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Introduction 
This report synthesizes the feedback collected by members of the VF Destination Management Steering 
Committee during the months of May – June 2022. The objective of the consultation process was to 
determine the initial level of interest and support in stablishing a destination management partnership 
to better steward the destination. A destination management partnership would work to improve the 
visitor experience from end-to-end, but also ensure the sustainability and coordinated growth and 
development of the city. 
 

Members of the Steering Committee identified a stakeholder sample with interest or influence over the 
management of Victoria Falls. The sample is made up of public sector agencies, NGOs, civil society and 
the private sector. A total of 45 initial one-on-one consultations were completed with the following:  
 

Public Sector Private Sector NGOs, Associations, Civil Society 
Victoria Falls City Council (x2) TBCZ (x2) Rotary Club, Victoria Falls 

ZTA (x 2) Africa’s Eden (2) We Are Victoria Falls (2) 

Ministry of Environment, Climate, 
Tourism and Hospitality Industry  

HAZ Residents Association Victoria Falls 

Ministry of Transport and 
Infrastructural Development 

Bayete EnviroWatch 

ZimParks Shearwater SADC KAZA 

Forestry Commission Victoria Falls Investments VF Disabled Community representatives 

Ministry of Local Government, 
Public Works and Housing 

Matetsi  

Hwange RDC Victoria Falls Hotel   

Civil Aviation Authority Zimbabwe Africa Travel and Tours  

Airports Company Zimbabwe SME Association Victoria Falls  

Ministry of Health Elephant Hills/ Kingdom Hotel  

ZIDA (2) Mbano Manor  

 Pure Africa  

 Batoka Safaris  
 MJ Air  

 Wilderness Safaris  

 Batonka/ Pioneers  

 Liquorama Bhejane Trust and VFAPU  

 Vic Falls River Lodge   

 Stanley and Livingstone  

 
This report summarises the feedback received and is organised into four categories: 1) interest and 
alignment, 2) gaps and opportunities, 3) questions and 4) recommended conditions for success. 



1. Interest and alignment:  
 

Stakeholders were asked if they have knowledge or views on destination management as a concept, 

whether it would be a good thing for Victoria Falls, and the extent to which it would align with the 

interests of their organization. 

Interest: All stakeholders agree that a coordinated approach to managing Victoria Falls holistically would 

be extremely positive. There is recognition that there are a great many agencies, organisations and 

departments involved the destination, and they need to be unified by a common vision and goals so that 

everyone is pulling in the same direction. This could also mean a more efficient use of resources. Many 

public stakeholders also highlighted the potential positive impact on jobs and the economy. A few 

private sector players were initially reticent citing issues of public-private trust and funding concerns.  

Experience: Most stakeholders have limited exposure and experience of the concept, especially in terms 

of its wider mandate beyond destination marketing. The most cited successful example was Cape Town 

where tourism players, the city, and government organisations collaborate well. 

Alignment: Different stakeholders expressed how the objectives of a destination management 

partnership were aligned with their own objectives and mandates.  

Victoria Falls City Council, Ministry of Local Government and Hwange RDC believe a well performing 

destination will drive growth, jobs and GDP which is a key mandate of local government. Economic 

prosperity for local people and greater revenues to the region will bolster the local authorities. 

ACZ, CAAZ and MoTID believe that effective destination management will grow passenger and aircraft 
traffic which directly supports their mandate. The case for tourism, investment, trade and culture is the 
full package for airlines. Better marketing, management and coordination will increase arrivals by air, 
meaning more efficient utilization of the airport infrastructure, and an increase in airport revenues. 
  
The Rotary Club, We Are Victoria Falls, Envirowatch and the Residents Association have an interest in 
supporting local people and the local environment which is well aligned to a destination management 
approach. They specifically highlighted the opportunity to green the city, protect the World Heritage 
status and better coordinate the already positive initiatives that were working to curb crime and 
manage waste. They felt that destination management provided an opportunity to increase the 
competitive position of Victoria Falls as a destination of choice. A more coordinated approach to 
product development, extending length of stay, events and offering competitive pricing would support 
local businesses and residents who are so dependent on tourism.  
 
TBCZ, Victoria Falls SME Association, Africa’s Eden and tourism private sector agree that coordinated 
destination marketing and management will increase the flow of tourists and improve their experience 
of Victoria Falls. Businesses will thrive and employment will increase in a better managed destination.  
 
ZTA, MECTHI, ZIDA, ZimParks and Forestry have mandates to manage tourism and regulate or manage 
assets (destiantions, parks, SEZs etc). These stakeholders supported the concept of strengthening the 
destination’s profile, and several suggested widening the scope to include Hwange, Mlibizi, Binga and 
Chizarira, or even taking the concept and replicating it in Bulawayo, Harare and the Eastern Highlands in 
support of a fully decentralized approach to tourism management.  



2. Gaps and opportunities 
 
Stakeholders identified a rich and varied set of destination challenges ranging from air access to street 
vendor management. Almost all stakeholders suggested a focus on streamlining entry to the 
destination. Most private sector stakeholders were concerned with managing street vendors and city 
planning. The challenges that were raised are listed below in order of the most frequently cited 
(brackets at end of each sub-section).  
 
Entry processes: The challenge of tourist entry to Victoria Falls was overwhelmingly a priority for 
stakeholders. This refers to immigration and Port Health processes at the airport and the land border 
posts.  Stakeholders cite severe bottlenecks on arrival that create poor impressions of the destination. 
These could be alleviated through availability of digital visas ahead of entry, credit card facilities at ports 
of entry, customer service delivery improvement, better signage communicating on health and safety, 
more efficient customs procedures, better flexibility and movement of immigration staff between ports 
of entry, and physical infrastructure improvements at border posts (Kazungula in particular). 
(14) 
 
City planning: Many stakeholders feel that growth and development of the area has reached a crisis 
point. Combined planning with Hwange District, Forestry and ZimParks is essential if the value of the 
destination is not to be compromised. Facilitating proper planning and spatial zoning should be a priority 
of the DMP, potentially ensuring ‘no development’ zones are established to uphold Victoria Falls 
prestigious natural heritage status. Transparency is critical.  
(10) 
 
Vendors: The city reportedly feels unsafe and difficult for tourists to walk around due to harassment by 
informal vendors.  Stakeholders suggest a DMP could work to address this, for example, by engaging the 
Taxi association and Vendors Association, working with proactive tourism police, formalizing vendors 
and providing them with alternative, viable market access.  
(9) 
 
Vision and Coordination: Having a unified vision and strong authority leadership for the destination was 
cited as a challenge. There is a need for one coordinated agenda where processes are well resourced, 
and all stakeholders are keen to participate. VFCC needs support in executing leadership on this vision. 
The DMP should be the primary point of contact so stakeholders can contact them for immediate 
reaction and liaising with the necessary authorities.  
(7) 
 
Destination Marketing: While many operators are doing their own marketing, no-one is responsible for 
destination marketing. Stakeholders feel that the destination is not well marketed, while other countries 
are marketing Victoria Falls. With a large airport and iconic waterfall and parks, the destination should 
market better, and help position itself as the first inland landing port for tourism in Africa. Stakeholders 
say that the DMP has to be given the mandate to manage Victoria Falls’s image. It should be at Travel 
Shows to talk about the destination, access, and answer queries so operators can focus on promoting 
their product. The DMP could work effectively with existing DMCs and regional marketing associations 
like Africa’s Eden.  
(6) 
 



Conducive environment: It is important to provide an operating environment that allows for local 
entrepreneurship to flourish. A DMP could work with the authorities to lobby for reduction of the 
administrative burden of permits and licensing. This would allow operators to trade more efficiently and 
prevent price hikes for tourists.  
(6) 
 
Tourism planning, control and flows: Stakeholders indicate the need to reinforce that Victoria Falls is 
not a numbers destination but rather a quality destination. The DMP should maintain capacity and 
manage overtourism. The focus should be internal, influencing flows of tourists to stay in Victoria Falls 
for longer and to filter them to more diverse areas of the destination. Data is also a key missing 
component for the operating and planning environment – specifically on supply and demand.  
(5) 
 
Customer service: Public authorities and some private providers need to understand the value of 
tourism, and improve customer service  
(5) 
 
Air Access: Stakeholders suggest spacing out flight arrivals for improved visitor experience, and dual 
country customs and immigration at VFA, Kasane and Livingstone to allow more direct flights in the 
region. 
(4) 
 
Product development: The DMP should help stakeholders identify unique products to fill gaps as 
opposed to developing more of the same. The product diversity in Vic Falls needs to be enhanced to stay 
relevant, innovative, and cater to more diverse tourist segments.  
(4) 
 
Green, wild city: VF is a world heritage site – animals and environs need to be protected as a good 
number of tourists come for that reason.  Development in the area should be properly managed, and 
the city’s charm and green credentials enhanced to make us a world leader. This could be a unique 
selling point to support the brand of the destination.  Poaching from across the border is a rising threat, 
and unsightly truck stops are damaging the environment.  
(4) 
 
National Parks product: reducing queues to access the Rainforest could improve the visitor experience, 
as could exploring new fee structures such as a blanket parks fee, or a parks passport.  
(4) 
 
City infrastructure: There is a need to improve the dilapidated key infrastructure around the city and 
provide a facelift for certain areas.  This includes water management – the use of an electrical pump 
with no back up when ZESA is not available. The uncoordinated activities of different agencies in the 
area makes it hard for VFCC to plan for infrastructure development and service delivery.  
(4) 
 
Internal connectivity: Moving from VF to other tourism destinations in Zimbabwe is difficult; limited 
flights, poor quality roads. 
(3) 
 



Community benefit: There was commentary on the disparity between standards of living of tourism 
operators and the levels of poverty within the Victoria Falls community. The community have limited 
opportunity to join the tourism economy save for selling souvenirs at the Rainforest gate. The DMP 
could look providing ways for the community to enjoy a larger portion of the benefits of tourism, 
including providing authentic experiences (for example in Mkosana and Chinotimba). This is also related 
to the need for rural planning in addition to town planning.  
(3) 
 
SME, youth and disabled inclusion: Stakeholders mention a dual society of big, influential tourism 
players and SMEs without an adequate voice.  Smaller players are critical for the health of destination 
and quality of the experience. The experience needs to be excellent for visitors and smaller players 
lacking support can be a weak link. Opportunities for the next generation need to be developed, as does 
the inclusion of significant marginalized disabled community of 450 people. 
(3) 
 
Pricing: Stakeholders report that pricing in VF is not diverse enough to attract new market segments. 
The DMP should work on the pricing of the destination so that VF benefit from more volumes than to 
present it to a niche market. 
(2) 
 
 

3. Questions 
 
Stakeholders were asked if they have any questions about the concept and how it would be taken 
forward.  Almost all the stakeholders asked how a destination management partnership would be 
funded. Many others also asked how it would be managed to ensure its long-term sustainability, and 
how funds could be ring-fenced for their intended use. The most commonly asked questions are listed 
here in order of frequency:  
 

• How will it be funded? (12) 

• How do we ensure this finds enough of its feet to make it sustainable? (5) 

• How will we ensure funds are not diverted/mis-used? (5) 

• Who will manage it and who will the partners be? (3) 

• What is the scope to incorporate other areas of Zimbabwe (Hwange etc)? (2) 

• Is this something that is ready now, or we’re developing a concept? (2) 

• What authority will the DMP have? (2) 

• How would a destination management partnership be organized, is there a framework 
structure? 

• How will the initiative harmonise or coordinate with ZTA, HAZ, Africa’s Eden and other conflict 
creating or competing silos? 

• Who will decide on who is involved moving forward, and how will they maintain inclusivity? 

• Is the DMP going to be focused on marketing? 

• How long will the initiative run? 

• How will the DMP benefit the community and address any social ills that arise out of increased 
tourism?  

 



 

4. Conditions for success 
 
Stakeholders were asked what conditions they felt would be necessary to give a destination 
management partnership the best chance of success. The conditions could be legal, mandatory, 
process-oriented, or about governance, leadership, funding etc. Most stakeholders stressed the 
importance of having the complete buy-in and empowerment of all relevant authorities, a PPP 
structure with private sector leadership, and transparent funding.  
 
The suggested pre-conditions are listed here in order of frequency:  
 

• Full support is needed from all authorities to be able to carry out its mandate effectively  
o head offices of authorities must be involved and able to mandate local clearance and 

final decision making – engagement critical at provisional and national head office level  
o MoUs may be required 
o The DMP should see key stakeholders being seconded (dual reporting to DMP and 

parent organization) as this will help with accountability and continuity 
o All enabling agencies (and others) could sign a charter or values and commitment 

• A public-private partnership (PPP) is essential, it must build trust and balance the agendas of 
public and private 

o Need strong leadership and commitment from public sector (enabling) but management 
should be outsourced day-to-day to the private sector  

• The DMP leader demands exceptional industry knowledge, someone who is trusted, perceived 
as neutral, and who has a sound understanding of the environment of Zimbabwe. They should 
be elected and replaced periodically. A rotational board at high level should speak to Ministries 
and Authorities periodically, to serve everybody’s interests 

• Transparency, especially on funding is imperative to build trust 

• A formal organisation with tight governance and a structured approach that appeals to a broad 
group of stakeholders  

• An inclusive organisation, no-one should be left behind 

• A neutral and non-politicised organisation  

• City fathers require tourism strengthening, as the cornerstone enablers of the DMP the VFCC 
needs both in-house tourism expertise and a management structure that is accountable and able 
to make decisions and respond to management needs. VFCC needs a dedicated officer/executive 
director for tourism that works with the DMP. 

• Clarity on the ultimate objective, the spirit of the partnership should be clear, with a very 
focused mandate and tightly defined roles 

• Communicate effectively and provide regular opportunities for stakeholders to contribute  
o most of VF depends on tourism – but need education/exposure to participate in a DMP 
o requests to see strategy and budgets in good time to allocate resources 

• Demonstrate success: important to get some quick wins and start showing things are being 
addressed to secure longer term support  

 

 

  



Next steps 
 
All stakeholders requested to be kept informed and regularly updated through email, whatsapp and 
newsletters. Most stakeholders indicated they have a high degree of interest and alignment with the 
destination management concept and would support a destination management partnership in Victoria 
Falls.  
 
Several stakeholders indicated they would open to contribute in person, in-kind or with resources. 
Others indicated they would like to understand more about the structure, governance and strategy of 
the DMP, and others indicated they would support the principal without direct engagement.    
 
This report is being prepared ahead of a destination wide stakeholder event on 20th July 2022 to 
present the feedback and share additional materials on legal and governance structure, identified 
funding sources, and learnings from Cape Town.  
 


	Destination Management in Victoria Falls: Stakeholder Feedback Report
	Introduction

	1. Interest and alignment:
	2. Gaps and opportunities
	3. Questions
	4. Conditions for success
	Next steps


