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[bookmark: _Toc107887324]Executive summary
It is often difficult for the hospitality sector to keep up with this evolution. Consequently, understanding motivation practices in the hotel world is extremely relevant. IHG, as a hotel chain with several renowned brands, is an invaluable leading practice influence for others to learn from. Employee motivation is critical to the success of a brand like InterContinental, which offers personalized services and close contact with its customers. Excellent customer service can only be provided by motivated, happy employees who identify with the brand. 
This study is framed by referring to the choice of theme, objectives and methodology and  a conceptual framework, explaining the necessary concepts. 
The results obtained did not allow for the observation of any direct relationship between  motivation and performance however is possible to confirm some of the organisations structures as a group and individual matter. 
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Introduction  

This report aim to audit, analyse and evaluate the IHG, InterContinental Hotel Group.
The Intercontinental Hotel Group has gone through a number of stages in its development. Starting out as a brewery store, the company entered the hotel business through an acquisition strategy with Mitchell's and Butler's breweries in the 1960s. As the company grew quickly and its cash flow increased, the owners decided to create a hotel company, which they did by merging with the Holiday Inn hotel chain in 1988 and launching the brand new Intercontinental Hotel Group in 1989. 
So on now InterContinental Hotel Group (2022)  has a wide portfolio of hotel brands including, Regent Hotels & Resorts, InterContinental Hotels & Resorts, Six Senses, Kimpton Hotels & Restaurants, Hotel Indigo, Even Hotels, Hualuxe Hotels & Resorts, Crowne Plaza Hotels & Resorts, Voco, Holiday Inn Hotels & Resorts, Holiday Inn Express, Holiday Inn Club Vacation, Holiday Inn Resort, Staybridge Suites, Candlewood Suites, and Atwell Suites. (Picture 3 )
Incorporated in Great Britain and registered in England and Wales, a global hotel chain with its headquarters in Denham, is owned by InterContinental Hotels Group PLC. IHG has its offices resorts and hotels around the world what includes 4 collection, 17 brands and 6000 destinations,  with more than 400,000 employees (IHG Hotels & Resorts, 2022)
IHG hotels have a wide range of expertise managing any kind of event. IHG, suits all needs , whether planning a formal wedding, a casual family reunion, a business conference, or something different (Support, 2022). 
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[bookmark: _Toc107887326]Structure

Organizational structure, according to Mintrzberg 1972, is the platform of the relationships on roles, systems, operational processes, individuals, and groups making attempts to accomplish the goals (Ahmady, et al. 2016).
No matter how big it is, a hotel needs to be organised in a way that best serves its clients (Quain, 2019) . Hospitality is a service industry with its own organisational structure.
According to Google search (2022) IHG have a hybrid organizational structure.
 An hybrid organisational structure is a method of creating an organization's internal working structure that draws from a variety of organisational patterns rather than sticking exclusively to one. Depending on the nature and kind of the organisation, this strategy may mix various lateral and hierarchical structure components, resulting in a special combination that is perfect for the goals and culture of the organisation in question. A hybrid organisational structure does typically aim to incorporate the most advantageous aspects of various models of business organisation while structuring the corporate structure to reduce the amount of elements deemed passive (Daft, 2015).
However according with The Official Board (2022) (Picture 2) it can be identified as a global matrix structure.
A matrix organisational structure is typically described as having many reporting lines, or having more than one formal leader for each employee. This may include both solid and dotted lines, or it could be understood by different bosses as several solid lines. However, a lot of businesses also use the term "matrix" to describe any form of multi-team collaboration or horizontal working across the conventional vertical silos of function and geography, even if they do not have a formal matrix structure (Futterknecht and Seldman, 2020).
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The Official Board (2022) 

However, the organisational structure in hotels with large dimensions tends to be more complex, necessitating the existence of specialised departments. These are, according to Petrocchi (2007): at the top of the organisational chart, the director; below that, the legal and marketing departments, both in the same grade; following internal audit; and finally, at the bottom of the organisational chart, administrative and financial management; management of lodging; management of food and beverage; and management of general services.
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IHG stands for Intercontinental Hotel Group, and their statement, at IHG, their purpose is to create “Great Hotels Guests Love” by providing true Hospitality for everyone (Comparably, 2022). The ambition of  IHG's ambition is to be the number one choice for  choice for guests, staff and owners. 
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InterContinental Hotel Group “true hospitality for everyone”, hotels feel like home, Jack DeBoer, said “I thought it would work. And it did” (Ihgplc, 2022).
InterContinental Hotels Group PLC's vision mission and values statement is concise and direct and mainly focused in the stakeholders, 
The I InterContinental Hotel Group has made up of employees of different nationalities as well cultures, allowing for a wealth of knowledge. Their pride in their  its diversity is recognised, reflecting IHG's core purpose, True Hospitality, to welcome and take the best care of all those who are part of the organisation, whether guests, staff or owners (InterContinental Hotels Group PLC, 2022).
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[bookmark: _Toc107887332]On customers

Employees are the organization's face to the client and are in charge of the standard of service offered to all consumers. Employees are therefore a crucial factor in determining customer satisfaction because they serve as the organization's and the customer's connection (Bednarska-Olejniczak and Olejniczak, 2013)
The relationship with its stakeholders is relevant because it promotes corporate transparency, generating trust and synergies
To keep customers and themselves save IHG provide hotels with focus on cleanliness and disinfection by supporting their  wellbeing and exceed their expectations (IHG, 2020). 
According to Hospitality and catering news (2015) InterContinental Hotel Group also launched a program “Zhou Dao”  the “tailor-made” for Chinese guest this mainly because the expectation between 2013 and 2023, London's influx of Chinese tourists to be quadruple, making up more than 60% of all Chinese arrivals in the UK. However they fail to update this information after the world pandemic outbreak specially because the first covid case happen according to China government in November 2019 in the city of Wuhan, China (Davidson, 2020).

[bookmark: _Toc107887333]Partners and Employees 

Berry (1981) refers to employees as internal customers of an organisation, believing that they should be treated as such and that the tasks assigned to each satisfy their needs and expectations in order to achieve the overall objectives of the objectives of the organisation.
Researchers have shown that when organisations care about employee  motivation of employees, productivity and organizational results are more  positive (Kingir & Mesci, 2010). In this way, Human Resource Management in a hospitality sector hospitality sector has a variety of activities as its functions.
So on Nowadays, employee motivation is one of the biggest concerns of concerns of organisations, given that employees are the structure of the organisation contributing to the achievement of the defined objectives (Karahan & Kurtulmus, 2017). This is crucial in a service industry such as hospitality. In this sense, every leader has the responsibility to understand what motivates his or her employees, taking into account that motivation factors vary from employee to employee (Cetin, 2013 and Glisovic et al., 2019)
InterContinental Hotel Group have concentrated on how we can successfully support employees and provide the proper resources and workplace culture to keep everyone feeling motivated and at their best as the business recovers and everyday life changes as a result of the pandemic, with an overall employee engagement rate of 85%, IHG is recognised as one of Kincentric's Global Best Employers (Ihgplc.com, 2021). .
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The InterContinental Hotel Group Code of Conduct aids each and every one in making moral choices. It lays forth the values that every IHG employee, no matter where they are in the world, must uphold. It also outlines where to go if you require additional assistance or wish to voice a concern (InterContinental Hotels Group PLC 2021.
InterContinental Hotel Group was the first one introducing the affordable hotels for families traveling in U.S. , was also the pioneer franchising and in the luxury hotel brands (Ihgplc, 2022)
InterContinental Hotel Group branded, Holiday Inn said it was stopping all operations in Russia due to Western sanctions and increasing challenges of doing business there after the Ukraine invasion new investments and development activities had already stopped in Russia and closed its corporate office in Moscow.
It was also in talks with the owners of its IHG-branded hotels in Russia regarding the complex, long-term management and franchise contracts under which these hotels operate (Shabong and Shabong, 2022).
Other project of InterContinental Hotel Group is, IHG Green Engage and this manages the environmental effect across the whole hotel lifecycle. IHG Green Engage keeps track of the expences linked with energy, carbon, water, and waste management on our properties. The solution assists us in upholding our crucial commitment to conducting business ethically, which shields hotels from incurring unnecessary energy bills, (IHG Hotel & Resorts 2022). .
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Crowne Plaza Hotel  is one of the brands from the group IHG. With 251 rooms and 9 specially designed meeting spaces, Crowne Plaza Stephenson Quarter is the ideal hotel for city holidays. The Crowne Plaza is a magnificent hotel with an on-site spa, restaurant, and bar that is tucked away between the Quayside and City Centre (Crowne Plaza, 2022). 
The organizational structure of Crowne Plaza, being a large company, follows the example of hotel chairs of the same format, resting on the specialization, departmentalization and delegation of authority, through heads intermediaries and not a single straight line of authority from the top to the bottom (Costa, 2012).
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By maximizing  the performance of each employee and consequently improve the quality of the service and the operational results of the organisation , achieving the organisational goals (Ihgplc, 2022). 
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According to MarketLine, (2020) due to covid 19 hotel closures and standby to international tourism have had a terrible impact on the hotel business. Even though just around 15% of IHG's estate was shuttered at the end of April, the financial outcome demonstrated the impact. Numerous more effects also contribute to the monetary loss.
Moreover InterContinental Hotel Group did not stop during the pandemic and even reinvented itself, Christopher Elliott, (2021) wrote to Forbes  about the IHG and how the group deal with the pandemic. 
The organisation recently revealed a number of measures to make its hotels more accessible in a post-pandemic world, as well as a name change to the more straightforward IHG Hotels & Resorts.
[bookmark: _Toc107887338]Strategic direction

IHG was the group pioneer in several things, among others they was the leading company launching the online bookings by this way developing a powerful tool for their colleagues (Ihgplc, 2022). Moreover the rewards gest card was another  of their pioneer achievements what has been now used as strategy to keep the loyalty of their guests by putting loyalty programmes ahead of rate reductions. By reduce the requirements to an higher loyalty category will attract the guests to be more prone to stay loyal. The lookdowns and restrictions leave them with more free researching time and by applying this strategy will keep the guests happy and loyal to the company (MarketLine, 2020).  

[bookmark: _Toc107887339]Business performance 

As result of the outbreak coronavirus, in 2020, the industry's average daily rate declined by an unprecedented 21% to $103. For the first time since the Economic Crisis, there is an increase in hotel foreclosures, the apprehension continues to loom over the future of the travel sector as a result of many risky new COVID-19 strains (Elliott, 2021).
According to The global gross revenue of InterContinental Hotels Group (IHG), an international hotel company with headquarters in the UK, increased in 2021. Holiday Inn Express, one of its brands, produced total sales of 6.5 billion dollars during this time.
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In conclusion in the hotel sector, the major concern is customer satisfaction, which is even more  service, such as InterContinental Hotels & Resorts, is of extremely importance. 
In this sense, the motivation of each employee is one of the factors that will enable the hotel to satisfy each client, guaranteeing the organisation's success. Only clients satisfied and enthusiastic about the service provided provide the loyalty and sustainability of the hotel business.
All the literature review for the research carried out on the topic has increased the knowledge of the importance that should be attributed to service industries such as hospitality.
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