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Executive Summary
The report has stated a brief description of the objectives and goals of InterContinental Hotels Group (IHG) that have a divisional structure and focus on the culture of diversity and inclusion in its vast hotel chains. Different change initiatives adopted by the management are discussed in detail within the study. There is a prominent focus on the changes developed by the management to improve their quality of services. An incorporation of an effective change management model is also helping to understand the impacts of different changes within the management as well. The loyalty programs have also been embedded in the strategic direction of IHG also with many other initiatives that foster organisational growth.
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The paradigms of organisational behaviour and management prevalent in a company are highly dependent on the existing culture, initiatives and strategic direction undertaken by it. This report will showcase the organisational culture and structure of InterContinental Hotels Group (IHG). In addition, study will include the various change initiatives undertaken by the organisation and its impact on the business performance of IHG. Moreover, the strategic direction of IHG will also be elaborated in the report. All these elements will be analysed at both individual and corporate levels with the support of necessary theories to understand its effects on the development of overall behaviour of the organisation. 
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Organisational Goals and objectives of IHG 
InterContinent Hotels Group PLC is one of the largest hotels that operate globally and satisfy different customers with its prominent and satisfactory services. The management has adopted some goals and objectives that help in improving the appearance and exposure of the group in the competitive market. The goal of this group is to improve the status of the hospitality industry by improving the experiences of the visitors. The group franchises its brands and manages different hotels on behalf of different third-party hotel owners. The brand engages a portfolio that consists of 19 brands from more than 100 countries in different categories like Suite, Essentials, Premium and Luxury and Lifestyle. The purpose of serving the group is to provide “True Hospitality for Good” (IHG Development, 2023). The group has developed different objectives for improved performance and efficiency which helps in proper growth and consistency of the business in the competitive market. The management opts to use the scale and expertise of their group to create exceptional guest experiences. The group aims to strengthen its abilities to improve the future growth of the hospitality services and evolve the key elements of the strategies (InterContinental Hotels Group PLC, 2024). The brand always prioritises the acceptance of different opportunities that help in implementing positive changes within the business practices and engage different visitors by offering them satisfactory experiences. It helps in improving the profitability of the group effectively. 
[image: ]
Figure 1: Group Revenue of IHG by Region in 2023
(Source: IHG Development, 2023) 
Organisational structure of IHG 
IHG runs its hotels and all other hospitality components in above 100 countries in three seperate formats. The company has owned and leased hotels, franchised hotels and managed hotels (IHG Plc, 2024a). In order to run three distinct models of business, IHG follows a divisional organisational structure that is divided into two specific categories - products and geography.  The divisional lines are divided into a complete allocation of functions that have their own set of departments in a divisional structure (Accounting Tools, 2023). IHG has categorised its functions according to the management of hotels based on ownership and also further allocated functions divided among “Americas, India, Middle East, Asia & Africa (IMEA), Japan, Australasia & Pacific (JAPAC), South East Asia & Korea (SEAK), and Greater China” (IHG, 2024). 
This can be directly related to the systems theory that can explain the divisional motives of IHG. The elements of the organisation can be stated as separate from each other and part of a system based on certain factors such as job roles, locations and cultures based on the systems theory (Mind Tools, 2024). IHG needed the precise division of job roles or departments according to regions where a group of their businesses were located and sub-divided their management among clusters of continents. The regional division helped in unifying the hotels according to the resource requirements, culture and accessibility along with autonomy to take major operational decisions. 
The employees can harmonise because of cultural similarities in the regions and provide efficiency in guest services for visiting customers. The company IHG has 17 brands based on the ownership and management and divided into a specific structure. The company could focus on China with the help of Hualuxe along with Six Senses brands to increase business in that country (Hotel tech report, 2022). The leadership is maintained by the hotel divisions according to regional and functional heads and supervised by the CEO of IHG Elie Maalouf. 
Organisational culture prevalent in IHG 
The employee actions are governed by certain personal beliefs and attitudes upheld by an organisation and can be regarded as organisational culture (Indeed, 2023). The onboarding of employees, team environment and high productivity from the end of employees can be ensured with the help of an established positive organisational culture. IHG has an extensive culture of diversity and inclusion needed to harmonise all employees with mutual respect towards background, culture and other differences. The progress report of IHG Hotels and Resorts has stated that the company has devised certain commitments to balance gender differences, promote inclusion, respect rights and create a culture of support for all employees in both monetary and talent management perspectives (IHG Plc, 2024b). 
[bookmark: _am31bce92cqh][bookmark: _Toc167812334]Recent change initiatives of IHG along with their management and impact
Different business organisations from different business industries need to adopt proper changes within their business practices, market exposure and customer engagement. It helps in identifying different issues that require proper changes within the operational efficiency and developing potential strategies to initiate the changes. Different business organisations adopt different change management strategies to understand the changes and work on improving the state of different changes within the business practices (Ratana, Raksmey and Danut, 2020). Adoption of a proper strategy helps in improving the efficiency of different change initiatives and their implementations. In the case of the IHG group, the management adopts the Change Management Model proposed by Kurt Lewin (Burnes, 2020). This model comes in three stages for managing different changes. The initial stage is Unfreeze where different issues and inefficiencies are identified from the business management. In the second stage, which is the Change stage, different initiatives are taken that are suitable for change and implemented within the business practices (Harrison et al. 2021). In the final Refreeze stage, the changes are monitored and observed intricately to understand the effectiveness and make constant improvements within the business practices. 
While talking about the change initiative developed by business organisations, the IHG group has adopted some effective change initiatives that help in improving the operational efficiency of the business organisation. The management of IHG identified the changing pattern within the visitors after the pandemic as people prefer to travel domestically (Forbes, 2021). It is identified that the young generation of people prefer to travel more than the aged people. More than 70%/ of the travellers visiting different hotels are from 18-24 years of age while only 27% of the people are aged 55 and above. The management focuses on these changing patterns and makes some effective changes within their strategic implementations to satisfy the younger travellers (IHG Hotels & Resorts, 2021). The management focuses on the improvement of their services in different sustainable places as the people are showing their preferences in choosing these places. The brand focuses on ethical and responsible hospitality services for visitors. For this purpose, the management arranged different training and development of the employees to improve sustainable operations. There is an introduction of an inclusive work environment and supporting training for the employees that helps in protecting the human rights of the employees and improving sustainable practices. It is identified that 66% of American travellers prefer to travel to some destination that fosters different sustainable practices, reduces food waste and prioritises recycling within the business practices (IHG Hotels & Resorts, 2021). The management of the chosen group focuses on the effectiveness of developing different sustainable practices that promote the reduction of food waste and prioritise recycling strategy for different services and efficiencies. This change initiative has been proven to be highly beneficial for the group in terms of improving their operations (Achmad and Yulianah, 2022). In accordance with the changes within the business practices, the group focuses on different changes adopted for the reduction of carbon exposure to balance environmental substances and improve waste management efficiency. Maintaining line with SDGs developed by the EU, the group fixes a target of a 15% absolute reduction of carbon exposure from the direct operations and a 46% reduction from the franchise operations by 2030. The group aims to develop their new projects with complete zero carbon exposure to natural substances. For this purpose, the group focuses on the optimisation of the role of renewable energy (HOTELSMag, 2021). The management prioritises the initiation of different renewable energies and recyclable materials within its manufacturing and production facilities to improve the efficiency of different business practices and earn satisfaction from different customers. Elimination of single-use products helps in proper waste management as well (Ben Youssef and Zeqiri, 2022). The group collaborates with different circular solutions provided for the hospitality industry to support the growth and expansion of the industry with proper customer satisfaction. The brand also focuses on the minimisation of food waste to improve sustainable aspects of its business practices. 
According to the concern of IHG on the guest’s passion about the way of making the travel experience better because younger guests focus on green initiatives. Based on this context, this hospitality company makes more change initiatives in their business and becomes more concerned with working as a team to take care of the planet, community and people (IHG Hotels & Resorts, 2021). This company IHG makes more changes in their commitments and connects with UN Sustainable Development Goals as a 10-year action. It also helps to increase their skills and take action on environmental change by balancing their commitments more effectively.  
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There are several strategic plans taken by IHG Plc in its business. For example, from the official website of IHG PLC, it is obtained that the hotel organisation plans to use its scale and expertise to create the exceptional guest experience and the business returns needed to grow the organisational brands within the industry’s most valuable segments and markets (IHG PLC, 2024). After that, the company delivered through a culture that attracts and retains talented employees and embraces the organisational business opportunities to positively impact the society and world as well. In the previous year of 2023, the hotel organisation further strengthened its ability to drive future business growth and the key elements of its business strategy including the strategic pillars, business growth behaviours and ambition (IHGOLM, 2024). The hotel organisation brings changes on the establishments of the investments that they have made to transform their business. As a result, the hotel organisation has expanded their brand portfolio from 11 to 19 brands in the market and significantly strengthened the business. It includes a transformed IHG One Rewards loyalty programme, new business partnerships, enhanced mobile and web offers and a refreshed master brand (Business Travel News, 2024). This hospitality company makes an effective transformation in their IHG One Reward system to loyalty programs for their loyal customers. It also helps this company to attract them and make a strong brand to develop a strong customer base in the competitive market. In addition to that, the organisational strategy focuses on business value creation by establishing preferred brands, strengthening the loyalty program, generating revenue through the lower-cost direct channels, leveraging scale and delivering a superior proposition (IHG PLC, 2024). Furthermore, the hotel organisation. Along with this, the hotel company has also taken the decision they build partnerships with more companies which will improve the business development and growth in the business market. Therefore, the hotel organisation has taken and implemented these decisions for better business growth.    
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From the above analysis, it can be inferred that organisational management and behaviour are more important factors for hospitality companies to operate their business operations by balancing the guests' demands. This report has analysed the organisational structure, goals and culture of IHG company to make a clear evolution about their commitments and performance. After that, it has also analysed the recent change initiatives of IHG about its sustainable approach to increase green based on the leading guest’s demand. Strategic direction based on the change plan to enhance the performance and make an effective service to guests by making more development in IHG has been also analysed. 
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