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[bookmark: _Hlk137144711]This report aims to conduct a comprehensive audit and analysis of InterContinental Hotels Group (IHG), a leading global hotel group. It will examine IHG's organisational structure, recent change initiatives, and strategic direction while evaluating its current business performance. The report will utilise up-to-date research and industry data to provide insights and recommendations for IHG's improvement.
The first section will focus on IHG's organisational structure, including comparisons with competitors, to understand its effectiveness in managing operations. The second section will assess recent change initiatives, considering communication and employee engagement factors to evaluate their impact and management. Lastly, the report will analyse IHG's strategic direction and current business performance to evaluate the company comprehensively. The objective is to offer valuable insights and recommendations that can contribute to IHG's ongoing success and competitiveness in the dynamic hotel industry.
Organisational Structure
IHG established an organisational structure that aligns with its global and strategic objectives. IHG's recent annual report shows that the organisation operates under a matrix organisational framework. This structure combines functional and geographic divisions to enhance collaboration and efficiency across the organisation. Hilton Hotels, a key competitor of IHG, similarly adheres to a similar matrix organisational structure. The successful management of a wide range of hotels and brands across multiple regions has been achieved by IHG and Hilton by adopting a matrix organisational structure (Voegeli, 2021). This structure promotes corporations in focusing on their global scope while simultaneously upholding a regionalised methodology towards their activities.
One instance of IHG's implementation of its organisational structure is evidenced by its regional operations in Asia. According to Plc (2023), IHG declared the formation of a specialised regional headquarters in Bangkok, Thailand, in 2020 to supervise its activities and expansion in the Asia-Pacific area. IHG's adoption of a distributed model reflects its commitment to enabling regional teams to make informed decisions and efficiently respond to local market demands. The impact of IHG's organisational culture on its structure and objectives is noteworthy. The company prioritises cultivating teamwork, maintaining integrity, and implementing a customer-focused strategy. This cultural phenomenon is in accordance with IHG's strategic emphasis on providing exceptional guest experiences and promoting sustainable growth.
Culture and Goals
The organisational culture of IHG is centered around providing outstanding visitor experiences through its broad brand portfolio. The 2020 annual report of the company highlights the importance of a customer-centric culture in achieving its goals. According to the 2020 North America Hotel Client Satisfaction Study conducted by JD Power, numerous IHG brands, such as Holiday Inn Express and Staybridge Suites, attained commendable ratings for customer satisfaction (Annual report - investors - InterContinental Hotels Group PLC 2023). IHG's organisational culture also prioritises inclusion and diversity with its customer-centric approach. The company's Diversity and Inclusion policy highlights its dedication to promoting equal opportunities and an inclusive workplace. In an interview with Skift, Keith Barr, the CEO of IHG, emphasised the importance of diversity and inclusion in fostering creativity and company success.
Additionally, digital initiatives demonstrate IHG's commitment to innovation. The IHG mobile app and IHG Loyalty Club offer visitors customised experiences and convenient services. The company collaborates with technology partners and entrepreneurs to leverage advanced technology solutions, such as its partnership with Amadeus. These initiatives are consistent with IHG's objective of continuous enhancement and enhancing the customer experience. According to IHG's annual reports, financial performance is a crucial business goal. IHG demonstrated resiliency by maintaining a solid balance sheet and liquidity position despite the challenges posed by the COVID-19 pandemic (Annual report - investors - InterContinental Hotels Group (Plc,  2023). According to the 2020 Annual Report, the company's long-term strategy emphasises sustainable growth. Responsible business practises, and community involvement.
IHG's primary goal is to be the hotel chain of choice for guests, business owners, and employees. Strong brand recognition and customer loyalty contribute to the company's success in attaining this goal. IHG's diverse brand portfolio, which includes InterContinental, Holiday Inn, and Crowne Plaza, appeals to various consumer segments, allowing the company to accommodate a wide range of interests. Brand Finance's report on the most valuable hotel brands in 2021 recognises IHG's strong brand portfolio, with multiple brands rating among the top 100 globally (The Wall Street Journal, 2023). Statista's comparative analysis reveals that while IHG, Marriott International, and Hilton Worldwide share similar financial goals, IHG's dedication to being the preferred hotel company sets it apart.
Recent Change Initiatives and Their Impact  
IHG has undertaken several recent change initiatives to drive innovation, improve operational efficiency, and enhance guest experiences. Evaluating the impact of these initiatives and their management provides insights into IHG's ability to adapt to market dynamics and remain competitive within the hospitality industry, as Hao et al. (2020) outline. The sustainability initiatives implemented by Intercontinental Hotels Group have garnered positive reviews and have benefitted the company's environmental performance. According to IHG's 2020 Annual Report, the company achieved a 3.7% decrease in carbon emissions per occupied room compared to the previous year. As highlighted in the report, IHG's sustainability management has been demonstrated to be effective, as evidenced by the achievement of its 2020 waste reduction target (Plc, 2023). These outcomes align with IHG's dedication to responsible corporate conduct and appeal to environmentally conscious customers who desire sustainable hotel room alternatives.
The digital transformation strategy implemented by IHG has been identified as a significant change initiative. As a result of the integration of the IHG mobile app and the IHG Rewards Club, customer satisfaction and operational efficiency have improved. In 2021, Hotel Tech Report released a report indicating that IHG's mobile application garnered favourable guest reviews. Based on user feedback, the app's interface was user-friendly, the booking process was effortless, and the customised promotions appealed to users. According to Plc (2023), the positive feedback indicates the influence that IHG's digital strategies have had on enhancing guest contentment and involvement.
Comparisons with its competitors further support the analysis of IHG's management of change initiatives. Marriott International and Hilton Worldwide, two prominent competitors in the hospitality industry, have implemented digital transformation and sustainability initiatives. IHG's approach and results are significant and distinct from its competitors. According to Forbes, IHG's mobile application and rewards program have been distinguished for providing outstanding benefits and convenience to customers compared to services offered by competing companies (Kapoor et al., 2023). IHG's sustainability efforts have been recognised by the Dow Jones Sustainability Indices, with the company achieving consistently more outstanding ratings than its competitors.
IHG has exhibited proficient leadership and strategic implementation in managing these change initiatives. The company's annual reports offer valuable insights into the initiatives' management and progress. The establishment of dedicated teams responsible for digital transformation and sustainability efforts is outlined in IHG's 2020 Annual Report (Jeong et al., 2023). The teams are responsible for ensuring that the objectives are well-defined, implementation plans are in place, and monitoring processes are established, all of which are crucial for effectively managing these programmes.
Management of the Recent Initiative Changes.
The digital transformation initiatives IHG implemented have significantly impacted the company's business performance. According to the audit report, the employment of the IHG mobile application and IHG Rewards Club positively impacted customer engagement and loyalty. The observed outcome is increased direct bookings and subsequent revenue growth. A favourable market position has been observed for IHG, attributed to its strategic investment in technology and digital innovation. The investment has enabled the organization to quickly adapt to changing consumer habits and preferences. Based on the analysis of the available information, it can be deduced that IHG has effectively fulfilled its recent commitments. The success of leadership and implementation of strategies can be determined based on guest feedback, sustainability metrics, and comparative analysis with competitors, according to Stoimenov (2023). IHG's success in adapting to market changes, improving operational efficiency, and providing exceptional guest experiences can be attributed to its effective management practices.
The Organisation's Strategic Direction
IHG's strong brand recognition and high customer satisfaction indicate the company's unwavering commitment to becoming the preferred hotel provider. The recently published Brand Finance Hotels 50 2021 report reveals that IHG's hotel brands, including InterContinental, Holiday Inn, and Crowne Plaza, have successfully secured a place among the top 100 most valuable hotel brands globally (Voegeli, 2021). This acknowledgment proves the durability and appeal of IHG's brands to consumers, strengthening its strategic objective of becoming the preferred option for customers.
The strategic direction of IHG places significantly emphasizes sustainability, a crucial pillar. The company has made significant progress in this regard. As per the 2020 Annual Report of IHG, the company has accomplished a reduction of 33% in carbon emissions per occupied room compared to the baseline of 2010, according to Shin et al. (2022). The aforementioned accomplishment has exceeded the company's objective of 30%. The report indicates that IHG has successfully met its waste reduction target. This achievement is a testament to the company's dedication to implementing sustainable business practises and concrete proof of IHG's dedication to sustainable growth and aligning its business trajectory with environmental accountability.
A comparative analysis of IHG's strategic direction with its competitors reveals the reliability of the former. According to Stoimenov (2023), Marriott International has prioritised sustainability and responsible business practises. IHG's key differentiating factor is its dedication to becoming the favoured hotel enterprise. As per Skift's comparative analysis, IHG has been recognised for its strong performance in customer satisfaction. IHG's brands have received high JD Power 2020 North America Hotel Guest Satisfaction Study scores (Bounatirou and Lim, 2020). IHG's strategic objective has been effectively implemented, distinguishing the company from its for guest preference and fulfilment.
The strategic direction of IHG is following the present market trends and the preferences of consumers. According to Fuchs (2022), the hospitality industry has observed the increasing importance of tailored guest experiences. The digital strategies of IHG, which comprise the IHG mobile application and rewards programme, align with the prevailing trend of offering personalised advantages and prompt services. As per a recent analysis by Hotel Tech Report, IHG's mobile application has garnered positive feedback from clients for its user-friendly interface and customised functionalities (Nam et al., 2021). This development aligns with IHG's strategic goal of delivering outstanding guest experiences.
Current Business Performance
IHG's current business performance is credited to its focus on strategic initiatives, specifically brand strength and customer preference. The brand portfolio of IHG is characterised by a wide range of branches, which includes InterContinental, Holiday Inn, and Crowne Plaza (Ricaurte and Jagarajan, 2023). Implementing this strategic initiative has enabled the organisation to efficiently focus on distinct market segments and cater to the diverse tastes of its clientele.
Based on the analysis of financial data, IHG has exhibited positive advancements and a favourable trajectory. In 2023, IHG observed a significant surge of 27% in its revenue per available room (RevPAR) compared to the same period in 2022. According to Mateus (2021), the observed expansion in the hospitality industry is attributed to the easing of travel limitations, increased vaccination rates, and improved consumer trust. Additionally, a comparative analysis of IHG's market position reveals a strong standing in the industry, surpassing that of its competitors. According to the analysis conducted by STR, IHG exhibited outstanding performance in the upscale and upper-upscale segments across major regions, including Europe, Asia Pacific, and America, in contrast to its competitors. The analysis of the information available suggests that IHG has successfully gained a portion of the market and leveraged opportunities in the targeted regions.


Conclusion 
Based on the audit and analysis conducted by IHG, it can be concluded that the organisation exhibits a robust framework, fortified culture, and clear objectives at both the corporate and individual unit levels. According to the analysis, it has been determined that the organisation has successfully implemented recent change initiatives, including digital transformation and sustainability campaigns. These initiatives have yielded positive outcomes for the organisation regarding consumer engagement, operational efficiency, and brand perception. IHG has been able to withstand and recover from the effects of the COVID-19 pandemic due to the integration between its strategic direction and current market trends. IHG's strategic priorities center on the delivery of outstanding customer service, the growth of revenue, and the incorporation of sustainable practices. According to the analysis, the company's strategic initiatives have effectively positioned it for success in the highly competitive hospitality industry.
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