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[bookmark: _Toc137649311]1. Introduction 
In the current times, business dynamics have significantly transformed along with globalisation (Jahan et al. 2021; Dabic et al. 2021; Tang et al. 2020). In this highly competitive business landscape, every business industry faces significant challenges; the hospitality industry is also no exception. In this hyper-competitive hospitality industry, hotel businesses strive to offer exceptional services to their target consumers and achieve operational excellence. However, in order to accomplish this exceptional operational excellence, organisations are required to critically reflect on and optimise their organisational process and practices including the structure. Under such circumstances, hotel organisational audit plays an important role. 
In this paper, the primary idea is to critically reflect on the hotel organisational audit of Intercontinental Hotels Group (IHG) emphasising its organisational culture, structure, recent change initiatives, and current business performances as well as strategic directions.in particular, this strategic hotel organisational audit aims at providing more significant insights into the operational activities of IHG, addressing areas for further improvement. 
[bookmark: _Toc137649312]2. Critical evaluation of the organisational culture, structure and Goals 
[bookmark: _Toc137649313]2.1 Organisational culture 
In the organisational paradigm, the culture plays an important role (Sun, 2008; Tran, 2021; Oh, and Han, 2020; Lubis, and Hanum, 2020; Meng, and Berger, 2019). It has widely researched in corporate communication, organisational behaviour and strategic management (Van Riel, and Fombrun, 2007; Meng, and Berger, 2019; Tsui et al. 2006). The organisational culture is often influenced by several factors as the organisations come across several external and internal challenges. As per several empirical studies, the primary purpose of the organisational culture is to promote unity and cohesion, by stimulating the innovation and enthusiasm of employees aiming to improve the overall economic efficiency of the organisation (Bamidele, 2022). On a similar note, Li, (2015) has also pointed out that the behaviour of the employees in the organisational environment is profoundly implicated by the corporate culture. However, organisational culture significantly varies based on the organisational requirements. In simple words, organisational culture can be described as an intangible yet strong force among the community of organisational people that implicates the behaviour of the member of that community. On this note, Bamidele, (2022) has also mentioned that when organisations consider structural permanence, the accurate behavioural mode becomes essentially self-evident to all of its members. 
In the case of Intercontinental Hotels Group (IHG), it has a strong and effective culture that revolves around growing customer satisfaction, teamwork, innovation. As per the annual report of the company, it significantly values excellence in service delivery to say aligned with emerging customer preferences. In addition, the company emphasises a guest-centric approach that provides customers with pleasant experiences and satisfaction. Besides the customer-centric approach, innovation is another important aspect of the organisational culture of IHG. As per the company report, it has been found that the company actively encourages innovation and creativity in the organisational paradigm. In addition, the company acknowledges the growing significance of staying ahead in a hypercompetitive business landscape. Therefore, it seeks to reflect on innovative approaches that support its corporate mission to offer customers optimal experiences. This proactive approach to innovation helps the company to meet the evolving customer needs and demands leading to the sustainable and profitable growth of the company. 
In addition, to the customer-centric approach and innovation commitment, the organisational culture of IHG is also known for its teamwork attributes. The annual report of the company reveals that it believes in effective collaboration and synergy among the organisational people to achieve its corporate goals and objectives. Therefore, the company aims to promote a vibrant work environment that supports employee enthusiasm to work harder towards the shared objectives of the company, leveraging their expertise and skills. 
[bookmark: _Toc137649314]2.2 Organisational structure 
In organisational success, the organisational structure appears to be very crucial. It can be described as a formal system of task and reporting relationships that reflect how organisational people utilise resources (Nyaanga et al. 2021). At the company level, it is essential to reflect on how organisational activities such as resource allocation, supervision, coordination, and others are directed towards achieving the organisational mission and vision. The organisational culture is also essential in terms of determining the modes in which it operates its business activities. In particular, the organisational culture is elementary to allow the shared allocation of responsibilities for distinct functions to distinct entities including work groups, departments, individuals and others. 
In the case of the Intercontinental Hotel Group (IHG), the organisational structure appears to be crucial to contribute to its exponential growth and success. The organisational structure of IHG is rooted in a hierarchical structure. According to the annual report of the company, it comprises regional divisions, corporate offices, and individual hotel units. The corporate offices are accountable for overseeing marketing, strategic planning and overall management performance to stay aligned with the emerging market dimensions. On the other hand, regional decisions play an important role to ensure operational consistency and efficiency of the company providing support to the individual hotel units. 
The organisational structure is accountable for implicating the organisational operations in several ways which are as follows:
To begin with, the organisational structure is crucial to provide the organisational management with the foundation on which the standards routines and procedures are built ensuring the operational objectives and goals of the company. In addition, the organisational structure also enables effective leadership to provide clear direction across the organisation. Additionally, it is significant in terms of determining which individual gets to participate in any decision-making process. It in turn helps to ensure, the extent to which the perception or values of the individual shape the actions of the organisation. On a similar note, it also illustrates the ways in which jobs, activities or even individuals are differentiated and aggregated. Finally, the organisational structure is vital to demonstrate how information flows within and between different levels in the organisation. 
[bookmark: _Toc137649315]2.3 Organisational goal 
As per the company report, Intercontinental Hotel Group aims to be the leading hotel group across the globe. In addition, it aims at providing exceptional customer experience while improving its sustainable financial performance. On a similar note, the company also aims at promoting sustainable business practices to contribute to its corporate social responsibility (CSR). The annual report of the company also reveals that the company reflect on strategic goals in relation to its market share expansion, revenue growth, and brand reputation including customer loyalty (IHGPLC, 2022). In addition, the company aims to deliver industry-leading growth on its scale, including enterprise platform and performance. 
[bookmark: _Toc137649316]3. Current change initiatives and their implication on the organisation 
[bookmark: _Toc137649317]3.1 Recent change initiatives 
In the current times, with the advent of advanced technologies business organisations have significantly transformed. Several times, it has been observed that in response to these emerging market dynamics, business organisations are often required to strengthen their operational efficiency. In the case of Intercontinental Hotels Group (IHG), it has also considered several effective measures and change initiatives to meet the need for enhanced operational efficiency. The change initiatives taken by the company encompass several areas including integrating sustainable business practices, adopting new and advanced technologies to improve customer-centric services as well as effective employee training and development programmes. The following section brings forth a detailed analysis of the recent change initiatives considered by the Intercontinental Hotels Group (IHG) to stay aligned with the current business landscape and experience exponential growth. 
Making sustainability a priority 
In recent times, with growing environmental concerns, business organisations are more concerned to optimise their operational efficiency to contribute to environmental sustainability (Khan et al. 2021). Under such circumstances, IHG has also reflected on its operational activities to make sustainable business practices a priority. As per the annual report of the company, it has taken initiatives to reduce its environmental footprint (IHGPLC, 2022). The annual report of the company has also revealed that IHG has integrated effective waste reduction initiatives, and energy-efficient practices to reduce the organisational impact on the environment. 
[Refer to Appendix A]
In addition, the company has initiated water conservation programmes across its properties to minimise its ecological impacts. Therefore, it can be said that these initiatives have helped the company to clearly demonstrate its commitment to responsible business practices. It has in turn helped the company to position itself as an environmentally responsible company and accolades for its excellent environmental stewardship, improving the brand image of the company among environmentally conscious tourists. For instance, alongside an emphasis on offering great guest experiences and expert owner support, the company has also considered developing a stronger and more agile company, through sustainable operations (IHGPLC, 2021). 
Integration of advanced technologies 
According to Kouhizadeh, Sarkis et al. (2019); Büchi et al. (2020); Razzaq et al. (2021); Khan et al. (2021) industry 4.0 emphasises the circular economy focusing on the principle of sustainability. In order to stay updated with the evolving industrial dynamics, the company has considered integrating advanced and innovative technologies. It has not only helped the company to improve the customer experience but also potentially contributed to its sustainable growth. For instance, the integration of digital systems in hotel booking including digital check-in and check-out system has potentially contributed to the guest experiences. In addition, the guests have become able to replace conventional check-in counters by leveraging effective self-service kiosks and mobile applications. It has in turn helped the company to streamline the overall check-in process by reducing the witing time. Therefore, it can be said that IHG’s decision of integrating advanced technologies has hugely enhanced conveniences for guests. At the same time, these technological interventions have helped the company with the opportunity to minimise the need for manual intervention, leading to improved operational efficiency. 
Along with sustainable practices and technological advancements, IHG has also prioritised employee training and development programme. Therefore, the company has considered investing and providing comprehensive training and development programmes that can improve the knowledge and expertise of the employees. According to the annual report of the company, these employee development initiatives significantly reflect specialised training modules, leadership development programs, performance management and others (IHGPLC, 2022). 
[bookmark: _Toc137649318]3.2 Implication on the organisational change management  
The aforementioned change initiatives taken by IHG have significant positive on the organisational growth and success. It has also contributed to the guest experience as well as the operational efficiency of the company. The company has significantly improved its operational efficiency by prioritising sustainable business practices and embracing innovative and advanced technologies including employee training and development initiatives. Furthermore, these change initiatives reflect the commitment of the company to adapt to the emerging market landscape and position itself for long-term success. 
[bookmark: _Toc137649319]4. Strategic direction and current organisational performance 
The strategy of the company is to strengthen its brand portfolio, expand its global footprint as well as facilitate innovation in the organisational paradigm (IHGPLC, 2022). In addition, the company aims to develop new hotel concepts and enter into emerging markets while learning advanced technologies in order to improve customer experience. It has in turn helped the company with an extraordinary financial performance in the current years. 
[Refer to Appendix B] 
Furthermore, it has been observed that profitability, revenue growth, and the occupancy rate of the company has been consistently effective, indicating a positive trend. However, this success can be attributed to effective measures such as brand differentiation, loyalty programs, and revenue management of the company. 
[bookmark: _Toc137649320]5. Conclusion 
Overall, this organisational audit of the International Hotel Group (IHG) has been found to be effective in terms of highlighting the key strengths and areas for further enhancement. The organisational structure of IHG is one of the key drivers that support effective collaboration and decision-making. Conversely, the customer-centric culture has been found to be fruitful to facilitate innovation and service excellence in the organisational paradigm. On this note, the change initiatives taken by the company also positively implicated the organisational growth and profitability. However, there is always room for further improvement. Therefore, the company must consider further investment in advanced technologies to personalise the customer experience. Moreover, the company can also consider improving employee training and development programs for providing the workforce with the required knowledge and expertise. 
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