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[bookmark: _Toc167266060]Executive Summary
This report examines the Intercontinental Hotels Group (IHG) by analysing its organisational structure, culture, goals, strategic direction, and recent change initiatives. IHG utilises an asset-light business strategy, focusing on franchising and management contracts, enabling easy expansion and minimising capital spending. The company's culture, represented by the phrase "True Hospitality for Good," prioritises inclusivity, diversity, and sustainability, which substantially influences employee engagement and performance. IHG's main objectives encompass expansion, durability, and societal influence, with the "Journey to Tomorrow" strategy delineating ambitious sustainability benchmarks.
IHG's approach to the COVID-19 pandemic involved implementing improved cleaning protocols, enforcing social distancing measures, and offering contactless services. These measures successfully reinstated guest trust and promoted the well-being of employees. The company's environmental and social governance initiatives prioritise carbon reduction, waste management, and community support. Implementing technological advancements, such as contactless check-in and artificial intelligence for personalised services, has enhanced operational efficiency and increased customer satisfaction.
Suggested actions involve implementing IoT technology to promote sustainability, strengthening diversity, equity, and inclusion initiatives, utilising AI and IoT to improve operational efficiencies, and investigating the potential for expansion in emerging markets. Implementing these strategies will enable IHG to retain its competitive advantage and accomplish its long-term sustainability objectives.
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[bookmark: _Toc167266061]Introduction 
This report aims to evaluate and scrutinise the Intercontinental Hotels Group (IHG) by investigating its organisational structure, culture, goals, strategic direction, and recent change initiatives. IHG is renowned for its asset-light business model, which prioritises franchising and management contracts to facilitate swift expansion and scalability. This report will analyse how IHG's strategic vision and mission shape its operations, strategy for expanding into new markets, commitment to sustainability, and technological advancements. Furthermore, it will assess IHG's reaction to the COVID-19 pandemic and its influence on business efficacy and employee welfare. The report provides recommendations to improve sustainability, bolster organisational culture, expand technological innovations, and explore strategic growth opportunities.
[bookmark: _Toc167266062]Main Body
[bookmark: _Toc167266063] Organisation Structure, Culture, and Goals
[bookmark: _Toc167266064]   Organisational Structure
Intercontinental Hotels Group (IHG) uses an asset-light business strategy, prioritising franchising and management agreements instead of property ownership. This method enables the company to grow and expand without incurring excessive costs while still retaining a high level of control over operations (IHG, 2023).
IHG's expansion strategy centres around franchising and management contracts, facilitating swift growth and ensuring brand uniformity. Gašević and Stankovic (2016) state that franchising in the hotel industry offers consumers stability and brand assurance, decreasing their perception of risks. Adopting the asset-light model has resulted in a rise in the fee-income ratio and a decline in the tangibility of assets, underscoring this approach's efficiency and effectiveness (Li & Singal, 2019).
IHG utilises a combination of centralised and decentralised decision-making processes. Strategic decisions are centralised to ensure they align with corporate goals, while operational decisions are often decentralised to adapt to local market conditions. The equilibrium between responsiveness and flexibility is essential for sustaining a competitive edge (Bourke, Izadi, & Olya, 2020). Stankovic (2017) asserts that the franchising model offers a significant advantage by enabling companies to adapt to local environments while upholding corporate standards.
[bookmark: _Toc167266065]   Organisational Culture
IHG's culture, represented by the motto "True Hospitality for Good," emphasises the company's dedication to inclusiveness, diversity, and sustainability. The cultural framework serves as the driving force behind all initiatives. It is deeply ingrained in the day-to-day operations, creating a work environment that is both supportive and inclusive (IHG, 2022).
IHG prioritises DE&I initiatives, implementing programmes to bolster workforce diversity and foster an inclusive work environment. These measures encompass unconscious bias training and the creation of a DE&I Board to supervise advancement and responsibility (Lee et al., 2021). The study by Lee et al. (2021) highlights the significance of such endeavours in enhancing employee trust and loyalty, ultimately leading to improved organisational performance.
An influential organizational culture benefits employee engagement and performance. IHG's emphasis on cultural values and DE&I initiatives has resulted in higher levels of employee satisfaction and loyalty, which are essential for achieving operational success (Voegeli, 2021). Research indicates that fostering a culture of support promotes the exchange of knowledge and collaboration among employees, thereby boosting performance (Lee et al., 2021).
[bookmark: _Toc167266066]  Organisational Goals
IHG's main objectives centre on expansion, durability, and influence on the community. The company's objectives include achieving exceptional growth in available rooms, improving the overall experience for guests, and actively contributing to local communities through various initiatives (IHG, 2023). The "Journey to Tomorrow" plan sets forth ambitious objectives to decrease carbon emissions, enhance water stewardship, and minimise waste according to the Sustainable Development Goals of the United Nations (IHG, 2022).
IHG's objectives are closely aligned with its corporate strategy and the expectations of its stakeholders. The emphasis on sustainable growth and community support appeals to both investors and consumers, who are placing greater importance on corporate responsibility and ethical practices (Rakušić Cvrtak, Zekan, & Pivčević Vranješ, 2022). The strategic focus on sustainability tackles environmental issues, improves brand reputation, and fosters customer loyalty (Poretti & Blal, 2020).
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[bookmark: _Toc167266068]   Response to the COVID-19 Pandemic
IHG implemented various adaptive measures in response to the COVID-19 pandemic to ensure the well-being of guests and staff and smooth operations. The measures implemented by IHG in response to the COVID-19 pandemic encompassed improved cleaning protocols, adherence to social distancing guidelines, and the provision of contactless services (IHG, 2022). Kwan and Tong (2022) found that IHG's rigorous sanitary protocols and innovative marketing tactics effectively reinstated guest trust amidst the pandemic. Moreover, adopting health protocols that adhere to the CHSE (Cleanliness, Health, Safety, and Environmental Sustainability) criteria has played a crucial role in upholding stringent hygiene standards and fostering guest confidence (Jonathan, Ghani, & Priyanto, 2021).
The measures had a significant impact on both business performance and employee well-being. Implementing rigorous cleaning and safety protocols resulted in higher operational expenses, but they were indispensable in instilling confidence among guests and sustaining high occupancy rates (IHG, 2023). According to a study conducted by Filimonau, Derqui, and Matute (2020), the implementation of organisational resilience and corporate social responsibility practices during the pandemic resulted in an increased sense of job security among senior managers. As a result, their commitment to the organisation improved. Moreover, the pandemic's psychological repercussions on employees resulted in increased rates of absenteeism and reduced life satisfaction, highlighting the need for mental health support mechanisms (Karatepe, Saydam, & Okumus, 2021).
[bookmark: _Toc167266069]   Environmental and Social Governance (ESG)
IHG has prioritised various environmental initiatives as an integral component of its ESG strategy. The "Journey to Tomorrow" plan sets ambitious objectives for carbon reduction, waste management, and water conservation (IHG, 2022). Hao, Xiao, and Chon (2020) argue that these initiatives are crucial for ensuring the long-term sustainability of the hospitality industry. IHG's involvement in international sustainability conferences and adopting energy-efficient measures highlight its dedication to environmental stewardship (Fu, 2020).
IHG demonstrates social responsibility by implementing community support programmes and is dedicated to upholding human rights. The IHG Skills Academy and its charitable partnerships aim to assist local communities and enhance the quality of life for individuals (IHG, 2023). According to Gu et al. (2023), IHG demonstrated social responsibility during the pandemic by offering accommodations to healthcare workers and supporting food banks. These initiatives have strengthened IHG's dedication to social responsibility and have had a beneficial effect on the well-being of the community.
[bookmark: _Toc167266070]   Technological and Operational Changes
IHG has implemented substantial digital transformation initiatives and technological improvements to enhance operational efficiency and customer satisfaction. These features consist of the adoption of contactless procedures for check-in and check-out, the utilisation of mobile key technology, and the integration of artificial intelligence to enhance personalised guest experiences (IHG, 2023). Jiang and Wen (2020) argue that these technological advancements are essential for adjusting to the new regular and improving the guest experience during and after the pandemic.
Technological changes have significantly impacted efficiency and customer satisfaction. Digital solutions have optimised operations, minimised physical interaction, and improved guest convenience (IHG, 2022). According to the study conducted by Hu et al. (2021), the use of technology in response to the pandemic has enhanced customer satisfaction by effectively addressing safety concerns and offering smooth service. Moreover, IHG has gained a competitive advantage in the hospitality sector due to these technological advancements, as highlighted by Herédia-Colaço and Rodrigues (2021).

[bookmark: _Toc167266071]The Organisation’s Strategic Direction
[bookmark: _Toc167266072]   Strategic Vision and Mission
IHG operates with a distinct vision and mission. IHG's vision is to achieve the status of a globally renowned company by establishing exceptional hotels that guests adore. The mission focuses on delivering "True Hospitality for Good" to provide exceptional guest experiences, colleague support, and positive community effects (IHG, 2023).
The IHG vision and mission determine the company's strategic course. Voegeli (2021) asserts that an articulated vision and mission serve as a structured basis for making decisions and formulating strategic plans. IHG's primary emphasis on hospitality and community impact guides its strategies to improve guest experiences, promote employee welfare, and contribute to societal welfare. This alignment guarantees that all initiatives harmonise with the company's fundamental values and long-term goals (Bora, Borah, & Chungyalpa, 2017).
[bookmark: _Toc167266073]  Growth Strategy
IHG employs a strategic approach to expand its market presence and brand portfolio through an asset-light business model focusing on franchising and management contracts. This strategy allows for rapid scalability without significant capital expenditure (IHG, 2022). According to He and Brahmasrene (2019), such a model enhances operational flexibility and risk management, enabling IHG to adapt quickly to market changes and expand globally.
IHG’s market segmentation and targeting strategies involve catering to various customer segments through a diverse brand portfolio. This includes luxury brands like InterContinental and Kimpton and mid-scale and economy brands like Holiday Inn and Candlewood Suites. Residata et al. (2023) state that this multi-brand strategy helps IHG address different market needs and preferences, thus maximising market penetration and customer reach. Additionally, targeting high-growth markets and leveraging the IHG Rewards loyalty program further strengthen its market position (Russo, Figueira, & Mataruna-dos Santos, 2023).
[bookmark: _Toc167266074]  Sustainability Initiatives
IHG's "Journey to Tomorrow" plan delineates its enduring sustainability objectives by the United Nations Sustainable Development Goals (SDGs). This plan prioritises initiatives related to carbon reduction, waste management, water conservation, and promoting sustainable communities (IHG, 2022). Leonidou et al. (2015) argue that incorporating sustainability into a company's strategy not only improves its reputation but also boosts its long-term profitability and the trust of stakeholders.
The sustainability initiatives outlined in the "Journey to Tomorrow" plan encompass attaining net-zero carbon emissions by 2050, minimising waste sent to landfills, and enhancing water stewardship. These goals are achieved by implementing specific targets and practical measures to guarantee advancement (IHG, 2023). The study by Hao, Xiao, and Chon (2020) demonstrates the crucial role of comprehensive sustainability strategies in tackling environmental challenges and promoting corporate responsibility.

[bookmark: _Toc167266075]   Technological Advancements
IHG has substantially invested in digital innovations to improve customer experience and operational efficiency. These features encompass the adoption of mobile check-in and keyless room entry and the utilisation of artificial intelligence for tailored guest services (IHG, 2023). As per Zhichao's research in 2020, these technological advancements enhance the provision of services, boost operational efficiency, and confer a competitive advantage in the hospitality sector.
The effect of technological advancements on IHG's efficiency and customer satisfaction has been significant. Advanced digital services optimise operations, decrease expenses, and enhance the guest experience (IHG, 2022). The research conducted by Jiang and Wen (2020) emphasises that integrating technology in the hospitality industry satisfies changing customer demands and enhances brand loyalty and competitive positioning.
Conclusion
Intercontinental Hotels Group (IHG) has successfully adapted to the changing dynamics of the hospitality industry by implementing an asset-light approach, fostering a strong organizational culture, and demonstrating a solid dedication to sustainability. IHG has achieved substantial growth and operational efficiency by prioritising franchising and management contracts. The company's emphasis on inclusivity, diversity, and sustainability, exemplified by its "True Hospitality for Good" philosophy, has bolstered employee engagement and productivity. IHG's handling of the COVID-19 pandemic and adopting sophisticated technologies have strengthened guest confidence and operational durability. IHG's competitive advantage and long-term success will be maintained by focusing on technological innovation, sustainability initiatives, and strategic market expansion.
[bookmark: _Toc167266076]Recommendations
To improve sustainability, IHG should implement IoT technology to optimise energy usage and incorporate renewable energy solutions, effectively addressing both environmental consequences and operational expenses. Eskerod et al. (2019) state that IoT technology allows for integrating various systems, such as heating and air conditioning, onto a single platform. This integration optimises hotel operations. In addition, Dhirasasna (2021) highlights that incorporating renewable energy technology can substantially contribute to achieving the hotel industry's sustainability objectives.
Enhancing the organisational culture can be accomplished by intensifying diversity, equity, and inclusion (DE&I) efforts and cultivating a culture of ongoing learning and inclusiveness. This will consequently enhance employee engagement and performance. Aguilar et al. (2022) propose that the incorporation of quality-of-life provisions into corporate social responsibility initiatives can have a beneficial impact on employee engagement and the overall culture of the organisation.
Implementing artificial intelligence (AI) and Internet of Things (IoT) technologies, IHG will enhance customer experiences and operational efficiencies, thereby maintaining competitiveness in the ever-changing hospitality market. According to Mejia (2018), green technology champions are crucial in promoting sustainability practices and increasing technology adoption in the hospitality industry. Furthermore, Wu (2023) highlights that implementing inventive strategies in operations and management can substantially influence the future advancement of hotel business models.
Ultimately, substantial growth can be achieved by examining potential avenues for expansion in developing markets such as Africa and utilising tactics to divide the market into distinct segments. Amoako et al. (2015) found that implementing innovative Ansoff growth strategies can improve customer retention and promote business growth in the hotel industry. Njoroge et al. (2019) assert that a robust innovation strategy positively affects both the hospitality industry's economic sustainability and long-term profitability.
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