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Executive Summary
The InterContinental Hotels Group, often termed as IHG Hotels and Resorts is a multinational hospitality company that is headquartered in London, United Kingdom. The main aim of this multinational company is to enhance their hospitality culture, establish their brands worldwide and represent a commitment to their potential customers. This has in turn enabled the company to embrace and accept opportunities to attract positive transformations so that true hospitality for good can be felt in different ways. The following report has created a detailed analysis of the management and organisational behaviour of the InterContinental Hotel Groups. It has also highlighted the transformational leadership framework that aligns with the company’s organisational culture. Lastly, the report has provided certain valuable recommendations in order to enhance the company’s organisational structure, culture and strategic decision-making.
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The InterContinental Hotels Group, marketed as IHG Hotels and Resorts is a multinational hospitality company that is headquartered in Windsor, England (ihgplc, 2024). The purpose of this multinational company is to shape their hospitality culture, establish their brands worldwide and represent a commitment to their potential customers. This has enabled the company to embrace and accept opportunities to attract positive transformations so that true hospitality for good can be felt in different ways. The IHG company encourages their hotels in providing sustainable solutions to preserve their surroundings. Their commitment to equity, diversity and inclusion is associated with the purpose of offering true hospitality for good and their significance on the hospitality industry is vested with the well-being of their visitors. The following report will be based on the critical analysis of the InterContinental Hotel Groups at both corporate and individual unit levels. The organisational structure, culture and goals will be discussed with reference to certain relevant theories as well (ihgplc, 2024). Along with this, the recent changes and innovation based on digital transformation and sustainable strategies adopted by the company will be highlighted as well. Following this, the report will provide certain recommendations as well where it will be providing ideas to amend their strategic decisions, organisational structure and culture. 
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[bookmark: _wjq8kd8jmrv0][bookmark: _Toc167465481][bookmark: _Toc167466568]Analysis of IHG's organisational structure with matrix framework and divisional structures
Matrix Framework- A matrix organisational structure is a combination of two or more organisational structures organising the businesses to set up reporting relationships in the form of a matrix instead of traditional hierarchy (nibusinessinfo, 2024). The employees of the IHG Hotels generally have dual reporting relationships mainly to their project and functional manager. Through this matrix structure, the company improved its decision-making strategies along with well-established communication across the business (Mullins and Dosser, 2013). It also led to increased efficiencies as a result of sharing resources among the departments. On the contrary, the company faced a power struggle between the functional and project manager due to this structure. 
Divisional structure- A divisional organisational structure is associated with the segmentation of the company employees depending on the products or markets as opposed to their job designations. Such a structure is very essential for large multinationals such as the InterContinental Hotels group as it has enhanced in selling a wide range of customer-facing product lines. This divisional structure has also led to more transparency and accountability within the company. Adopting a divisional structure has enhanced the company culture by adopting unique perspectives at different levels. The IHG Hotels company has promoted a unified and healthy culture through the establishment of company values that are beneficial for its employees. 
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Organisational culture- The organisational culture of IHG Hotels is mainly inclined to the three factors such as diversity, equity and inclusion. The multinational company provides outstanding services through their employees to its potential customers with the sole aim of creating a sense of belonging and freedom. Together, they have successfully built a diverse and inclusive work culture that is highly valued by millions of guests staying in their hotels. The main purpose of adopting such a culture is to orient their workers to perform simultaneously with their behaviour, attitude and decision-making strategies. 
Leadership style- The InterContinental Hotels Group has adopted the strategy of transformational leadership framework that perfectly aligns with their organisational culture. Such a leadership has led to positive changes within the employees of the organisations. Through this leadership style, the multinational company has aimed to establish a compelling vision in order to elevate and inspire the teams towards the path of innovation. Open communication and proper guidance, the top authorities of the company have shaped their teams and drove them towards collective success.
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[bookmark: _lyk6v3x6ih9b][bookmark: _Toc167465484][bookmark: _Toc167466571]Review of recent change initiatives based on digital transformation and sustainability efforts
Digital transformation- The smart digital products, platforms and tactics of the InterContinental Hotels has created an advantage for the owners of their hotels. Additionally, this multinational company has successfully built seamless experiences for carrying out the direct bookings and the performance metrics of the employees (medium, 2023). All of these are supported by the right data, technology, platforms and insights saving money and time along with enhancing guest stays. They have resorted to mobile optimisation ensuring business potential with a rise in on-the-go bookings and queries.
Sustainability strategies- The InterContinental Hotels Group has resorted to several sustainable strategies that proved to be beneficial both for their customers as well as for their own success (medium, 2023). They have incorporated energy-saving technologies shifting their focus on renewable sources of energy, automating guest-rooms and implementing significant composting and recycling regulations. The customers of this multinational company have enjoyed the facilities of eco-friendly guest services such as electric vehicle rentals in place of cars leading to the reduction of carbon emissions. Additionally, they have also adopted strategies to streamline operations and minimise wastes by involving the replacement of single-use items with more sustainable options.
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Positive impacts- Adoption of digital transformation by the IHG Hotels have proved to be way more favourable for their own business. Using mobile-first hospitality management software has enabled the company to embrace the Internet of Things (IoT) linking with their customers’ own digital services. All these in turn have significantly developed and improved the operations of the hotels. Built-in sensors for room lights, answering guest questions using in-room voice recognition have also been placed in their hotels. This has also led to brand awareness, operational efficiencies and improved customer experiences. Additionally, the sustainability strategies adopted by the company have procured locally sourced, organic and sustainably produced goods and services along with reducing carbon footprint.
Negative impacts- The key areas of the InterContinental Hotels group are mainly vested with the environmental impacts of energy, water and waste. Sometimes, this hotel industry has failed to meet their sustainable goals and objectives even though they have adopted strategies related to it. On the other hand, the negative impacts of digitisation on the hotel industry include the major issues related to artificial intelligence negatively impacting customer satisfaction. Another disadvantage of digital transformation is associated with system failure resulting in serious disruptions. These disruptions come in the form of double-booking of rooms, misplaced orders and delayed services for the customers.
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McKinsey 7-S framework of change management- The InterContinental Hotels Group has adopted McKinsey 7-S model of change management, established by McKinsey and company consultants. This framework has been categorised into seven segments that includes a strategy through which the hotel industry has organised its plans and strategies. Next, the structure indicates the management and organisational structure of the company. Systems such as technology systems, performance evaluation processes and budgeting procedures are the formal processes used by the organisation to plan out its operations. Shared values include the core values of the InterContinental Hotels such as diversity, equity and inclusion. Style includes the company’s transformational leadership model of the top executives and company culture. Lastly, comes the staff within the company’s workforce including roles and responsibilities of the workers.
Effectiveness of change management- Adopting the Mckinsey’s model of change management has offered a simplified process of identifying the organisational gaps, conflicts and inconsistencies. Additionally, it has also proved to be beneficial for figuring out the types of change initiatives in challenging environments. This framework has enabled the company to be exposed to the wider impacts of changes. It also helped in matching the different segments of the business units during times of transformations.
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Long-term goals- The long-term strategy of the InterContinental Hotel industries is used to expertise for the creation of their exceptional guest experiences and owner returns for the growth of their brands (ihgplc, 2024). They have simplified their aims and to emphasise on what is crucial to accelerating growth. Considering the long-term goals with disciplined execution, the company’s strategy has driven the growth of their brands in high-value markets, building values for all of their stakeholders and providing sustained growth in cash flows. The company has also aimed to fine-tuned their strategic pillars and established new behaviours to sharpen the mindsets for success. 
Competitive positioning- Competitive positioning enhances the purpose of the branding and promotes the guidance of the entire business model in association with the marketing strategy (medium, 2023). Through the adoption of competitive positioning, the InterContinental Hotels Group is successful in standing out from its competitors. As a result of this, it also helped in determining the key areas of the business in order to design and improve the distinctive marketing campaigns reaching out to the hearts of their potential customers. Brand loyalty and a wider customer reach are the main outcomes of competitive positioning which in turn can attract brand partnerships, potential investors and employee talent. 
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Innovation- The InterContinental Hotel industry has decided to adopt certain approaches towards innovation based on the choices and preferences of the consumers. The creativity levels of the employees of the company have boosted innovation with the help of proper dynamics and conditions. Additionally, the industry’s brand assets and equity have helped in bolstering their creativity and innovative levels. Lastly, the company’s flexible organisational culture based on diversion, equity and innovation has also proved to be very beneficial (Boddy, 2014).
Market segmentation- Through market segmentation, the company was successful in dividing the target market into approachable groups based on the grounds of priorities, common interests, demographics and others. Proper segmentation can be achieved through identifying the needs of the different group of customers and therefore need to be targeted with a specific and a certain marketing plan. The InterContinental Hotels Group has decided to adopt behavioural approach towards market segmentation recognising and understanding the behaviours of the customers.
Product Differentiation- The InterContinental Hotel group has followed the strategy of branding their products and building a unique style for its advertisement strategies that in turn lead to better product differentiation. The multinational company has decided to spend more on customer service by allocating more resources for the growth of the business (Morrison, 2024).
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The main competitors of InterContinental Hotels include Belmond, Marriott International and others. All of these hotels operate as global franchisors emphasising on hotel management and services as well. The customer services of InterContinental Hotels differ from that of its competitors in many ways. The multinational company has resorted to using sustainable approaches whereas, the others have not yet started using these approaches. Additionally, the organisational culture of InterContinental Hotels is vested with diversion, equity and inclusion but on the other hand, the fundamental principles of Belmond focus on an entrepreneurial spirit and a sense of adventure (Mullins, 2020). 
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The above report has discussed the critical analysis of the InterContinental Hotel Groups at both corporate and individual unit levels. It has also emphasised on the company’s organisational culture with core values of diversion, equity and inclusion. The theory of transformational leadership has also been given prime emphasis along with the approaches towards attaining innovation, market segmentation and product differentiation. Lastly, the report has also mentioned certain recommendations to provide a clear insight into the company’s organisational structure and culture. 
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Based on the above analysis of the InterContinental Hotels group, it can be recommended that the company should carefully use its sustainable strategies. The goals of the company should be vested with designing personalised strategies for customers by offering a concierge service that helps them in planning and booking their trips. As a result of this, it can be recommended that the company must understand that recognition is the single largest contributor towards winning a company culture. The management team and the top executives of the multinational company try to build a two-way communication with all of their employees and subordinates. Considering the organisational culture, the company must need to focus on employee engagement levels, productivity, business outcomes and more (Nienaber and Martins, 2020). 
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