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Executive Summary
This report offers a comprehensive examination of Intercontinental Hotel Group (IHG), emphasising its organisational framework, culture, strategic orientation, and recent efforts to implement change. IHG employs an asset-light operational framework, employing a combination of franchised, managed, and owned hotels, which enables the company to achieve scalability and generate substantial returns on investment. The company's culture prioritises "True Hospitality for Good," with a firm dedication to sustainability, guest contentment, and community involvement. IHG's strategic focus is on expanding globally, improving guest experiences, and promoting sustainability, all backed by a solid strategic management framework. The report further encompasses a SWOT analysis, emphasising IHG's strengths in its varied brand portfolio and worldwide reach while acknowledging weaknesses such as elevated operational expenses. The potential for expanding the market and implementing digital transformation is juxtaposed with the risks posed by economic instability and fierce competition. Implementing recent change initiatives, such as the "IHG Way of Clean" and digital innovations, has positively affected operations and performance. The report recommends enhancing IHG's organisational structure, culture, strategic direction, and change management. These recommendations aim to ensure the company's sustained growth and competitiveness in the hospitality industry.
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Introduction
This report analyses the Intercontinental Hotel Group (IHG), specifically focusing on its organisational structure, culture, strategic direction, and recent change initiatives. IHG is a prominent international company in the hospitality industry. It is recognised for its business model that minimises ownership of physical assets, a wide range of brands, and dedication to sustainability and ensuring guest contentment. The analysis comprehensively examines IHG's strategic management framework, current goals and objectives, and a SWOT analysis to ascertain its strengths, weaknesses, opportunities, and threats. In addition, the report examines recent change initiatives and evaluates IHG's performance compared to that of major competitors in the hospitality industry. The findings offer practical suggestions to improve IHG's organisational efficiency and strategic orientation.

Organisation Structure, Organisation Culture, and Organisation Goals
Intercontinental Hotel Group (IHG) operates with a primarily asset-light business model characterised by a mix of franchised, managed, and owned hotels. This structure allows for scalability and high returns on investment. The company employs a matrix structure, integrating various functions across different geographical regions. According to the 2022 Annual Report, IHG manages nearly 6,000 hotels in over 100 countries, showcasing a complex yet efficient organisational structure (IHG, 2022).
Hierarchical structures in IHG facilitate clear lines of authority and communication. For example, senior management decisions are cascaded down through regional managers to individual hotel managers, ensuring consistency in operations (Jones, 2013). This hierarchical approach is supported by delegating responsibilities to regional teams, allowing IHG to maintain operational control while adapting to local market conditions (Mintzberg, 1983).


Organisational Culture
As part of its "True Hospitality for Good mission," IHG prioritises guest satisfaction and a diverse and inclusive workplace. Schein's model of organisational culture—artefacts, values, and assumptions—can help analyse IHG's culture (Schein, 2010).
IHG's eco-friendly hotel designs and operations, including renewable energy and waste reduction, show its commitment to sustainability (IHG Responsible Business Report, 2021). IHG prioritises guest satisfaction, innovation, and community engagement. According to the 2020 IHG Responsible Business Report, the IHG Academy promotes local job opportunities and skill development.
Handy's typology classifies IHG as role and task cultures (1993). Clear roles and responsibilities show the organisation's role culture. In contrast, project-based teams focused on sustainability and technological innovations emphasise task culture.
IHG's culture strongly affects behaviour, performance, and management. Positive cultures boost employee commitment, service quality, and customer satisfaction (Heskett et al., 1994). Maintaining cultural uniformity across a global corporation and incorporating local customs takes time and effort.
Organisational Goals
IHG's strategic objectives are achieving sustainable expansion, improving guest satisfaction, and attaining solid financial results. The 2023 Annual Report details IHG's goal of achieving exceptional net room growth by strategically opening new hotels and capitalising on its loyalty programme (IHG, 2023).
IHG's objectives revolve around sustainability targets. The company aims to reduce its carbon footprint by 46% by 2030, aligning with the goals outlined in the Paris Agreement (IHG Responsible Business Report, 2021). This encompasses measures such as implementing energy-efficient technologies and promoting water conservation throughout all IHG properties (IHG Responsible Business Report, 2020).
IHG prioritises maintaining high room occupancy by consistently enhancing guest services and experiences. As such, occupancy rates are a crucial objective. According to the 2022 Annual Report, IHG attained an occupancy rate of 63%, marking a substantial rebound from the low levels experienced during the pandemic (IHG, 2022).
Financial objectives encompass the achievement of robust returns for shareholders. IHG's financial report for 2022 indicated a significant 34% growth in revenue compared to the previous year, which can be attributed to the successful implementation of its strategic initiatives (IHG, 2022). A robust business model and efficient cost management strategies underpin the financial expansion.

The Organisation’s Strategic Direction 
IHG utilises a solid strategic management framework to accomplish long-term goals and maintain a competitive edge. As the 2023 Annual Report outlines, IHG's strategic management encompasses a comprehensive approach that integrates market analysis, resource allocation, and continuous performance evaluation (IHG, 2023). The framework includes strategic planning, implementation, and control to ensure that the company's strategic initiatives align with its mission and vision (David, 2011).
IHG's current strategic orientation centres on expanding its worldwide presence, improving guest experiences, and promoting sustainability. The company's "True Hospitality for Good" mission is the foundation for its strategic goals and objectives. The goal is establishing itself as a prominent global hospitality organisation by providing outstanding guest experiences, promoting an inclusive culture, and achieving sustainable expansion (IHG, 2023).
The goals and objectives consist of attaining exceptional net room growth within the industry, improving the loyalty programme, and upholding high operational efficiency. In 2022, IHG recorded a notable 34% surge in revenue, indicating the effective implementation of its strategic endeavours (IHG, 2022). The company intends to maintain its current path of growth by establishing new hotels in strategic markets and utilising technology to enhance customer satisfaction (Prahalad & Hamel, 1990).

SWOT Analysis
Strengths:
· Brand Portfolio: IHG boasts a diverse portfolio of 17 brands, including luxury, premium, and mid-scale options, which cater to various market segments (IHG Responsible Business Report, 2021).
· Global Presence: Operating in over 100 countries, IHG has a significant global presence, enhancing its brand recognition and market reach (IHG, 2022).
Weaknesses:
· High Dependency on Franchise Model: While the asset-light model offers scalability, it limits direct control over franchise operations, potentially impacting service quality (Gilligan & Wilson, 2009).
· Operational Costs: The global scale results in high operational costs, affecting profitability, especially in volatile economic conditions (Gamble, Thompson, & Peteraf, 2013).
Opportunities:
· Market Expansion: There are opportunities for growth in emerging markets such as Asia-Pacific and Africa, where the demand for hospitality services is increasing (Kotler & Keller, 2016).
· Digital Transformation: Investing in digital technologies can enhance operational efficiency and customer engagement, providing a competitive edge (Teece, 2010).
Threats:
· Economic Volatility: Economic conditions and geopolitical instability can impact occupancy rates and revenue (Hill & Jones, 2012).
· Competition: Intense competition from other global hospitality brands threatens market share (Grant, 2010).
IHG's strategy tackles its internal advantages, disadvantages, external prospects, and challenges. The company utilises its robust assortment of brands and worldwide reach to improve market share and foster customer allegiance. As stated in the 2022 Annual Report, IHG allocates resources to emerging markets to take advantage of potential growth opportunities and reduce the risk of oversaturation in developed regions (IHG, 2022).
To overcome shortcomings, IHG prioritises enhancing franchise relationships by implementing extensive training programmes and quality assurance measures (IHG Responsible Business Report, 2020). Digital transformation initiatives, such as sophisticated data analytics and customer relationship management systems, are intended to decrease operational expenses and enhance service provision (Chaffey & Ellis-Chadwick, 2019).
IHG utilises stringent risk management protocols, such as scenario analysis and market diversification strategies, to address potential threats. These measures aid in reducing the effects of economic instability and competitive forces (Johnson, Scholes, & Whittington, 2008).

Recent Change Initiatives
IHG has recently undertaken various substantial change initiatives, particularly emphasising digital transformation, sustainability, and improving guest experiences. In the 2023 Annual Report, it is stated that IHG introduced the "IHG Way of Clean" programme to improve cleanliness and safety measures in all its properties as a response to the COVID-19 pandemic (IHG, 2023). In addition, IHG has placed a high importance on digital innovation by creating mobile applications and improving customer relationship management systems. These efforts enhance guest engagement and make operations more efficient (IHG, 2022).
The change initiatives have significantly impacted IHG's operations and performance. Implementing the "IHG Way of Clean" initiative has bolstered guest trust, improved occupancy rates, and raised customer satisfaction scores (IHG, 2023). Thanks to enhanced digital capabilities, IHG has provided personalised services and promotions, resulting in increased customer retention and loyalty. The Responsible Business Report 2021 states that these initiatives have enhanced operational efficiency, resulting in cost reductions and increased profitability (IHG Responsible Business Report, 2021).
The success of these change processes relies heavily on their efficient management. IHG utilises a well-organised change management framework incorporating stakeholder engagement, transparent communication strategies, and ongoing feedback mechanisms. Stakeholder engagement is achieved by meeting with hotel owners, employees, and customers to establish agreement and resolve concerns (Kotter, 1996). Communication strategies encompass various methods, such as internal newsletters, training programmes, and digital platforms, to distribute information and updates (Hiatt & Creasey, 2003).
An exemplary instance of IHG's change initiatives is the implementation of the IHG Rewards Club, which has dramatically bolstered customer loyalty and augmented direct bookings. The 2022 Annual Report demonstrates the program's success through its substantial increase in membership, surpassing 100 million members globally (IHG, 2022).
On the other hand, introducing new technology systems across various properties presented considerable difficulties. The implementation was hindered by initial opposition from staff and technical challenges, emphasising the significance of thorough training and support during organisational changes (Cameron & Green, 2019). Despite the difficulties faced, IHG's dedication to the ongoing enhancement and involvement of stakeholders enabled the effective implementation of these technologies (IHG Responsible Business Report, 2021).

Comparative Analysis with Competitors in the Hospitality Market
When evaluating IHG about its rivals, such as Marriott International and Hilton Worldwide, differences in organisation, corporate culture, objectives, and strategic orientation become apparent. IHG employs an asset-light business model, which emphasises franchising and management contracts. This approach is comparable to its competitors, such as Marriott International (2023) and Hilton Worldwide (2022). It enables IHG to achieve scalable growth while requiring minimal capital investment.
IHG distinguishes itself by focusing on sustainability and community engagement in its organisational culture. The IHG Responsible Business Report 2021 highlights IHG's "Journey to Tomorrow" initiative, which sets forth ambitious sustainability objectives such as reducing carbon emissions and promoting diversity and inclusion (IHG Responsible Business Report, 2021). IHG's commitment to integrating goals into everyday operations and engaging stakeholders is notably comprehensive like Marriott's "Serve 360" and Hilton's "Travel with Purpose" initiatives (Marriott International, 2023; Hilton Worldwide, 2022).
IHG's strategic focus on digital transformation and improving guest experiences aligns with a prevalent industry trend. Nevertheless, IHG's customised strategy for utilising technology to enhance personalised guest interactions and improve operational efficiency gives it a distinct advantage over its competitors. This can be observed in the higher customer satisfaction and loyalty metrics documented in the 2023 Annual Report (IHG, 2023).

Conclusion
In conclusion, Intercontinental Hotel Group (IHG) has exhibited robust organisational capabilities by employing an efficient structure, fostering an inclusive culture, and implementing strategic initiatives to achieve sustainable growth and improve guest experiences. The company's strategic solid management framework and proactive stance towards digital transformation and sustainability give it a favourable position in the competitive hospitality market. Nevertheless, IHG must persist in tackling issues concerning franchise supervision and operational expenses. To enhance its market position and ensure long-term success, IHG can strengthen control mechanisms, broaden diversity initiatives, and utilise advanced technologies. The recommendations outlined in this report present a strategic plan to effectively navigate forthcoming opportunities and challenges, guaranteeing sustained expansion and competitiveness.

Recommendations
According to the analysis, IHG can enhance its organisational structure, culture, strategic direction, and change management by implementing several practical recommendations.
1. IHG should implement more robust oversight mechanisms for its franchise operations to improve the efficiency of its asset-light model. Hill and Jones (2012) argue that centralised control can reduce quality inconsistencies. Regular audits and comprehensive training programmes for franchisees can effectively guarantee that service standards are consistently achieved (IHG, 2022).
2. IHG should continue promoting its comprehensive culture by broadening diversity and inclusion initiatives. Compulsory unconscious bias training and the establishment of diversity councils at regional levels are beneficial for cultivating a more inclusive environment (Thomas, 1990). As per the IHG Responsible Business Report of 2021, implementing these measures can improve employee engagement and performance.
3. To sustain its competitive edge, IHG should allocate additional resources towards digital transformation. Utilising AI and machine learning to customise guest experiences can enhance customer loyalty and improve operational efficiency (Teece, 2010). Marriott International has greatly improved guest satisfaction by effectively incorporating AI-driven customer service tools into its operations (Marriott International, 2023).
4. Effective change management is essential for IHG's ongoing enhancement. Implementing Kotter's eight-step change model can offer a systematic approach to overseeing change initiatives (Kotter, 1996). Engaging employees at every hierarchical level in the change process can augment their acceptance and diminish opposition (Cameron & Green, 2019). The 2023 Annual Report highlights the crucial role of effective communication and ongoing feedback loops in past successful initiatives (IHG, 2023).
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