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Human Resources Management (HRM) is considered as the backbone of organisational success (Siocon, 2023) and is particularly important in service-driven industries like hospitality. In the case of Intercontinental Hotel Group (IHG) Hotels & Resorts, a renowned international brand, HRM has no doubt been instrumental in driving organisational growth and excellence which has lead to them to have over 6000 hotels worldwide (IHG Hotels & Resorts, 2022) and as IHG Hotels & Resorts expands its global footprint, the evolution of HRM plays a critical role in shaping their workforce planning, recruitment, and selection processes to ensure continuous growth. This essay explores how the changing roles of HRM support the strategic development of IHG Hotels & Resorts.
The evolution of HRM has facilitated the strategic development of international hotel brands and has evolved from a traditional administrative function to a strategic business partner that aligns HR policies and practices with the organisation’s goals and objectives (CIPD, 2023). With over 200 years in hospitality and launching their first hotel in 1949 (IHG, 2023b), HRM at IHG no doubt initially focused on administrative tasks such as payroll management, compliance, and employee relations. However, as the hospitality industry became more competitive and customer-centric, it was important that IHG recognised the need to adapt its HRM practices to meet the evolving needs of its workforce and guests as discussed by Brewster (Brewster and Hegewisch, 2017). The strategic evolution of HRM at IHG is characterised by its:
· Shift towards Strategic HR Practices: IHG transitioned from reactive HR practices to proactive strategies aimed at aligning HR initiatives with organisational goals and objectives. This shift involved a focus on talent management, leadership development, and organisational culture. As well internship programs, they also have a ‘Future Leaders Graduate program’ which staff have said has no doubt given them the confidence to contribute towards IHG’s strategic direction (Muysken, 2019).
· Emphasis on Employee Engagement: IHG recognised the importance of employee engagement in driving guest satisfaction and loyalty. As a result, HRM initiatives at IHG shifted towards fostering a positive work environment, promoting work-life balance, and recognising employee contributions. For example, in October 2023, IHG launched a distinctive global evolution plan, marking an exciting new chapter in the brand’s development with each hotel offering a "an experience-driven bespoke concept" catering to upmarket travellers, including business travellers (IHG, 2023a). They will be utilising the local knowledge of their inhouse staff to create a new interactive guest concierge service over their traditional concierge service (Platas, 2023).
· Adoption of Technology: With advancements in technology, IHG embraced digital HR solutions to streamline processes, enhance employee experiences, and drive efficiency. This included the implementation of HRIS (Human Resource Information Systems) which particularly in the hospitality industry where turnover is high and teams are large, HRIS can deliver efficiency, transparency, and even cost savings (Hollander, 2023) and an online skills academy to help anyone around the world gain valuable employment and life skills (IHG Careers, 2024). They also utilise AI to help analyse data taken during the recruitment stages to help recruiting managers quickly identify whether a candidate is suitable before they are even invited for an interview helping save a huge amount of time and money for the hotel (www.thepeoplespace.com, n.d.).
HR functions play a strategic role in driving organisational performance and fostering a culture of excellence at IHG Hotels & Resorts. Strategic HRM involves aligning HR strategies with business objectives to maximise employee engagement, productivity, and satisfaction. At IHG, HR functions contribute to strategic development through:
· Talent Management: IHG invests in talent management initiatives to identify, nurture, and retain top performers. As already mentioned above, this includes their commitment to leadership development programs and performance management systems tailored to align individual goals with organisational objectives (Hospitality Net, 2023).
· Organisational Culture: HR initiatives at IHG focus on cultivating a culture of innovation, diversity, and inclusivity. By promoting core values such as integrity and teamwork, HR fosters an environment where employees feel valued, respected, and empowered to contribute their best. IHG has recently started a new owner growth program, IHG LIFT, to encourage greater diversity of hotel ownership (Pfalz, 2023).
· Change Management: In a rapidly evolving industry, IHG recognises the importance of change management in responding to market trends and customer preferences. HR functions facilitate organisational change by providing training, communication, and support to employees during periods of transition. They have introduced revolving hotel roles to ensure employees are included in conversions and new openings to further show their investment in their employed staff (Hospitality Net, 2023). 
Strategic HR planning is essential for IHG Hotels & Resorts to anticipate and address future workforce needs effectively. The process involves:
· Forecasting Labour Demand and Supply: IHG analyses historical data, market trends, and business projections to forecast labour demand and supply accurately. By understanding industry dynamics and internal requirements, IHG can proactively manage staffing levels and address skill gaps. To help support them do this, they make use of digital intelligence services to help them build a clear view of their market (Guillot, 2022).
· Goal Setting and Strategic Planning: HR collaborates with business leaders to set strategic goals and objectives aligned with IHG's mission and vision. These goals inform HR initiatives such as talent acquisition, training, and performance management, ensuring alignment with organisational priorities.
· Program Implementation and Evaluation: IHG implements HR programs and initiatives aimed at achieving strategic objectives. This includes monitoring key performance indicators, soliciting feedback from stakeholders, and making data-driven decisions to optimise program effectiveness.
Forecasting labour demand and supply is a critical component of IHG's strategic HR planning process. By accurately predicting future staffing needs, IHG can ensure that it has the right people, with the right skills, in the right positions, at the right time. IHG employs various methods to forecast labour demand and supply, including:
· Historical Data Analysis: IHG analyses historical staffing patterns, turnover rates, and business trends to identify patterns and anticipate future labour needs. IHG’s  annual report provides and in depth look at all their initiatives and how they can continue to generate growth in the coming years (IHG PLC, 2023).
· Market Analysis: IHG conducts market research to understand industry trends, competitor practices, and emerging labour market conditions that may impact labour supply and demand. One such global campaign, ‘Guest How You Guest’ aimed to find what guests are looking for in a hotel experience (PR Newswire, 2022) and will no doubt use this research to make informed decisions with their staff on how they can employ any changes accordingly to meet the needs of their guests. 
· Internal Assessments: IHG evaluates internal factors such as organisational growth plans, expansion initiatives, and technological advancements to assess their impact on future workforce requirements.
Recruitment and selection are critical components of IHG's HRM strategy, aimed at attracting and retaining top talent. The process includes:
· Candidate Sourcing: IHG employs diverse recruitment channels, including online job portals, career fairs, and employee referrals, to attract a broad pool of candidates. By leveraging digital platforms and networking opportunities, IHG expands its talent pipeline and reaches candidates with diverse backgrounds and skillsets. IHG has a well-updated careers page on Facebook and Instagram. Their Instagram page (Instagram, n.d.) has over 50,000 followers and posts feature quotes from employees speaking about topics such as diversity, career development and opportunities for women. On IHG’s Facebook Careers page (Facebook, n.d.), you will find posts of various staff sharing what it is like to work there. From great employee benefits, a positive workplace culture, and career growth opportunities, these stories lend credence to IHG’s commitment to offering the best place to work.
· Screening and Assessment: IHG utilises a rigorous screening and assessment process to evaluate candidate qualifications, experience, and cultural fit. This may include interviews, assessments, and reference checks conducted by HR professionals and hiring managers who use algorithms created by AI to help them find the best candidate (Cognisess, 2019).
· Offer and Onboarding: Upon selecting qualified candidates, IHG extends job offers and facilitates the onboarding process to ensure a seamless transition into the organisation. Onboarding activities may include orientation sessions, training programs, and introductions to key stakeholders. Statistics show that employees had a positive onboarding experience when hired by IHG (Comparably, 2024).
IHG Hotels & Resorts implements strategic HRM practices to drive business unit development and enhance organisational performance. For example:
· IHG Academy: IHG collaborates with educational institutions and community organisations to provide training and development opportunities for aspiring hospitality professionals (Hospitality Net, 2015). The IHG Academy offers internships, apprenticeships, and educational programs to equip participants with the skills and knowledge needed to succeed in the industry. Already mentioned above, IHG Skills Academy is a world-class virtual training programme that offers free online education and courses in multiple languages for young people to become ‘employment ready’ and explore a career in hospitality. While across IHG, colleagues can benefit from IHG University its latest comprehensive offering that helps all colleagues find their path to building skills, knowledge and capabilities 
· Employee Recognition Programs: IHG recognises and rewards employee contributions through a number of initiatives including an employee recognition program where employees are celebrated for their efforts and contributions and awarded certificates of different levels that can be redeemed into gift cards (IHG Bravo!, n.d.). By celebrating achievements and fostering a culture of appreciation as well as employing staff feedback, IHG motivates employees to excel and contribute to the organisation's success (Anon, 2018).
· Diversity and Inclusion Initiatives: IHG promotes diversity and inclusion through recruitment, training, and leadership development programs and as part of its ‘Journey to Tomorrow’ plan, they commit to ensure inclusion, diversity and the wellbeing of all it’s staff across all their hotels (InterContinental Hotels Group PLC, 2024). By embracing diverse perspectives and experiences, IHG enhances innovation, creativity, and customer satisfaction. 
In conclusion, the evolution of HRM at IHG Hotels & Resorts serves as a testament to its strategic importance in driving organisational success and fostering a culture of excellence. As a renowned international brand with over 6000 hotels worldwide, IHG has recognised the imperative of adapting HRM practices to meet the evolving needs of its workforce and guests. IHG places a strong emphasis on employee engagement and organisational culture. Recognising the link between employee satisfaction and guest loyalty, IHG has implemented initiatives aimed at attracting, training and retaining top talent. By offering comprehensive onboarding programs and recognising employee contributions, IHG fosters a culture of excellence and innovation. Notably, IHG's global evolution plan reflects its commitment to enhancing the guest experience through innovative concepts and interactive services. IHG has also embraced technology to streamline HR processes and enhance employee experiences. Through strategic HR practices, talent management initiatives, and technological advancements, IHG continues to lead the hospitality industry by example, setting new standards for organisational performance and employee engagement. As IHG Hotels & Resorts continues to expand its global footprint, its commitment to strategic HRM will remain essential in shaping its future growth and success.
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