






Hotel Organisational Audit 


Student Name: Jahangir Ali-Khan
Student ID:2029152
Module: Management & Organisational Behavior
Module code: BMIH5004
Lecturer: Robyn Griffiths, Julia Audit











Table of Contents
1.0 Introduction	3
2.0 The Structure, Culture and Goals of IHG	4
2.1 Organisaitonal Structure	4
2.2 Organisational Culture	5
2.3 Organisational Goals	6
3.0 Recent Changes in Organisational Environment, its impact and Management Policy	7
4.0 Strategic Direction and Current Business Performance of IHG	9
5.0 Conclusion	12
References	13







[bookmark: _Toc137501174]1.0 Introduction
Alown et al (2020) stated that organizational culture and structure is the way an organisation involves in distributing the task for achieving the goal in the long run. The business environment is changing in the hotel business as it is considered a cyclical business where a well-organized structure should be ensured for helping the employee to grow within the culture (Oriade et al., 2021). This study mainly covers the critical analysis and evaluation of the organizational structure, culture and goals of the hotel. Besides, the ways hotel chains can manage to do the evaluation and make the change initiatives (Papaioannou, 2022). This study also focuses on analysing the strategic direction and current performance of the business in the hotel chain Intercontinental Hotel Group (IHG). This study will apply the relevant theory and model considering the corporate and individual-level situation of the hotel chain.


[bookmark: _Toc137501175]2.0 The Structure, Culture and Goals of IHG
Seruna (2022) stated that Intercontinental Hotel Group (IHG) is considered one of the largest hotel chains globally having 6,028 hotels with 884,820 rooms facilities. Considering the size, and broader operational scopes this hotel chain developed an effective structure for ensuring organizational activities properly.
[bookmark: _Toc137501176]2.1 Organisaitonal Structure

According to Voegeli (2021), the organisational culture of Intercontinental Hotel Group (IHG) is a matrix organisational structure. The authors also said that IHG is getting different benefits by using a matrix structure at the individual business level by creating a more competitive advantage of the product and services compared to competitors as they have a skilled team. The drawback of this structure for the business level of IHG is to make decisions slowly for maintaining communication with all departments. According to Okumus et al (2019), the matrix structure offers the corporate level of IHG to increase performance and dynamic growth through icon brands for each market segment and the drawback at the corporate level of using a matrix structure is failing to develop a sustainable working culture. According to Jd and Alan (2023), for effective resource utilization at regional and global levels, IHG segregated its overall operations into three regions such as Greater China, America and Europe, Middle East, Asia and Africa. Every region has a dedicated CEO working with the supervision of IHG CEO, Keith Barr (Renshaw., 2020). Functional structures include chief officers such as CFO, CTO, COO and CHR to operate the tasks. IHG applies below organizational structure:-
[image: ]
Figure 1: Organisational Structure of IHG, (Source: Ihgplc, 2023)

Legrand et al (2022) found that the hotel chain uses Matrix reporting where the employees can contact both divisional leaders. The authors stated that the structure is suitable for cross-functional teams in hotel chains. The authors further added that the organisational structure of IHG includes the combined divisional work by function and location. It implies that the employee has to do the reporting to the divisional managers and these managers further do the reporting to division heads (Bartleby, 2023). So, the organizational hierarchy is strongly followed (Mullins, 2020). So, it can be said that the overall organizational structure in IHG is also Hybrid Structure.
[bookmark: _Toc137501177]2.2 Organisational Culture
According to Krupskyi et al (2019), IHG follows the culture of ethics and integrity at the corporate level and individual business units. The authors also stated that the hotel chain’s corporate-level strategy is giving high values to attain the desired goals. According to (Adisa et al (2020), IHG’s business strategy is to secure a competitive advantage through existing services. On the other hand, the corporate level is focused to derive performance, accelerating its business, and improving the brand appeal to guests by ensuring growth in high-value market and segment. The authors also found that the core mission of IHG is to provide “True Hospitality for Good”. The organisation provided $1.3 million to assist 2134 employees (Ihgplc., 2023). According to Antony et al (2023), the culture is Quality of Working Life Culture that IHG strongly maintains and it is obvious that positive and strong culture directs the employees to hard work. The authors also stated that IHG gives priority to achieving the equality of gender, inclusive culture, and drive for economic and social change through business activities and they also give priority to the commitment to developing human rights activities. In this way, IHG can achieve the common goals as already focused on taking 2030 commitment where they highlight cultural diversification and nurturing it as a potential strength (Fuchs, 2022). But the drawback of this culture is that it can lead to conflict among different employees as people from various cultures may find it difficult to adjust (Jd and Alan., 2023). Baicu et al (2019) stated that IHG’s organisational culture is inclusion and diversity practices within the hotels. The authors also stated that hotel chains have pioneered the employment of employees from various cultural backdrops. 

[bookmark: _Toc137501178]2.3 Organisational Goals
According to Voegeli (2021), the goal IHG set is to achieve “Industry-leading net room growth” with long-term experience, expertise, and dedicated efforts. The authors also said that the vision statement is to be one of the world’s great companies. Moskvichova et al (2021) argued that IHG also gives more concentration on loyalty programmes especially since they attract and retain their customers globally through mobile-friendly websites, apps and call centres which are set as their main goal. As Covid-19 came so IHG has had to focus on the ongoing progress of services but this hotel chain is facing challenges to accomplish its goals due to a lack of skilled employees (Rey-Gore., 2021). At the business level, they are focusing on gaining more competitive advantage by existing products and they are also getting business growth through sustainable performance at the corporate level with growth in operating profit of $628m in 2022 (Ihgplc, 2023).  So, it can be said that they are achieving their set goals, mission, and vision very effectively. 



[bookmark: _Toc137501179]3.0 Recent Changes in Organisational Environment, its impact and Management Policy

Since last couple of years, UK has been facing various changes in policymaking and strategic development in hospitality sector. Various issues force this industry to bring changes such as covid-19, Brexit and the Ukraine-Russia War etc (Rivington et al., 2021). It was peak time in the UK hospitality industry when the nationwide lockdown started and IHG Group paid a pre-tax as loss and the amount was £209.5m in the January-June 2020 period (Heaphy., 2020). The overall situation looks not good for IHG but if it is compared with Marriott and Hilton then they are in a better place as these hotel chains had a fall of almost 80% and the overall impact of IHG was $275m loss that fell on job losses of many employees and IHG also had to close 650 employees (Hancock., 2020). If the overall percentage is analysed then the job loss is 10% for the whole IHG company. To minimize the covid impact IHG started to set a priority on cost reduction by $150 million (Whyte., 2020). They needed to sell various hotels in 2020 where they barely maintained a 50% occupancy level in hotel rooms. IHG did really well in the first quarter of 2023 as they increased the room rate and it was also seen that the occupancy rate got increased than previous years (Evans., 2023).  
As there were restrictions on travel so the chain hotels in the hospitality industry did not get the expected number of guests (Davahli et al., 2020). As a result, the room occupancy was filled up by local travellers from domestic locations. Apart from this, there is a Brexit issue in the UK that added additional challenges to this industry. For the Brexit uncertainty issue, the initial sales would be down. For IHG Brexit did not have much impact as it contained 5% of the total portfolio (Rammal et al., 2022).
IHG initiated some actions to cope with the competitive business world:
Offset the lack of business travel with domestic travel: - The travelers on the international flight got lessened for a long time so IHG focused on domestic travellers (Adeloye et al., 2019). This travelling was short-timed but people travelled frequently compared to business travelling.  
· Focus on Mid and Low range hotels: - IHG has given importance to brands that are no luxurious like Holiday Inn Express or Avid Hotel for continuing business operations during Covid-19. IHG has a larger market share of mid and low-ranged hotels in distinct places. Almost 70% of the hotel chain’s functions were mid-scale so this tactic would be effective to deal with the circumstances (Sperance., 2021).  
· Meeting with confidence programme:- To resume business operations, the hotel chain has adopted new health and hygiene precautionary measures and sanitary aspects. By arranging this program, IHG provided a 5% of rebate on the master bills and cleared any attribution fees for the unreserved rooms (Hospitality On, 2022). This programme operated till June 2021 and supported IHG to recover from the loss during the pandemic situation. 
· Support the Small Hotel Owners and Licensors:- The profitability relies on the franchising and managing of small hotels that continue operations under the flag of IHG (Newsroom, 2021). Moreover, they initiated numerous steps for improving their relationship with them. IHG offered tailored hotel-reopening services, IT solutions, recovery toolkits, etc. to improve the interrelationship (Sharma et al., 2021). 


[bookmark: _Toc137501180]4.0 Strategic Direction and Current Business Performance of IHG

Along with the planning for recovery from Covid-19 and the economic downturn, IHG focuses on sustainable and green environment movementsMoskvichova et al., 2021). IHG has projected its 2030 commitments for executing the emission reduction plan and developing its green credentials. 
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Figure 2: IHG’s Strategic Directions (Ihgplc, 2023)

IHG has initiated some strategies to cope with the changing business world: - 
· Journey to Tomorrow Planning: - The IHG has developed new commitment to save the environment and new action planning including crucial dimensions such as waste, communities, water, carbon, and human capital for the business (Ihgplc, 2023). It is expected to decline carbon emission by 15% and 46% in franchises by 2030 (Rey-Gore, 2021). For designing all new buildings, the zero carbon structure is to be followed. 
· Growth of Portfolios:- IHG is projected to start almost 50 new hotel brands in 24 countries. Moreover, IHG wanted to continue operations in UAE and Saudi Arabia this year and this hotel might go refurbishment in Australia when it will begin a new business in Thailand and Japan (Bastias., 2022). 
· Expansion in the Chinese Market: IHG has flourished in its business growth rapidly in China. Almost 400 properties in that country are upheld by IHG and still, its hotel pipeline is growing. In the following four years, IHG will intensify the room capacity from 70,000 and increase its operations in this country (Whyte., 2022). 
· Rise of franchise business: This hotel chain will increase franchise application for all countries. The growth under this function was 63% in 2022 which was larger than in 2020 in the American region (Yahoo! Finance, 2023). The franchise business will be flourished in light of increasing the supply chain and financing programs. 
· 2030 Commitments: - These commitments focus on equality, employees’ well-being, inclusive culture, and support the community in natural and financial disasters (Fuchs., 2022).
· Concluding hotel operations in Russia:- IHG has made decisions for postpoing 28 hotel functions in Russia so that they can be aligned with the decisions made by UK, EU and US saction regime for Ukraine-Russia War (Jelski, 2022).


Current Business Performances
IHG developed some strategic plans from 2019 to 2022. The business performance has come to this circumstance during the pandemic situation: -  
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Figure 3: Operating Profit of IHG in 2022 Source: (Ihgplc, 2023)

As the operating profit in 2021 was at $494m so this hotel chain is proposed to attain increased revenue in 2022 (Ihgplc, 2023). The revenue per room increased by 61% in March 2022 compared to 2021 (Standard, 2022). Figure 3, it has shown a growth in operating profit of $628m and IHG had to bear a substantial amount of loss in 2020 which was -$153m.
The new room signs intensified by 15% or 16600 rooms in the 1st quarter of 2022 compared to 2021 and 2022 (Morningstar, 2023). Moreover, the strategic decision-making process of IHG has been termed to be very insightful and remarkable. The leisure demand, business, and personal travelling tendencies are increasing by 25% in 2022 (Kang et al., 2022). So, IHG proposed to enhance the room capacity and occupancy rate in the future to cope with the increased demand. 


[bookmark: _Toc137501181]5.0 Conclusion
The organisational culture, structure, and corporate goal of Intercontinental Hotel Group have been analysed. This study has covered the current changes in the business atmosphere of organisation by which it conducts functions and how it can deal with critical situations in light of strategic plans. The IHG has maintained a hybrid organisational structure and culture. While evaluating the effect of current changes like the pandemic situation of Covid-19, the Ukrain-Russia war, and Brexit issues IHG found that it was not required to fire employees compared to other competitors. By capitalizing on the higher market share in low and mid-range hotels, IHG could overcome the barriers during Covid-19. The hospitality businesses are facing diversified challenges where more concentration and adequate talented human resources are required.
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