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EXECUTIVE SUMMARY
A strong organizational structure is crucial for IHG as it fosters greater effectiveness and efficiency, enhances team collaboration and communication, and increases employee accountability. This report aims to analyze IHG's management and organizational behaviour, highlighting its positive culture and effective structure, which significantly impact its overall operations and management. Based on Cameron and Quinn's Competing Values Framework, IHG exhibits a hierarchy culture. To enhance guest services, IHG utilizes various technology platforms, including mobile applications, a guest reservation system, cloud-based data analytics, and websites. The report also examines recent change initiatives, their impacts, and the management of these changes, along with IHG's strategic direction. The report concludes with a summary and a set of actionable recommendations. 
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INTRODUCTION
 Organizations must have an effective organizational structure (OS) because it helps eliminate the duplication of roles, and facilitates effective communication, decision-making and clear roles & responsibilities of employees. The organizational structure has a major effect on client fulfilment, service quality and employee productivity within the hospitality industry. Nevertheless, a positive organizational culture is also critical for the hospitality sector because it impacts the nature of long-term plans and transforms the organization towards its mission & vision.  IHG is one of the leading hotel companies in the world with more than 3, 45,000 people across more than 100 countries to deliver true hospitality for good.  This is a public company and it was founded in 2003. The headquarters of the chosen hotel is situated in Windsor, England, UK. This hotel is listed on the New York and London Stock Exchange.  At the global level, this hotel has around 6,368 and 9, 46,382 rooms (IHG, 2024). Along with this, the report will be based on the management and organizational behaviour of InterContinental Hotels Group (IHG). This report will also highlight the organizational culture, structure and goals of the chosen organization.
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Organisation structure, culture and goals
A process that outlines how particular duties are overseen and guided towards the achievement of specified goals and objectives is known as an organisational framework. The activities encompass the roles, rules and responsibilities associated with the business operations.  Having an effective organizational structure is beneficial for the hospitality industry because it helps them to execute effective decision-making processes (Griffin, Phillips and Gully, 2020). By assigning specialized roles to the lower-level employees hotel companies can make faster and better decisions. As critically contended by Hanelt et al, (2021) good organizational structure facilitates greater clarity of the roles and responsibilities, improved customer services and a better decision-making process.  Along with this, organizational structure and process are important for the success of any hospitality company. By selecting the right organizational structure, managers can enhance collaboration, communication and decision-making (Fuertes et al, 2020). There is a wide range of organizational structures such as hierarchical, functional, horizontal or flat, divisional, matrix, team-based, network, process-based, circular and line (Pratama, Suwarni and Handayani, 2022). 
 In addition to this, IHG has a hybrid or matrix organizational structure.  This structure combines the factors of divisional and functional structures into one.   Adoption of hybrid OS is beneficial for IHG because it facilitates flexibility, enhanced decision-making, increased efficiency, better communication and collaboration as well as better alignment of strategy and operations as well as improved employee engagement.   Furthermore, this type of OS allows for a mixture of local autonomy and centralised control which can make IHG more adaptable and flexible to changing the circumstances.  By allowing for decision-making and local autonomy this OS helps enhance the quality and speed of decision-making at lower levels (Hock-Doepgen et al, 2021).  This OS helps in centralizing the activities and functions of IHG which leads to increased efficiency and reduced costs. Aside from this, to build an effective OS, IHG can focus on system theory. This theory can be useful for selected companies because it aids them in interacting with the environment which positively impacts their OS.
 	Apart from this, organizational culture refers to a set of beliefs, values, systems, and attitudes as well as rules that frame and encourage the behaviour of the workforce within the company (Setyorini, Manafe and Nino, 2022).  According to Paais and Pattiruhu (2020), organizational culture is important to the hospitality sector because it assists them in providing better and high-quality services to the guests and creating a more sustainable experience of tourism.  IHG also have a positive organizational culture that helps it in influencing several aspects such as job satisfaction, communication, service recovery performance and organizational citizenship behaviour. An inclusive and positive culture helps in promoting professionalism, ethical behaviour and respect towards the clients which leads to a positive image (Spicer, 2020). 
 According to Cameron UND and Quinn’s competing values framework, clan, adhocracy, market and hierarchy culture are the significant types of culture. The clan culture focuses on promoting collaboration across horizontal and team structures. However, an adhocracy culture allows people to share ideas and influence the hotel companies to take risks (Azeem et al, 2021). On the other hand, the market culture emphasises financial success and how each worker contributes to revenue. While hierarchy focuses on career paths and offers a clear managerial process, IHG follows the hierarchical culture and it sets the tone regarding the way of doing business and drives forward to its purpose of offering true hospitality for good. The chosen hotel follows the hierarchical culture because it helps to provide a clear reporting structure, allows superiors to exercise their expertise, aids in decision-making and influences the collaboration and collaboration among the staff.   
Aside from this, organizational goals refer to strategic objectives that are established by the management of the company to outline the anticipated results and direct the efforts of the workforce (Lam et al, 2021). Developing effective organizational goals is beneficial for the hospitality industry because it helps motivate the workforce, and ensure employees are working towards the shared vision or not.  The goals of IHG are shaping the culture, bringing its brand to life demonstrating an assurance to make a difference to its guests, owners, colleagues and communities and safeguarding the world (IHG, 2024). Apart from this, organizational culture, structure and people are directly linked to organizational performance.  As per the view of Asbari et al, (2020) if the organization has a positive culture and structure then the employees put all the effort into accomplishing the desired goals and objectives which ultimately positively influences the overall performance. On the other hand, as critically argued by Sabuhari et al, (2020) if the hotels have a bad culture then their staff feel unmotivated and discouraged as well as fail to provide better and high-quality services to the guests which eventually negatively impacts the satisfaction and experience of the guests.  The culture inspires the workers to be more positive and positive while reducing turnover (Tianingrum, 2022). As critically contended by Hardcopf, Liu and Shah (2021) if the hotels have an effective organizational structure then it helps in improving the operational efficacy by offering clarity to the workforces at all levels.  
[bookmark: _Toc166861104]Recent change initiatives, their impact and management
 	To enhance efficiency and performance, the companies are bringing various changes in their operations.  Change management is advantageous for organizations because it facilitates smoother transitions, reduces resistance, improves communication, enhances staff morale, aligns objectives, better risk management and faster adoption.  According to Akpa, Asikhia, and Nneji (2021), organizational changes yield several benefits such as encompassing operational efficiency, increased profitability and resilience in the face of unanticipated events. As critically opposed by Azeem et al, (2021) without embracing the change, the risks of companies remain entrenched in outdated processes that hinder competitiveness and progress. To increase efficiency and provide high-quality and better services to the guests, IHG also implemented several change initiatives. 
The chosen hotel is improving its cost efficiency with the help of platform consolidation and technological integration. IHG effortlessly incorporates its offerings with Travel Management Companies (TMC), developing direct connections that offer complete solutions related to business travel.  The “IHG corporate Travel Portal” and WeChat mini program constantly evolve to fulfil the demands of online meetings and corporate events, effectively resolving the requirements of corporate clients for the booking of business trips. Along with this, the chosen organization provides a wide range of digital solutions involving diversified loyalty rewards and international travel discounts while engaging with the guests through online mode. Along with this, catering to a new generation of guests, the selected hotel brings the change initiative like launching IHG Studio 2.0 to improve the experience of the guests while increasing the efficiency of costs for the owners.  
 	Additionally, with a growing emphasis on green and low-carbon emissions for the guests, the selected hotel has incorporated its commitment to sustainable development into every aspect of the experience of guests (Saruchera and Asante‐Darko, 2021). IHG has launched the program “Meeting for Good” to provide the rules for hosting sustainable events and meetings.  These rules are related to eliminating the single use of items, adopting energy-saving strategies and reducing food wastage. IHG also focus on encouraging low-carbon accommodation and environmental protection awareness to promote responsible travel. 
 	Aside from this, to provide a high quality of services to the guests, IHG integrates several technology platforms involving its guest reservation system, mobile applications, websites and cloud-based data analytics competencies.  Adoption of this system is beneficial for the selected hotel because it assists in increasing efficiency, maximises revenue, increases online visibility and gains a competitive advantage over the competitors. Along with this, these change initiatives have an immersive influence on the overall management and effectiveness of IHG.  Integration and management of the guest reservation system is beneficial for IHG because it aids in modernise the administrative tasks, reduces the risks of over or double bookings, enhances the experience of guests, enables less work for the front office, decreases the opportunity of messing and losing up reservations & easily collection of data. Moreover, this change initiative also facilitates simpler administration of rewards, round-the-clock bookings and user-friendly which helps in improving the overall operation and effectiveness (Shams et al, 2021).  
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Strategic directions are a set of decisions and activities that organizations are required to make to accomplish the target goals and objectives. Having a strategic direction makes sure that all the informed decisions are made by the company that is concentrated on particular objectives (Arokodare, 2020). For successful operation and management, the companies must have strategic directions. The hospitality industry is also implementing the strategic directions to progress towards its vision and meet the desired goals and objectives (Handoyo et al, 2023).  IHG is also implementing strategic directions because it helps ensure the management and owners communicate the significance of worker’s work and their contribution to accomplish the desired objectives and goals. IHG has clear strategic directions that aid it to enhance decision-making, increase efficiency, improve alignment, be competent to track the progress over time, accomplish greater success with less effort and having a sense of direction & control. The strategic direction of the chosen hotel includes mission, culture, vision, values etc. The mission statement of IHG is to create what the guests of hotels truly love. The road map of the chosen hotel for growth and development relies on high performance and engagement from all employees. To accomplish the mission, IHG framed a set of values that is known as The Winning Ways (IHG, 2024).  On the other hand, the vision of IHG is to become a great and leading company in the world. The core values of IHG are doing the right thing, respect for people, being innovative and responsible and delivering better performance which directly influences customer satisfaction and experience as well as profitability. 
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 At the end of the report, it has been summarized that having an effective organizational structure can be beneficial for the hospitality industry because it aids in increasing efficiency, and effectiveness, improves communication and collaboration as well as increase the responsibility among the workers. On the other hand, having a good structure can be beneficial for IHG because it motivates and influences the staff to provide superior quality services to the guests. Establishing effective goals is advantageous for the hotel industry because it helps ensure the workforce is working towards the shared vision or not. The organizational culture, structure and people are directly linked to organizational performance.  To improve the performance and increase the efficiency, IHG implement various change initiatives such as embracing ECG, guest reservation system etc. The strategic directions of IHG include mission, vision, values and culture. 
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To enhance the culture, IHG will need to provide flexible working to its workforces from which they feel motivated and influenced. The selected hotel may benefit from adopting this technique into practice since it aids in luring and keeping employees for extended periods. If the employees are motivated then they give their best performance and better services to the customers which ultimately positively impacts the culture.  It has been suggested that to improve the organizational structure, the chosen company will require building trust with its employees. The support required to accomplish the organizational goals is gained by building relationships that rely on commitment and trust.    
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