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ABSTRACT

After the first democratic elections in South Africa in 1994, South Africa

was heartily welcomed into the family of nations of the world. Likewise,

South Africa should extend a warm welcome to peoples of the world to

its shores.

South Africa must take full advantage of its political popularity under the

democratically elected government. Besides, South Africa has an

abundance ofnatural resources and is rich in history because of its racial

diversity. The cultures of its indigenous people of South Africa can make

this region one of the most sought after tourist destinations of the world.

Tourism, like all other industries in this country, has been badly affected

by sanctions, violence, crime and internal political conflict. Furthermore,

the media has created a turbulent atmosphere through its exaggeration of

incidents that are common to all countries of the world. These have

dissuaded thousands ofpeople who would otherwise have chosen to visit

South Africa especially the Black townships and rural areas.

Tourism has, unfortunately, received little attention, from both the

previous and the present governments compared to other industries. A

number ofprojects and programmes have been directed at alleviating

problems ofBlack communities with the ultimate aim of improving their

standard of living. In most cases, these programmes have failed to

achieve this objective. Instead, in tourism, it is the wealthy hoteliers who

have been beneficiaries and not the target population.
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South Africa has engaged in a number of tourism forms with the

objective of including and involving Blacks such that they benefit from

tourism development. Presently very few Blacks have been properly

involved in tourism in a positive way.

This study focuses on establishing a Tourist Information Centre in

Umlazi that will provide information concerning tourism that may be

required by potential tourists. Tourism needs much more than providing

information to tourists, it also needs that the infrastructure available

should be ofa suitable standard. The development of such infrastructure

in Umlazi and neighbouring townships has lagged behind in the past

because of the policies that were in operation. Tourist Information

Centres will help develop a high level of awareness of the potential

benefits available in Umlazi Township for both the tourists and the host

communities.

It has been found from the tourism workshop held in May 1998 to

orientate the people ofUmlazi in tourism, that tourism awareness

campaign seems to be the only criterionthat can be used to answer all the

questions and challenges pertaining to tourism industry.

The survey conducted re-iterated the need for tourism education and, also

revealed that the majority ofUmlazi community would love to see a

Tourist Information Centre materialising. The opinion survey showed

that the support from the community cannot be doubted.
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CHAPfERONE

ORIElIoTATION TO THE STUDY AJ."'D THE CONCEPT OF TOURIST

INFOR-l\1ATION CENTRES

1.1 INTRODUCTION

The study seeks to create the role of township tourism in the South African

tourism industry by looking at the issue of accommodating tourists and

taking the tourism industry to the township in a manner that will benefit both

the tourist and the township community. The researcher sees the

establishment of a Tourist Information Centre at Umlazi as a model for

taking tourism to the townships, thus developing the township and the people

economically, socially, educational and physically.

According to White Paper on Tourism 1996, tourism is a creator of jobs and

an earner of foreign exchange. Tourism seems to be the only industry that

hopes to bring employment to people found around big cities of South

Africa, Durban Metropolitan and Umlazi in particular being the focus of the

study.

Since tourism encompasses so many recreation facilities and business related

activities, Umlazi community will directly and or indirectly benefit from

tourism. The tourism White Paper 1996, sees Tourism creating thousands of

new jobs in the near future. This carmot be achieved to the benefit of the

people if the local community is not made aware of opportunities that

tourism can offer. Consequently tourism awareness campaign seems to be

1



an urgent solution which can make a breakthrough in the challenges and

problems presently facing the tourism industry namely crime and the fact

that it is still white-dominated, and as such to some degree the community

has a negative perception and negative attitude towards tourism.

The objectives of this study is to establish the feasibility of opening up a

tourist information centre at Umlazi which will drive tourism in the

township. South Africa focuses on international information centres or

gateways and regional tourist information centres and tend to ignore local

information centres, especially if they need to be established in Black areas.

It is due to this neglect of tourism in Black areas that has prompted the

writer to embark on this study.

An attempt was made at looking at tourist information centres and found that

there was very little written materiaL World Tourism Organisation (WTO)

has done tourism research before, but nothing on establishing tourist

information centres has been written. Consequently, the writer based her

discussions on several reports. This leaves scope for researchers to consider

exploring the issue of information centres.

In chapter one, the writer gives a brief orientation to the study, and the

historical background to tourism in South Africa. Methodology used in

conducting the research is also shown here.

Chapter 2 deals with the existing situation at Umlazi, the history of Umlazi

and the background to tourist information centres in relation to South Africa.

This will guide the writer as to what needs to be considered when opening up

a tourist information centre
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Chapter 3 discusses the elements offeasibility which forms the pillars for the

new development. This chapter is very important because the

recommendations for the establishment come from how feasible the

elements such as land availability, financial implications and views of the

community are.

In chapter 4 the writer describes the analysis namely: SWOT and feasibility

analysis. Researched information is analysed, indicating their relevance to

the study.

Chapter 5 deals with conclusion and the recommendations towards the

establishment of the tourist information centre.

1.2 BACKGROUND TO SOUTH AFRICAN TOURISM IN

RELATION TO THE STUDY

Tourism in South Africa has recently featured as an industry with great

potential to alleviate many of the economic challenges that the country

experiences. Factors favouring the development of this industry are South

Africa's large population of approximately 41 million and an area of 1.27

million square kilometres which is nearly five times the size of the United

Kingdom (Tourism White Paper, 1996: I). Furthermore, South Africa boasts

a tourism attractiveness and diversity, which includes accessible wildlife,

impressive scenery, unspoiled wilderness areas like St. Lucia, the

surrounding wetlands, diverse cultures, and a largely temperate climate.
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In addition, a well-developed infrastructure and unlimited opportunities exist

for special interest activities such as whale watching, deep-sea-fishing,

hunting and diving.

According to Tourism White Paper 1996, South Africa is a complete

destination for tourists having, also, unique archaeological sites for Bushmen

paintings, battlefield sites, excellent conference and exhibition facilities, a

wide range of sporting facilities and internationally known attractions like

Table Mountain, Sun City, the Kruger National Park, the Cape of Good

Hope and Maputoland. With these attractions South Africa and, in particular,

KwaZulu Natal Province, could have been amongst the best and most widely

visited tourist destination in the world, were it not for the short-sightedness

of the policies of the previous government which made tourism a

predominantly white industry.

The tourism industry has been expanding for the past nine years and has

grown rapidly since 1994 with a total tourist expenditure estimated at R26.8

billion in 1998 (Statistics South Africa, 1997). According to the South

African Tourism Board (SATOUR), foreign arrivals (all ports of entry

excluding overland African arrivals) have increased at a tremendous rate

over the last few years

(see figure 1 below).Source: CSS 1997
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FIGURE 1- ANALYSIS OF FOREIGN ARRIVALS

• 729 000 in 1994

• 1 424 066 in 1997

A growth rate of 53% was recorded in 1995. This growth rate dropped to

10% in 1996 mainly due to a collapse in arrivals in February and June 1996.

This is very abnormal but the rest of 1996 recorded growth rates of

approximately 15% when compared with the arrivals during the same period

in 1995. The trend continued throughout 1997 and the average growth rate

when compared to 1996 was 15%. This is significantly higher than the

international growth rate in tourism which has been recorded at between 5%

and 6%.

The potential for growth in South Africa is still significant if the government

fully supports tourism. How? By fighting crime, for this has a negative

effect on tourists who become discouraged to come to South Africa. We can
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therefore expect a growth rate of 10- 15% in arrivals to continue up to and

beyond the year 2000.

After the South African democratic elections of 1994, there has been a

tremendous increase in tourist arrivals. The data which exists for KwaZulu

Natal, obtained from several sources (SATOUR 1997, Statistics South Africa

1997, the KwaZulu-Natal Tourism Authority 1998, Decision Survey

International 1997) provide a high level outline of the tourism industry for

the province as a whole and for broad tourism regions within the province.

(See figure 2 )
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FIGURE 2 OVERSEAS VISITORS TO KWAZULU
NATAL

The Decision Survey International survey (DSI, August 1997) indicates that

one third of all foreign visitors spent time in KwaZulu Natal. Most foreign

visitors make the trip to KwaZulu Natal in mid November or towards the end

of March. Some 22% of all foreign tourists visit Durban (268 000) and 8%

travel up to the North Coast to Zululand and the game parks (97 500). The
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townships, Umlazi in particular can benefit from foreign tourists as

Durban receives 22% ofthe foreign visitors to KwaZulu Natal.

1.3 STATEMENT OF THE PROBLEM

Durban, in particular, is enriched by four important characteristics, namely

its temperate climate, its hospitality, its multicultural diversity and one of the

most magnificent urban seaboards in Africa. In the highly competitive world

of destination marketing, Durban and its surrounding townships have to

develop a distinctive tourism product that distinguishes it from its

competitors. Cultural tourism in KwaZulu Natal and in particular around

cities is one of the best products for promoting urban tourism. Historically,

however, the cultures of the indigenous people have been totally excluded

from tourism promotion, yet as attractions they could have made South

Africa . an extremely desirable destination (KwaZulu-Natal Tourism

Authority- Research Division Report 1997).

In considering the tourism potential of the cultures of the indigenous people

of South Africa, in this case those found in rural areas and in the townships

of Durban, of which Umlazi is one, there is much that needs to be explored

and exploited.

1.4 BACKGROUNDTO THE PROBLEM

There is a lot more needed in tourism. The infrastructure of tourism

development has been neglected in previous years, especially in the

previously disadvantaged communities whether rural or urban, where people

do not own any tourism product. If additional hotels, tour coaches and
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improved airport facilities (as it is happening with Johannesburg

International airport), are a few of the issues to be addressed urgently, the

need for development in the previously disadvantaged communities (where

tourism is not even in its infancy stage) requires to be addressed

immediately. (The Star, July, 1998).

Everyone in the township has access to electricity, clean water, sewerage and

public transport - which ranges from trains, buses to taxis. Health facilities at

Umlazi consist of one hospital known as the Mshiyeni Memorial Hospital

and seven clinics, which have resulted in improved health status of the

people ofUmlazi, along with a low mortality rate.

As far as education is concerned Umlazi has a total number of 109 schools, a

university campus, a technikon, and a technical college. The total number of

formal churches is 45 and this excludes schools and homes that are used by

some worshippers. Telephone facilities are available in many households,

with public booths at the points of convergence of major transport routes.

The language spoken in the township, especially by the youth, is "tsotsi taal"

which can be likened to slang. The mixing of different racial groups with

their respective cultures, in the Durban Metropolitan area (the "metro"), has

resulted in acculturation in townships surrounding the metro. Such

ac-culturation has led to rapid changes in the Zulu language spoken by most

of KwaZulu Natal's indigenous people. Thus once tourists are at Umlazi

they will become exposed to the culture of languages.

A high level of awareness of what Durban has to offer and the various

products already available including the new products that have to be

8



developed according to the market demand IS essential if we are to

compete with established long-haul destinations. If South Africa has to offer

something unique and memorable to the tourist vacation experience,

focusing on tourism products that are geared to the indigenous peoples of

South Africa is essential and cannot be ignored.

The success of tourism nowadays depends on whether tourists do get what

they need. The trend in tourism is shifting from natural (fauna & flora)

tourism to cultural tourism, which is environmentally friendly. In this context

tourism has to be taken to the black communities. It will be much more

appropriate to start by establishing a Tourist Information Centre in the

townships, at least the largest townships. The reason for opening Tourist

Information Centres in these townships is their situation / location which is

close to the cities, where tourism is already in full operation. The Umlazi

Tourist Information Centre will allow township tourism to be managed

professionally and hence be recognised in the tourism industry.

1.4.1 HISTORICALBACKGROUND OF TOURISM INFORMATION
CENTRES

The Group Areas Act, for separate development and the advent of

institutions such as the Joint Services Boards impacted negatively on

planning for development of Black areas, consequently these areas are

lagging in development up to today. As for tourism nothing meaningful was

ever planned for Blacks.

Historically, Tourism Information Centres (TIC) were found in cities all over

the world and were designed to assist the travelling population with
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information about facilities, services, activities and events, which might be

of value to the traveller. A Tourist Information Centre is known as a Tourist

Organisation Office in overseas countries like America and Australia and is

designed to supply information namely, the visitor service, to the tourists at

the destination. Douglas Pearce, in his study citing Middleton (1998: 222),

Jefferson and Lickorish (1998) call this visitor service, a consumer

assistance, protection and after sales service respectively. It is a consumer

and assistance service because it helps its customers with all the information

related to the products it offers.

It is referred to as "an after sales service" because once the tourist buys the

holiday, then at the destination he or she will get the service he needs at the

information centre. It therefore makes the tourist experience reliable and

complete.

Visitor servicing which the information centres provide is a specific part of

marketing anapromoting of tourism and it is distinctive in the fact that it

occurs at the destination rather than in the origin (pearce, 1992). The

primary concern here is servicing the tourist. According to the study, which

was conducted in America, only 16 % of all the visitors made any use of its

service (pearce, 1992: 10). The reason for inefficiency of the service is that

there is very little material written on tourist information centres except

attractions, accommodation and activities and where they are found. There

are no discussions on how to establish one and very scanty information on

how they are registered. The second reason is that there is a lack of research

on Tourist Information Centre (TICs). Tourist organisations focus the

research on big organisations like the World Tourist Organisation (WTO)

and tend to neglect the local ones like the TICs.
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1.5 DELIMITATION OF THE PROBLEM

Umlazi has been chosen for this study because of its adequate educational,

cultural and access infrastructure, its support infrastructure, proximity to the

city, the neighbouring townships and the airport. The roads are all tarred

except for a few which run through the surrounding informal settlements.

The culture in Umlazi is predominantly that of a Natal township with a little

traditional culture found amongst the older population.

1.6 SIGNIFICANCE OF THE STUDY ANDTHE IMPORTANCE OF
TOURIST INFORMATION CENTRES

Tourism in South Africa is the only industry that seems to generate income

in a short term. Furthermore tourism is an earner of foreign exchange and job

creation. Tourism opens business opportunities to local people where by

they become involve in entrepreneur activities such as running and owning

accommodation facilities namely youth hostel, bed an breakfast, hotel, guest

houses, etc, restaurant, taverns, curio shops, galleries and craft industries and

others. Through tourism education, training and awareness the local

community will learn about tourism benefits, job opportunities and tourism

careers like tourism manager, tourism officer, tour guide, tourism planner,

reservation agent, tourism researcher, travelling journalism, marketing co

ordinator, information clerk and many, many more.

Townships, Umlazi in particular can benefit economically from foreign

tourists as Durban receives 22% of foreign visitors to KwaZulu Natal that is

according to Decision Survey International 1997.
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The most important function of the information centre 1S to supply

information about the area in which it is located to the travelling population

and the tourists. Although very little research has been done on Tourist

Information Centres, the major role of a TIC is to market the local area, the

region and the whole country, that is marketing attractions, peoples and their

cultures, landscapes and climate to the whole world.

The Umlazi Tourist Information Centre will establish an asset database for

tourism in the area, which will be made available to the tourists and the

locals. This office is important for inventory of what the community can

offer to the tourists. It will then compile and produce a brochure of tourist

facilities and activities which will be used in marketing Umlazi.

Besides supplying irtformation and its marketing role, it will also conduct

educational and awareness campaigns. Through these campaigns the centre

will assist in educating the tourist, the travelling population and the host

population about tourism. The other role of the information centre is to

educate the developers of potential tourism products. The TICs will provide

irtformation, assistance and the maintenance of tourism products in a

standardised and professional manner.

The major role of the centre is to keep records on employment and business

developments. These developments range from the retail services,

manufacturing (crafts), comfort services (accommodation), food outlets,

taverns, and service stations.

12
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