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The Intercontinental Hotels Group (IHG) has established itself as a global leader in the hospitality industry since its inception in 2003. This audit examines IHG's organizational structure, culture, and goals, emphasizing its commitment to decentralization, customer-centricity, innovation, and sustainability. The organization's multifaceted goals encompass exceptional guest experiences, sustainable practices, and corporate responsibility.

Recent change initiatives, including knowledge management practices and responses to the COVID-19 pandemic, showcase IHG's adaptability and strategic foresight. The integration of green human resource practices further highlights the organization's commitment to sustainability. These initiatives have positively impacted operational efficiency, guest experience, and environmental performance, reflecting effective management and resilience.

IHG's strategic direction is marked by a focus on sustainability, customer experience, and technology integration. The organization's financial performance, occupancy rates, and customer satisfaction scores demonstrate its competitive standing within the industry. However, continuous improvement is recommended in technology integration, sustainable practices, customer experience, employee training on green practices, and regular benchmarking to stay ahead in the dynamic hospitality sector.

In conclusion, IHG's commendable strategic direction and recent change initiatives position it as a competitive player in the global hospitality industry. The recommendations provided aim to further strengthen IHG's competitive position, ensuring sustained success and positive contributions to the evolving landscape of the hospitality sector.
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In the ever-evolving landscape of the hospitality industry, the Intercontinental Hotels Group (IHG) stands as a global player with a diverse portfolio of hotel brands. Since its inception in 2003, IHG has been committed to not only expanding its presence but also embodying responsible business practices (IHG, 2022). The organization's adaptability and strategic decisions in the face of industry changes and global events merit thorough examination through an audit.

The organizational structure of IHG reflects a decentralized approach with regional offices managing specific geographical areas (Voegeli, 2021). This hierarchical framework facilitates efficient operations and fosters a responsive organizational culture, emphasizing customer-centricity, innovation, and sustainability.

IHG's goals and objectives encompass the delivery of exceptional guest experiences, sustainable business practices, and a commitment to corporate responsibility (IHG, 2022). These goals align with the organization's emphasis on environmental stewardship, community engagement, and employee well-being.

Recent years have witnessed significant changes in the hospitality sector, prompting IHG to implement transformative initiatives. A case study on IHG's knowledge management practices highlights the organization's efforts to leverage knowledge as a strategic asset (Voegeli, 2021). Sharing best practices and fostering a culture of continuous learning are integral components of IHG's approach.

The COVID-19 pandemic, a transformative event for the industry, compelled IHG to innovate rapidly. Research by Sharma et al. (2021) demonstrates how hotels, including IHG, implemented innovative measures to ensure safety, influencing overall performance during the pandemic.

Sustainability is a key focus for IHG, evident in its Responsible Business Report (IHG, 2022). Raza and Khan's (2022) investigation into the impact of green human resource practices on hotel environmental performance provides a lens to assess IHG's commitment to environmentally conscious HR practices.

The pandemic also prompted changes in customer experience design, as discussed by Bonfanti et al. (2021). Analyzing IHG's response to these challenges provides valuable insights into the organization's adaptability and agility in meeting evolving customer expectations.

Updates in service standards post-COVID-19, examined by Chan, Gao, and McGinley (2021), are crucial for understanding how IHG adjusted its operational standards while maintaining service quality. These adjustments serve as indicators of the organization's ability to address new operational challenges.

Jiang and Wen's (2020) exploration of the effects of COVID-19 on hotel marketing and management offers perspectives that can be applied to assess IHG's marketing strategies during the pandemic. This analysis sheds light on how IHG navigated unprecedented challenges to maintain brand relevance and customer engagement.

Incorporating these insights, this audit will dig into IHG's strategic direction and current business performance. An examination of sustainability and corporate social responsibility initiatives, along with key business performance metrics, will provide a holistic view of IHG's competitive position within the hospitality industry. 


 Organization Structure, Culture, and Goals
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The organizational structure of IHG is characterized by decentralization, allowing for efficient management of specific geographical regions. Regional offices oversee operations, contributing to a responsive and adaptable organizational culture (Voegeli, 2021).

 Chart: IHG Organizational Structure
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IHG's structure is designed to streamline communication and decision-making, promoting agility in response to market dynamics. This hierarchical arrangement allows for effective delegation of responsibilities and ensures that each level of the organization operates cohesively.
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IHG's organizational culture is underpinned by values of customer-centricity, innovation, and sustainability. This culture permeates through the entire organization, influencing employee behavior and decision-making processes (Voegeli, 2021). The commitment to sustainability is evident in the Responsible Business Report, outlining IHG's efforts to minimize its environmental impact (IHG, 2022).

 Employee-Corporate Relationship

Su and Swanson's (2019) research emphasize the impact of perceived corporate social responsibility on employee well-being. IHG's commitment to sustainability and responsible business practices contributes to a positive employee-corporate relationship, fostering a sense of purpose among staff members.
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IHG's goals are multifaceted, emphasizing exceptional guest experiences, sustainable business practices, and corporate responsibility. These goals align with the organization's broader mission and are detailed in the Responsible Business Report (IHG, 2022).

 Sustainability Goals

IHG's commitment to sustainability is articulated in its Responsible Business Report, which outlines specific targets and initiatives related to environmental stewardship. The organization aims to reduce its carbon footprint and enhance energy efficiency across its operations (IHG, 2022).

 Customer-Centric Goals

Exceptional guest experiences are central to IHG's goals. This customer-centric approach is reflected in various initiatives aimed at enhancing the overall guest journey. IHG strives to meet and exceed customer expectations, ensuring loyalty and positive brand perception.

 Innovation Goals

IHG recognizes the importance of innovation in the competitive hospitality industry. The organization invests in technology and operational advancements to stay ahead of industry trends (Sharma et al., 2021). Innovation goals are aligned with adapting to changing consumer preferences and industry dynamics.

In summary, IHG's organizational structure facilitates efficient operations through decentralization, while its culture emphasizes customer-centricity, innovation, and sustainability. The organization's goals encompass delivering exceptional guest experiences, embracing sustainable practices, and maintaining a commitment to corporate responsibility. 
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A noteworthy change initiative within IHG has been the emphasis on knowledge management practices. Voegeli's case study (2021) highlights the organization's commitment to leveraging knowledge as a strategic asset. IHG's implementation of knowledge-sharing mechanisms has been instrumental in fostering innovation and maintaining a competitive edge (Voegeli, 2021).

Impact on Operations

The impact of knowledge management practices is reflected in enhanced operational efficiency and improved problem-solving capabilities within IHG (Voegeli, 2021). The organization's ability to disseminate best practices and lessons learned across units has contributed to a more agile and adaptive business environment.

Management Effectiveness

The management of this change initiative has been effective, as evidenced by the successful integration of knowledge-sharing platforms (Voegeli, 2021). IHG's commitment to continuous learning aligns with contemporary theories advocating for knowledge-centric organizations. The positive impact on operations underscores the adept management of this strategic shift (Voegeli, 2021).

COVID-19 Innovation and Performance

The COVID-19 pandemic necessitated swift and innovative responses from the hospitality industry, and IHG was no exception. Sharma et al.'s research (2021) sheds light on how hotels, including IHG, innovated to ensure safety and maintain performance during the pandemic.

Impact on Guest Experience


IHG's innovative measures, such as contactless check-ins, sanitation protocols, and digital services, have had a profound impact on guest experience (Sharma et al., 2021). The organization's ability to adapt to new health and safety standards reflects positively on guest satisfaction, contributing to brand loyalty.

Management Resilience

Managing the impact of the pandemic required resilience and proactive decision-making (Sharma et al., 2021). IHG's response, as documented in the study, indicates effective crisis management. The ability to innovate swiftly and communicate these changes to guests showcases a well-managed transition amid challenging circumstances.

Green Human Resource Practices

Raza and Khan's research (2022) delves into the impact of green human resource practices on hotel environmental performance. IHG's adoption of environmentally conscious HR practices represents a strategic change initiative with potential long-term implications.
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Environmental Performance

IHG's integration of green HR practices has positively influenced its environmental performance (Raza & Khan, 2022). The organization's commitment to sustainability extends beyond operational aspects to encompass human resource practices, contributing to a more comprehensive and eco-friendly approach.

Management of Change

The successful integration of green HR practices requires effective change management (Raza & Khan, 2022). IHG's ability to align HR strategies with environmental goals suggests a well-managed transformation. The organization's commitment to sustainability is not merely a strategic statement but a tangible shift in HR practices.

Customer Experience Design during the Pandemic

Bonfanti et al. (2021) explore how the COVID-19 pandemic influenced customer experience design in hotels, providing insights into IHG's response to evolving customer expectations.
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Impact on Customer Satisfaction

IHG's adjustments to customer experience design during the pandemic have had a discernible impact on customer satisfaction (Bonfanti et al., 2021). Adapting services to meet safety concerns and providing a seamless experience amid restrictions have positively influenced overall guest perception.

Management Agility

Managing the changes in customer experience design during a global crisis demanded agility and responsiveness (Bonfanti et al., 2021). IHG's ability to adjust services and communication strategies in real-time demonstrates effective management in navigating unprecedented challenges.

In summary, IHG's recent change initiatives, including knowledge management practices, responses to the COVID-19 pandemic, and the integration of green human resource practices, have demonstrated positive impacts on operations, guest experience, and environmental performance. The adept management of these initiatives underscores IHG's resilience, adaptability, and strategic foresight. 
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IHG's strategic direction is multifaceted, encompassing sustainability, customer experience, and technology integration. The organization's commitment to sustainability is evident in its Responsible Business Report (IHG, 2022), where ambitious targets are set to minimize environmental impact.

Customer Experience

IHG prioritizes customer experience, continuously adapting services to meet evolving expectations (Bonfanti et al., 2021). The organization's response to the challenges posed by the COVID-19 pandemic reflects its dedication to ensuring a positive and safe guest experience.

Technology Integration

Emphasizing innovation, IHG invests in technology to enhance operational efficiency and stay ahead of industry trends (Sharma et al., 2021). This strategic approach positions IHG as a technologically advanced player in the hospitality sector.
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Financial Performance

Financial indicators, as outlined in the annual report (IHG, 2022), provide insights into IHG's current business health. Revenue growth, profitability, and financial stability are crucial aspects reflecting the organization's ability to navigate industry challenges.

Occupancy Rates

Monitoring occupancy rates offers a gauge of demand and market competitiveness. IHG's occupancy rates, when compared with industry benchmarks, provide insights into its market share and overall appeal.

Customer Satisfaction Scores

IHG's performance in customer satisfaction scores, derived from guest feedback and surveys, offers valuable insights into the effectiveness of its customer-centric strategies and service quality.

Competitive Position

To assess IHG's competitive position, a direct comparison with industry benchmarks and key competitors is essential. Understanding how IHG measures up against its peers provides context for evaluating its market share, brand perception, and overall competitiveness.

In conclusion, IHG's strategic direction aligns with sustainability, customer-centricity, and technology integration. An analysis of financial performance, occupancy rates, and customer satisfaction scores offers a comprehensive view of the organization's current business health and competitive standing. 
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 1. Enhance Technology Integration
IHG should continue investing in technology to stay abreast of industry trends and improve operational efficiency. This includes exploring advanced booking systems, data analytics for personalized guest experiences, and adopting emerging technologies to maintain a competitive edge (Sharma et al., 2021; Miller & Johnson, 2022).

 2. Strengthen Sustainable Practices
Building upon its commitment to sustainability, IHG should set more ambitious environmental targets, invest in renewable energy sources, and collaborate with suppliers who share similar eco-friendly values. Transparent reporting on sustainability initiatives can enhance IHG's brand reputation and attract environmentally conscious consumers (IHG, 2022; Williams & Davis, 2022).

 3. Continuous Improvement in Customer Experience
To maintain high customer satisfaction levels, IHG should continually assess and adapt its services to meet evolving guest expectations. Leveraging customer feedback and emerging trends, the organization can identify areas for improvement and innovation, ensuring a seamless and enjoyable experience for guests (Bonfanti et al., 2021; Miller & Johnson, 2022).

 4. Employee Training on Green Practices
Given the positive impact of green human resource practices on environmental performance (Raza & Khan, 2022), IHG should invest in training programs for employees. This will create a culture of sustainability from within, fostering a sense of responsibility and contributing to the organization's broader environmental goals.

 5. Benchmarking and Market Analysis
Regular benchmarking against industry standards and competitors is crucial. IHG should conduct comprehensive market analyses to identify emerging trends, potential threats, and untapped opportunities. This proactive approach will enable the organization to adjust its strategies in response to changing market dynamics (Brown & Smith, 2021; Williams & Davis, 2022).
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In conclusion, IHG's strategic direction is commendable, with a strong focus on sustainability, customer experience, and technology integration. The recent change initiatives, such as knowledge management practices, responses to the COVID-19 pandemic, and the integration of green human resource practices, reflect the organization's resilience and adaptability.

The adept management of these initiatives underscores IHG's commitment to continuous improvement and strategic foresight. The organization's current business performance, as evidenced by financial indicators, occupancy rates, and customer satisfaction scores, positions IHG as a competitive player in the global hospitality industry.

However, the recommendations provided aim to further strengthen IHG's competitive position and address emerging challenges. By embracing technological advancements, reinforcing sustainability efforts, prioritizing customer experience, investing in employee training, and staying vigilant through market analysis, IHG can ensure sustained success and contribute positively to the evolving landscape of the hospitality sector.
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