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[bookmark: _Toc167904389]Executive summary
InterContinental Hotels Group is a leading hospitality company with a wide array of brands that target different market segments. This paper gives an in-depth review of IHG at both the corporate and individual unit levels in terms of its Organisational structure, culture, goals, recent change initiatives, and strategic direction. The paper integrates leadership theories like Blake and Mouton's Managerial Grid, McGregor's Theory Y, and Adair's Action-Centered Leadership for a comprehensive understanding of the operational dynamics of IHG. IHG, through its divisional structure, allows the implementation of tailored strategies that meet the demands of the regional market in a manner that enhances both efficiency and responsiveness of operations. The "Winning Ways" values of IHG form the core of an inclusive, innovative, and collaborative team-oriented culture. The recent change initiatives in the domains of digital transformation and sustainability have significantly enhanced the operational efficiency and reputation of the brand. IHG's Concerto platform, the mobile app enhancements, and the AI-enabled analytics are some of the key technological advancements implemented at IHG that have enhanced guest satisfaction and operational decision-making. IHG's strategic direction focuses on growth, innovation, and sustainability. The company seeks to grow its brand portfolio through key markets, invest in sophisticated technology, and lead in sustainability, ensuring that a competitive edge is given to the company.
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[bookmark: _Toc167904390]1. Introduction
InterContinental Hotels Group is one of the leading hotel companies in the world, with a varied portfolio of brands servicing a wide variety of market segments (Stoimenov, 2023). IHG has 375,000 employees operating in over 100 countries to deliver True Hospitality for Good (IHG, n.d.). This report will assess, analyze, and critically evaluate IHG at both corporate and individual unit levels, focusing on its Organisational structure, culture, goals, recent change initiatives, their impacts, and strategic direction. The analysis will include the application of a variety of leadership theories to give a comprehensive understanding of the Organisation's dynamics. An assessment of these aspects aims at highlighting how IHG manages to keep itself efficient in its operations, innovative, and strong in its Organisational culture to establish itself as the leader in the international hospitality industry.

[bookmark: _Toc167904391]2. Organisation Structure, Culture, and Goals
[bookmark: _Toc167904392]2.1 Organisational Structure
IHG operates under a divisional structure, having clearly segmented itself into different geographic regions and brand categories (IHG, n.d.). The company is organized into the following primary divisions:
1. Americas
2. Europe, the Middle East, Asia, and Africa (EMEAA)
3. China
Each division operating in a semi-autonomous structure means that each division is capable of developing its strategy in light of the market requirements of its region and the generally accepted culture (Stoimenov, 2023). Organizing the business in such a manner enables each division to operate at considerable levels of flexibility and operational authority, to the extent that any local characteristics that may exist in a particular market can effectively be tackled. It also assists in the implementation of regionally specific approaches adopted for marketing, carrying out business operations, and delivering customer service, which is extremely helpful in satisfying the varying customer needs across different regions of the world, according to Bastias (2022). It also enhances the operations and its ability to capture market change and maintain the company’s competitiveness in the global hospitality industry of IHG (IHG Hotel & Resort, 2022). 
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The culture at IHG is built on a values framework encapsulated in its "Winning Ways" IHG (N.db) that emphasizes:
1. Do the right thing—integrity and ethics.
2. Show we care—respect and compassion.
3. Aim higher: ambition and innovation.
4. Celebrate difference—diversity and inclusivity.
5. Work better together through teamwork and collaboration (IHG, N.d.b.).
This cultural perspective nurtures talent acquisition and focuses retention, leads to enhanced employee engagement, and satisfies customers accordingly, as noted by Voegeli (2021). This view is consistent with McGregor’s Theory Y, which asserts that employees have their own driving force and are more productive and creative when allowed to work independently, as well as receive challenges for personal development.
 
[bookmark: _Toc167904394]2.3 Organisational Goals
The objectives of IHG are in accord with its mission, which is best encapsulated by the phrase “Great Hotels Guests Love” (IHG Hotel & Resort, N.d.). These Organisational goals enable the company to ensure that it is and continues to be relevant in the very competitive hospitality industry. Key objectives include: 

Growth and Development
 As another strategic aim of IHG to strengthen its position in the market, the company takes an active part in globalization and acquisitions (IHG Hotel & Resort, 2022). It mentions strengthening its geographical reach through the opening of new hotels in potential markets as well as acquiring existing hotels to add to its brand. 

Sustainability
IHG places much importance on the environment and is now in the process of putting sustainability measures in place (IHG Hotel & Resort, N.d.). Some of the key opportunities include lowering the use of energy, minimizing the generation of waste, and contributing to the societies of the world where the company interacts. It is one of the Organisation’s strategies to have sustainable solutions implemented within the business environment to achieve long-term balance between ecology and social justice (Prakash et al., 2023). 

Innovation
There is a need to advance in technology as well as invest in services to enhance its performance in delivering its services. IHG uses the best technology that can improve the operations of the company, interact with clients in the best manner, and also help in adding some extra services that make the company stand out from other companies (IHG Hotel & Resort, 2022). 
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IHG has embarked on a comprehensive digital business transformation initiative to boost guest satisfaction and internal productivity (IHG Hotel & Resort, 2022; Velickovic, Stanojevic, and Veselinovic, 2023). Below are specific digital transformation undertaken:

IHG Concerto
At the core of IHG's digital transformation is the IHG Concerto platform, which is a cloud-based hotel management system (Verevka, 2019). It integrates a range of systems into a single interface that remarkably enhances data accuracy and operational decision-making. Since IHG Concerto offers a single view of hotel operations, hotel managers are in a position to monitor performance in real-time, achieve optimal resource allocation, and act promptly to changing conditions (Štilić, Nicić, and Puška, 2023). Moreover, the platform offers seamless communication among various departments to enhance the overall efficiency of operations. This integration supports Blake and Mouton's Team Management style through its high concern for production—operational efficiency—and people—staff collaboration (Desai, Prasad, and Patil, 2023).

AI and Data Analytics
Thus, one strategic factor for the development of IHG’s strategic positioning can be seen in the acquisition of new brands and properties (Štilić, Nicić, and Puška, 2023). This is an insurance policy to ensure that IHG has its back covered in terms of market segmentation, depending on the range of their clientele base, which includes high-, mid- and low-end travelers. Therefore, by keeping a diverse line of brands, IHG can expand the scale of its appeal to a much larger population and cover more or less anyone’s preferences (Prakash et al., 2023). Major brand innovations that include voco and avid hotels help in demonstrating IHG’s seriousness in offering unique experiences for unique markets, thereby boosting the company’s competitive advantage (Snäll, 2023).
 
Impacts
The digitization initiatives undertaken by IHG have led to a strong positive impact, which has transformed various aspects of the Organisation and guest engagement.

Improved guest satisfaction: The introduction of enhanced digital touchpoints, including seamless mobile application experiences and personalized services, has significantly improved guest satisfaction scores (Prakash et al., 2023). The mobile app upgrades, with features such as digital room keys, in-app room service requests, and tailored travel recommendations, set the benchmark for convenience and personalized touches that are highly valued by today's modern traveler (Štilić, Nicić, and Puška, 2023). 

Operational Efficiency: The system integration through the IHG Concerto platform and the use of AI-powered analytics has significantly improved operations (Bharwani and Mathews, 2021). This unified platform allows the hotel to monitor and manage their operations in real-time, thus reducing administrative burdens and improving decision-making. The prediction of trends and patterns through AI and data analytics has optimized operations further. This enables IHG to manage resources more effectively and deliver better service (Prakash et al., 2023). 

Revenue Growth: The digital transformation has positively affected IHG's revenue streams. Improved mobile app functionality and personalized marketing efforts have increased direct bookings, reducing the reliance on third-party booking platforms (Bharwani and Mathews, 2021). Insights from data analytics have enabled more effective upselling and cross-selling strategies, increasing ancillary revenue. This is in congruency with Adair’s action-centered leadership model, as it translates Organisational goals into tasks and ensures that these goals are met through efficient data analysis and technological advancement for the improvement of revenue magnets (Adair, 2009).

[bookmark: _Toc167904397]3.2 Sustainability Initiatives
The hotel giant has launched a series of environmentally friendly activities under the "Green Engage" system, according to Popșa (2023). Its objective is to guarantee that the company’s operations are sustainable and do not have detrimental impacts on society. Green Engage comprises major strategies that can be categorized as energy and water conservation, waste minimization, and social interaction (Touma, 2021). The following are specific sustainability initiatives undertaken:

Energy and water conservation
IHG has adopted many energy-efficient technologies and water conservation measures across its end. These include lighting, HVAC, and water-efficient fixtures and systems to ensure the energy efficiency of the facilities is enhanced (Abdou, Hassan, and El Dief, 2020; Bounatirou and Lim, 2020). Energy conservation measures include the use of low-flow showerheads, faucets, and recycling of water. These efforts are put in place to reduce the general carbon footprint of the hotels while maintaining high standards of comfort and guest satisfaction. This approach is in line with Blake and Mouton's Team Management style as it brings about a high concern for production—that is, operational efficiency—with a high concern for people, which is guest satisfaction and environmental impact (Desai, Prasad, and Patil, 2023).
 
Waste Reduction
Waste reduction is another important aspect of the Green Engage program. IHG has implemented wide-ranging recycling programs, including the segregation and recycling of paper, glass, plastic, and other materials (Bharwani and Mathews, 2021). Besides, the company is taking steps to reduce the use of single-use plastics by replacing them with biodegradable or reusable alternatives. Efforts also include the reduction of food waste through better inventory management and partnerships with local Organisations to donate surplus food (Touma, 2021). By providing staff with waste reduction initiatives and empowering them to innovate, IHG taps into the intrinsic motivation of its workforce.

Community Engagement
The hotel also focuses on providing support to local people and environment by engaging in different social activities and collaborations (Bounatirou and Lim, 2020). This entails association and collaboration with Organisations required in the development of community welfare projects, procurement of various supplies from local markets, and showing generosity through charitable acts (Prakash et al., 2023).
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The sustainability practices embraced under green engage program have been of great benefit to IHG’s operation and on its brand reputation.

Cost Savings: By using energy-efficient technologies and water-saving techniques, there has been a high reduction in utility costs. IHG thus not only minimises the amounts of energy and water its properties uses but also improves the overall financial sustainability of its properties (Prakash et al. , 2023). They can be re-invested into additional sustainability endeavour or another aspect of organisational practice, contributing to a cycle of constant enhancement.

Brand Loyalty: IHG's commitment to sustainability has boosted its brand reputation among environmentally conscious consumers (Bounatirou and Lim, 2020). In pursuing sustainability hence IHG has a list of benefits that include the following increase brand recognition and an ever expanding market of clientele that is characteristic of sustainable services and products including in this regard hotel services.
 
Regulatory Compliance: Another significant benefit of IHG's sustainability initiatives is ability to meet regulatory requirements in many markets (Bounatirou and Lim, 2020). This reduces the risk of being penalised for non-compliance with the established policies and places IHG on a pedestal as a success story of the adoption sustainable practices in the hospitality industry (Touma, 2021).

[bookmark: _Toc167904399]4. IHG’s Strategic Direction
The strategic direction for IHG is steered by a commitment to growth, innovation, and sustainability. Thus, the strategy is designed following the analysis of the present environment of international hospitality industry and leadership combinations. It has to undertake a broad spectrum of activities of branding, market development, technology processes, and long-term investment the concepts of sustainability.

Brand Portfolio Expansion
The expansion of portfolio with new brands and properties allows IHG to cover all its bases against a wide spread of market segments, from luxury to budget travelers (Avasiloaei, 2022). By broadening its brand portfolio, IHG can grow its base of appeal to a much larger audience and capture different demographics and preferences. Blake and Mouton's Managerial Grid provides support for this strategy as it highlights the importance of balancing a high concern for production and meeting the diverse needs of customers (Garcia et al., 2019). For example, the launch of new brands such as Voco and Avid Hotels clearly shows IHG's commitment to unique experiences to meet specific market segments, thus improving its competitive edge.

Technology Investment
Continued investment in digital technologies to enhance guest experiences and operational efficiencies is at the core of the strategic direction in which IHG is moving (Avasiloaei, 2022). This includes developing advanced digital platforms, integrating AI and data analytics, and upgrading mobile applications (Snäll, 2023). These technological investments are designed to make operations easier and to personalize guest interactions with optimum efficiency. According to Adair's action-centered leadership model, effective leadership needs to find the right balance between task achievement, as in the implementation of advanced technologies; team maintenance, as in supporting employees as they navigate technological transition; and individual development, as in training employees on the use of new technologies (Štilić, Nicić, and Puška, 2023). Through technology, IHG not only improves its operational capabilities but also enhances the capacity of its employees to improve guest experiences (Garcia, Reyes, and Atento, 2019).

Sustainability Leadership
Leading the industry in sustainability practices and initiatives is the strategic priority that reflects IHG's commitment to environmental stewardship and social responsibility (Avasiloaei, 2022). One of the primary examples is the Green Engage program, which comprises energy and water conservation, waste reduction, and community engagement. Adair's action-centered leadership model prescribes that such a company should integrate sustainability into the company's core operations by achieving specific sustainability goals, maintaining team engagement through community involvement, and promoting individual development through sustainable practices training (Adair, 2006).

[bookmark: _Toc167904400]5. Conclusion
IHG is a global Organisation where effective operation, innovation, and Organisational culture are highly significant and well displayed. IHG has benefited from divisional structure in terms of the management of its diverse units and response to the requirements of specific geographical regions. Recent change initiatives for digitization and sustainability influenced the company’s upgraded operations and brand identity. These include the various modern management practices embraced by IHG leadership, such as the involvement of employees and encouraging their autonomy and development. Through this culture, IHG harnesses the culture of innovativeness and inclusiveness in its operations while embracing matters relating to sustainable development, which all work hand in hand to enhance both employee and customer satisfaction. Applying such a strategic approach, IHG is in the right position to sustain its competitive advantage in the hospitality industry. These steps help put IHG in a position as a progressive-oriented giant that understands the dynamics of the present-day world.
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