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[bookmark: _Toc168012562]Executive Summary
This assessment seeks to assess and analyse InterContinental Hotels Group (IHG) at the corporate and also at the individual unit level on aspects like organizational structure, culture, goals, change management and strategic direction. IHG, a UK-based multinational hotel company, displays its focus on the satisfaction of guests and viable development. In this regard, it can be discovered that IHG has a clear organizational structure, inclusive culture, and strategic objectives that are in sync with the dynamics of the industry and the expectations of stakeholders. New change initiatives such as digital transformation and sustainability initiatives have brought about improvement in Operations, Workforce Engagement, and Customer Satisfaction. This report aims to analyze how IHG has effectively positioned itself to excel in the competitive environment of the hospitality industry. In the future, recommendations for improving digital communication, increasing sustainability, and accentuating brand value will help IHG become an even more significant player in the global hospitality industry.
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InterContinental Hotels Group (IHG) is a UK-based company that operates in the hospitality industry and is well known for the huge brands it offers which include InterContinental, Holiday Inn and Crowne Plaza (IHG, 2024d). Founded in 2003, IHG has evolved to become one of the world’s largest hotel chains, with over 6,000 hotels in almost 100 countries. In 2023, IHG had a marked improvement in gross revenue in all its various brands, and Holiday Inn Express specifically made £9.2 billion.
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Figure 1: Gross revenue of the InterContinental Hotels Group worldwide 2010-2023, by brand
Source: Statista, 2024
This report seeks to evaluate IHG to analyze the performance of the company at both the Corporate and the Individual Unit levels. These will be such aspects as organizational structure and culture, organizational goals; recent changes and their impact on the organization; strategic planning of IHG.
[bookmark: _Toc168012564]Organisational Structure, Culture and Goals 
[bookmark: _Toc168012565]Organisational Structure 
IHG operates as a hierarchical company, and its CEO is Elie Maalouf (IHG, 2024e). The Board of Directors is the supreme management committee, whereas other executive committees work in specific sectors such as finance, operational, and marketing. This particular governance model aids to develop structure organizational structure and effective management of decisions to align with the goals and direction of a corporation (Ruiz Molina et al., 2022).
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Figure 2: Organisational Structure of IHG
This makes IHG decentralized at the hotel unit level since individual hotels are granted substantial autonomy on how they operate as long as they adhere to certain practices and policies. Each hotel unit tends to comprise of a general manager, department heads such as the front office, housekeeping, F&B, and subordinates. This structure enables the organization to be adaptable to the local environment and changes in the market, thus improving its organization and the satisfaction of its clients (Thanh, 2019).
However, Marriott International uses a similar organizational structure but has more focus on the regions to facilitate its large brand operation. Like Marriott, Hilton Worldwide also has a hierarchical structure, but it has more centralized control over branding and marketing. As for organizational structures, both competitors use them to ensure brand positioning and operational efficiency across their multiple hotel chains (Okumus et al., 2019). 
[bookmark: _Toc168012566]Organisational Culture
The mission statement of IHG reflects the strategic approach of the organization based on the following core values: trust, respect, integrity, and excellence. These cultural beliefs are seen in the organization and are evident in the aim of the company to deliver True Hospitality for all (IHG, 2022). As a strategic plan to improve employee satisfaction and engagement and pave the way for their future work, IHG has launched the Our Next Chapter for Diversity, Equity, and Inclusion program. This is in line with IHG’s broader strategic focus on people, communities, and the planet as articulated in the 2030 responsible business plan known as Journey to Tomorrow. This plan provides the following concrete steps to advance diversity, equity, and inclusion in the workplace. In these areas, IHG offers its employees various programs and policies to create a supportive and positive workplace (Gagić and Jovičić-Vuković, 2017).
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Figure 3: Initiative for Employee Satisfaction and Retention
Source: IHG, 2024
An organization that embraces diversity, employee health, and corporate ethics will provide better services and customer satisfaction. Valued and engaged employees are more likely to deliver high-quality service and foster a pleasant atmosphere for the guests. This emphasis on culture guarantees that guests are always provided with superior experiences, thus strengthening IHG’s position as a hospitality industry leader (Gardetti and Torres, 2017).
[bookmark: _Toc168012567]Organisational Goals
IHG operates under a clear mission: to be the company that creates Great Hotels Guests Love® and to deliver True Hospitality for all. This mission focuses on providing quality services to the guests and making them feel welcomed and valued. Its vision of True Hospitality for Good is evident in its focus on DE&I and in its mission to be a force for good in the community (Reuters, 2024). The key objectives of IHG are to use its size and knowledge to improve the experience of the guests and the returns of the hotel owners. It aims at increasing the company and its brands’ presence in the most profitable markets and segments of the industry. This strategy is based on the HRM functions which include talent acquisition and career development and social and environmental themes. IHG's corporate strategy entails continuing to design new strategies and enhancing the delivery of services such that the company can distinguish itself in the market (IHG, 2024b).
These strategic objectives are evaluated based on several key indicators, which can be divided into three categories: indices of customer satisfaction, indices of satisfaction of employees, and key financial performance indicators (RevPAR, for instance). Additionally, IHG focuses on the Journey to Tomorrow plan, which involves reporting on both the DE&I goals and the sustainability initiatives (IHG, 2023). These metrics are helpful where there is a need to measure the success of a hotel in fulfilling its mission and strategic goals, as well as in increasing accountability and performance.
[bookmark: _Toc168012568]Recent Change Initiations, Their Impact and Management 
[bookmark: _Toc168012569]Change Initiatives
One of the strategies that has assisted IHG in enhancing its digital transformation is cloud computing solutions for the satisfaction of guests. These technologies have been used to improve the reservation process; guests can select certain options of the rooms, for example, the floor or the view. This innovation not only enhances guest satisfaction but also creates a new paradigm shift in the hospitality industry for customization and convenience (Tai et al., 2021). Through its Responsible Business initiative, IHG has pledged to address environmental challenges in a way that will also foster business growth. This initiative encompasses environmentally responsible measures like cutting down on emissions, waste, and water usage. Thus, through adopting these green policies, IHG proves that it is committed to its vision of providing Great Hotels Guests Love which is sustainable in line with the environmentally friendly tourists. This commitment strengthens the IHG brand and appeals to guests interested in sustainability (IHG, 2024a).
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Figure 4: Sustainability Initiatives
Source: IHG, 2021
According to the changes in market conditions and the expectations of various stakeholders, IHG has redefined its organizational structure and approach. The Journey to Tomorrow 2030 responsible business plan is a clear example of this change, focusing on a diverse and inclusive community, human rights, strengthening communities and environmental stewardship. This shift is consistent with the overall vision of IHG to enhance True Hospitality for Good, improve the competitiveness of the company, and be sustainable (Oskam and Zandberg, 2019). For instance, the Serve 360 initiative of Marriott, approach to sustainability highlights the need for corporate social responsibility in the hospitality industry.
[bookmark: _Toc168012570]Impact of Change Initiatives 
IHG's digital transformation has affected daily operations positively by boosting and simplification of business activities. Cloud-based platforms have enhanced booking systems and management; this has eliminated tedious activities that can be done by personnel to provide excellent services (Yoon, 2020). These have been beneficial to employees because they have offered a lot of training to prepare for new technologies and change management in sustainability. This has, in turn, raised morale and job satisfaction because employees feel they are well-equipped for their jobs. In addition, the commitment of IHG to diversity and inclusion has seen the organization embrace a culture that is more inclusive and effective (Gebbels, 2022). These improvements have also positively impacted operations efficiency and morale of employees, resulting in high customer satisfaction and loyalty. Providing guests with unique booking experiences and focusing on environmentally friendly initiatives also enhance the satisfaction and loyalty of guests. This is because the services provided by IHG have been in line with the values of the customers leading to increased brand loyalty and market competition (Kwan and Tong, 2023).
[bookmark: _Toc168012571]Change Management 
The change management initiatives in IHG can be better understood through the analysis of Kotter’s 8-Step Change Model. This model also offers a step-by-step approach to managing change for instance; creating a sense of urgency, assembling a group of people to champion the change, and ensuring that the change is embedded in the company culture (Andrade, 2020). Thus, by applying this framework, IHG can guarantee the effective execution of its strategies, engaging employees in the process. One good example of a change management project in the hospitality industry is the adoption of mobile check-in and keyless entry at Marriott International. This innovation enhanced the guest experience and enhanced efficiency (Marriott, 2021). On the other hand, Hilton’s efforts to implement a centralized reservation system were unsuccessful and led to many problems and unhappy customers, which underpin the need to engage stakeholders and map out plans for change management (Hilton, 2023).
[bookmark: _Toc168012572]Organisation’s Strategic Direction
IHG was established in 1946 as a subsidiary of Pan American Airways and has grown to become one of the world's largest hotel chains. It has gone through several ownership changes and was known as Six Continents until 2003 when the company was split into two and the current name IHG was adopted. In the fiscal year 2023, InterContinental Hotels Group or IHG, a hoteling company based in the United Kingdom, received the highest revenue from the Americas and crossed £1. 1 billion. While this, the properties owned by IHG in the EMEAA region that includes Europe, Asia, the Middle East, and Africa generated revenue of £677 million in the same period.
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Figure 5: Gross revenue of the InterContinental Hotels Group worldwide 2007-2023
Source: Statista, 2024a
IHG is currently one of the leading global hotel companies with a wide selection of brands in the portfolio, including InterContinental, Crowne Plaza, and Holiday Inn. IHG continues to drive expansion strategies to new markets and segments, focusing on digital channels and attaining a balanced brand portfolio to strengthen its position as a global leader in the hospitality industry across EMAEAA and other regions including the Americas.
[bookmark: _Toc168012573]SWOT Analysis
	Strengths
-Strong global brand recognition
-A diverse portfolio of brands
-Extensive geographic presence
-Robust loyalty program
	Weaknesses
-Dependency on a Franchise Model
-Vulnerability to economic downturns
-Limited presence in certain emerging markets
-Reliance on third-party distribution channels

	Opportunities 
-Growth opportunities in emerging markets
-Technological advancements driving digital innovation
-Rising demand for sustainable practices
-Increasing trend towards experiential travel
	Threats
-Intense competition from other hotel chains
-Political and economic instability in certain regions
-Disruption from alternative lodging options 
-Regulatory changes impacting the hospitality industry
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Competitors of IHG include Marriott and Hilton among others in the context of the hospitality industry. On this basis, IHG can be seen as a company that offers a wide choice of brands focused on various market segments. It has been seen that IHG’s strategy focuses on its strengths and opportunities, more particularly increasing guest satisfaction and owner profitability to support the notion of sustainable growth. Marriott and Hilton also incorporated guest satisfaction and brand image, but IHG was regarded as superior in terms of globalization and innovation (Breda et al., 2020). 
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· IHG need to develop not only its digital initiatives but also to improve the quality of personalized services and interactions. Some of them are mobile check and check out and digital concierge services which make the guests experience to be unique and this gives IHG an upper hand over the other players in the industry.
· IHG must continue to improve its sustainability practices since more and more guests are concerned about the environment. This includes implementing environmental management in all its hotels, using green energy and encouraging participation in environmental activities.
· Another issue that requires a solution in IHG is the issue of identity crisis because when catering for its brands, the company needs to consider the issue of differentiation. This entails growing the value of brand and recognition, enhancing guests’ interactions with the brand and brand itself, and discovering new ways of guest interactions.
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In a nutshell, it can be summarized that the company does its best to become the leader in the hospitality market and implement innovations in the sphere. Due to the effectiveness of the structure, corporate culture, and strategies, IHG has been one of the most successful companies that deliver value to guests and achieve sustainable outcomes. Based on the efficiency of digital transformation, sustainability, and brand differentiation, IHG has made the necessary changes to cope with the changes in the market environment to achieve the needs of the stakeholders.
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