital advertising and Google integration display live fleet availability.
	Increased awareness and brand trust.

	Consideration
	Limited app functionality and lack of transparent pricing 
	Customers use an app/web portal with instant fare estimate, accessibility filter and driver profile.
	Transparency, confidence, and inclusivity.

	Booking & Dispatch
	Manual dispatch sometimes causes late arrivals and cancellations 
	Smart Dispatch assigns the nearest accessible vehicle using real-time data.
	Faster, more reliable service.

	Ride Experience
	Drivers professional but limited in-app support or communication 
	In-app communication, driver chat, and route tracking improve confidence and safety.
	Reduced anxiety and increased satisfaction.

	Payment & Feedback
	Payment via card machine; feedback optional (Part 1 analysis).
	Integrated digital payment and automatic feedback request within the app.
	Convenience and continuous improvement.

	Loyalty & Retention
	No loyalty system or follow-up.
	Automated thank-you message, loyalty points and referral rewards.
	Stronger customer relationships.


4.  Design Thinking Integration
Applying design thinking principles empathy, ideation, prototyping, and testing ensures the new system directly addresses customer pain points (Brown, 2008). TOA Connect is grounded in empathy for two priority segments:
· Disabled passengers, who need assurance of accessibility and driver support; and
· Frequent urban commuters, who expect fast, predictable, and digital service.
During ideation, customer feedback from social media and review platforms (Tripadvisor, 2025) will guide interface design. A prototype app will undergo pilot testing with selected Birmingham routes before full rollout, reflecting iterative learning central to design thinking.

5. Innovation Ambition Matrix (Revisited)
Integrating TOA Connect into the Innovation Ambition Matrix positions the initiative between transformational and adjacent innovation:
(Table 5)
	Ambition Level
	Focus Area
	Example Innovation

	Core Innovation
	Improve current taxi service
	Enhanced booking reliability, feedback automation

	Adjacent Innovation
	Extend to new customer segments
	Digital subscriptions for corporate and healthcare users

	Transformational Innovation
	Redefine business model
	TOA Connect platform integrating electric mobility and data analytics


This combination balances risk and opportunity modernising TOA’s operations while gradually transitioning toward a platform-based model, as observed in leading mobility operators (IBISWorld, 2025).

6. Organisational and Social Impact
Operational Efficiency
The integration of smart dispatch and analytics will reduce empty miles and idle time, lowering costs per trip and emissions (Department for Transport, 2023). Predictive demand tools will optimise fleet deployment, improving wait times and driver utilisation.
Customer Satisfaction
Reliability, transparency, and personalisation foster trust particularly among disabled users who currently face long waits and accessibility uncertainty (Birmingham City Council, 2023). App-based feedback closes the service loop, enhancing accountability.
Social and Environmental Responsibility
As Birmingham progresses toward zero-emission transport (Birmingham City Council, 2020), TOA Connect supports gradual EV adoption by tracking usage data and providing eco-driving tips. This aligns with city goals for cleaner air and inclusive mobility.
Brand Reputation
Improved online ratings and customer sentiment will strengthen TOA’s digital footprint. As customer reviews on platforms such as Tripadvisor (2025) influence new users, this improvement is both reputational and commercial.

7. Implementation Roadmap
(Table 6)
	Phase
	Timeline
	Key Activities
	Expected Outcome

	1. Design & Planning
	0-6months
	Requirement gathering, stakeholder workshops, technology partner selection.
	Defined system architecture and roadmap.

	2. Pilot Development
	6–9 months
	Build MVP apps, dispatch algorithms, and driver interfaces.
	Pilot testing with 50 drivers in central Birmingham.

	3. Feedback & Optimisation
	9–12 months
	Collect feedback from customers and drivers; refine UX.
	Enhanced usability and reliability.

	4. Full Rollout
	12–15 months
	Public launch, marketing campaign, loyalty programme activation.
	Improved ratings and app adoption.

	5. Evaluation & Scaling
	15–24 months
	Assess performance metrics; explore partnerships with hospitals and councils.
	Expansion and financial sustainability.



8.  Measuring Success
The success of TOA Connect will be evaluated through a balanced scorecard combining quantitative KPIs and qualitative insights:
(Table 7)
	Dimension
	Key Performance Indicators (KPIs)
	Data Source

	Customer Experience
	Net Promoter Score (NPS); average customer rating ≥ 4.5; complaint resolution within 24 hours.
	In-app analytics and customer surveys.

	Operational Efficiency
	Reduction in cancellation rate ≥ 30%; average wait time < 8 minutes.
	Dispatch system metrics.

	Accessibility Compliance
	100 per cent accessible vehicle availability; driver accessibility certification.
	Birmingham City Council licensing reports (Birmingham City Council, 2023).

	Environmental Performance
	15 per cent of fleet electric by 2027.
	Internal fleet records.

	Financial Outcomes
	Revenue growth ≥ 10 per cent within year 2; 20 per cent reduction in fuel costs.
	Management accounts (T.O.A. Cars (Radio System) Ltd, 2019).


9. Risk Analysis and Mitigation

(Table 8)
	Risk
	Potential Impact
	Mitigation Strategy

	High initial investment
	Strains cash flow.
	Phased rollout; seek local council innovation grants (Birmingham City Council, 2020).

	Driver adoption resistance
	Reduced uptake.
	Provide digital training and incentives.

	Data privacy issues
	Breach of customer trust.
	GDPR compliant data handling protocols.

	Technology failure
	Service disruption.
	Use redundant cloud infrastructure and 24/7 support.



10. Strategic Value Creation
TOA Connect strengthens TOA Taxis’ competitive positioning through:
· Customer-Centric Innovation: Addressing unmet accessibility and reliability needs using human-centred design (Brown, 2008).
· Digital Integration: Transitioning from a legacy dispatch model to a scalable, data-driven mobility ecosystem (IBISWorld, 2025).
· Sustainability Leadership: Aligning operations with Birmingham’s clean transport policies (Birmingham City Council, 2020).
· Community and Trust: Reinforcing TOA’s not-for-profit social mission through transparency, inclusion, and environmental stewardship (T.O.A. Cars (Radio System) Ltd, 2019).
These outcomes create not just commercial advantage but also social legitimacy a crucial factor for community-based operators.

Conclusion and Recommendations
This portfolio critically assesses TOA Taxis in Birmingham’s local industry position, noting its established brand, accessible fleet, and community values. While TOA enjoys trust and scale, it faces competition from digital-first firms, poor online reviews and high costs. 
To remain competitive, TOA should advance digital transformation, improve customer experience especially for vulnerable users. Key recommendations include enhancing booking and feedback systems, expanding services, investing in electric vehicles and forming local partnerships. Addressing these areas will help TOA reinforce its market standing and support growth.
With rapid sector digitalisation the proposed TOA Connect initiative offers a clear path to greater efficiency, accessibility, and alignment with Birmingham's sustainability goals. A structured, data-driven implementation will improve TOA’s brand and gain trust within the community.
Looking ahead TOA’s ability to adapt to evolving market demands will depend on a proactive approach to deeper engagement with both drivers and passengers and a commitment to leveraging technology responsibly. By embracing a culture that values feedback, using sustainable practices and continually refining its service offerings. TOA can secure long-term resilience in Birmingham’s transportation. Aligning strategic with community expectations and regulatory changes will be essential for ensuring that TOA not only maintains its reputation but also sets new standards for accessible and ethical mobility in the region.
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