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[image: Opportunities with InterContinental Hotels Group | IHG]Executive Summary
This report provides an in-depth analysis of the recruitment and retention difficulties encountered by Intercontinental Hotels Group (IHG), a prominent player in the worldwide hospitality sector. This study examines the impact of external and internal factors on IHG's workforce dynamics. These factors include political decisions such as Brexit, economic fluctuations, social trends, technological advancements, legal considerations, and environmental sustainability.
The PESTLE analysis illustrates the influence of these factors on IHG's recruitment and retention strategies. Political factors, notably Brexit, have influenced the talent pool in the UK, while economic changes, including those resulting from the COVID-19 pandemic, have impacted staffing needs and operational expenses. Social changes, such as the increasing number of retired people and changing expectations regarding work-life balance, require HR policies that can adapt to these shifts. Technological integration necessitates a proficient workforce and adherence to regulations and sustainability practices.
The SWOT analysis of IHG highlights strengths such as its strong global brand reputation and employee development programmes. However, it also identifies weaknesses such as dependence on a diverse, transient workforce and digital skills gaps. Opportunities arise from technology utilisation and flexible work arrangements, while threats stem from labour market competition and rapid technological advancements.
The report examines IHG's strategies regarding current industry trends, highlighting areas of agreement and required adjustments. The suggestion is for IHG to improve its competitive advantage through employee engagement, innovative recruitment strategies, technology integration, diversity and inclusion, and sustainable practices while taking inspiration from successful examples in the industry.
The report emphasises the importance of IHG's ongoing adjustment of recruitment and retention strategies in light of these changing factors. Recommendations encompass employee development expansion, innovative recruitment strategies adoption, advanced technology integration, diversity and inclusion policy enhancement, and increased commitment to sustainability.
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Description automatically generated]Intercontinental Hotels Group (IHG) has become a model of luxury and service excellence in the fast-paced and competitive hotel industry. Intercontinental Hotels has a global presence on multiple continents, combining cultural respect and contemporary elegance to serve a diverse range of guests. IHG, along with other players in the hospitality industry, faces the complex problems of employee recruitment and retention despite its outward appearance of flawless service and luxury.
Moreover, the industry is on the verge of a technological revolution due to the emergence of Artificial Intelligence (AI) and digital innovations. The progress made in improving efficiency and customer experience poses a distinct challenge in integrating and adapting the workforce to these new technologies. The phenomenon known as the 'retirement tide' refers to the departure of experienced professionals from the workforce, which contributes to a shortage of skilled individuals.
Recruitment is complex due to the existing socio-economic conditions. Brexit's consequences have resulted in a constrained labour market, particularly in the UK, where a substantial portion of IHG's employees are located. The reduced number of available candidates has made the task of finding suitable employees increasingly difficult.
This report examines the impact of external challenges on employee recruitment and retention at IHG, including the pandemic aftermath, technological advancements, retirement tide, and socio-economic shifts. This study examines the potential strategies IHG could employ to effectively address these challenges, maintaining its reputation for excellence while adapting to evolving demands in the hospitality sector.
[image: How to Conduct a PESTLE Analysis - Explained with Example]PESTLE Analysis: Impact on Recruitment and Retention at 
Intercontinental Hotels Group
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Description automatically generated]Political Factors  
According to López-Andreu, Papadopolous, and Jamalian (2019), Brexit has had a notable impact on the hospitality industry, specifically in the United Kingdom where a substantial number of Intercontinental Hotels Group's establishments are situated. The recent alterations in immigration policies have limited the influx of skilled individuals from the European Union, which has historically been a significant supplier of workforce for various industries. Boella and Goss-Turner (2019) argue that this has resulted in a shortage of skilled labour, making it more challenging to recruit employees and intensifying competition for local talent. International political climates impact cross-border travel, which in turn affects guest numbers and staffing requirements.
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Description automatically generated with medium confidence]Economic Factors
The global economy significantly influences IHG's recruitment and retention strategies. Economic downturns, like the one caused by the COVID-19 pandemic, result in decreased travel and lower hotel occupancy rates, affecting revenue and subsequently, workforce management. Economic growth can increase the need for employees (Fernandes, 2021). Inflation impacts operational costs, such as wages, which affects the appeal of the hospitality industry to potential employees (Berhane, 2021).
Social Factors
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Description automatically generated]Vetráková, Šimočková, and Pompurová (2019) state that the retirement of experienced professionals from the workforce has both positive and negative consequences. Although it creates job opportunities, it also leads to the departure of experienced professionals, requiring the hiring of younger and less experienced employees. IHG must adapt its HR policies to attract and retain talent, particularly among younger generations, in response to changing work-life balance expectations.
Technological Factors
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Description automatically generated with medium confidence]According to Štilić, Nicić, and Puška (2023), the hospitality industry is being transformed by the incorporation of artificial intelligence (AI) and digital technologies. IHG must invest in technology and train staff to effectively utilise these tools, which will influence their recruitment and retention strategies.  As stated by Kim et al. (2011), technological advancements can improve operational efficiency, but they also require a workforce that is proficient in using these technologies.
Legal factors refer to the various laws, regulations, and legal frameworks that impact businesses and organisations. These factors include legislation related to labour, and employment.
Legal Factors 
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Description automatically generated]Employment laws and regulations have a significant impact on IHG's recruitment and retention policies, as they differ across countries. Adhering to labour laws, health and safety regulations, and fair employment practises is crucial for upholding a lawful and ethical workplace, which in turn impacts the reputation and attractiveness of the brand to prospective employees (Boella & Goss-Turner, 2019).
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Description automatically generated]Environmental Factors
Environmental sustainability is a growing concern in the hospitality sector, as stated by TULSI and JI (2020). IHG's dedication to sustainable practises influences operational choices and also appeals to environmentally aware employees, influencing recruitment and retention. Promoting green initiatives can improve a brand's attractiveness to a workforce that is increasingly focused on environmental responsibility.

SWOT Analysis: Intercontinental Hotels Group
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Description automatically generated]Strengths: IHG's global brand reputation is a valuable asset in attracting top talent (Hospitality On, 2023). The group's dedication to employee development and training programmes strengthens its appeal as an employer. Nelissen, Forrier, and Verbruggen (2017) find that these programmes have a dual effect of improving skills and promoting loyalty while also decreasing turnover. IHG's wide range of properties provides employees with distinctive career growth and internal transfer prospects, contributing to effective recruitment and retention efforts. The group's focus on diversity and inclusion makes it more appealing as an employer, appealing to a wide range of potential employees (IGH, 2016).
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Description automatically generated]Weaknesses: IHG encounters workforce management challenges despite its strengths. Codling et al. (2022) found that the hospitality industry's reliance on a diverse and transient workforce can result in service quality inconsistencies. Moreover, the hospitality industry's historically extensive working hours and challenging demands often lead to elevated rates of staff turnover. Another concern is the possibility of a skills gap in digital proficiency among employees, which might hinder the successful integration of new technologies and improvements in operational effectiveness (Kim, et al., 2011).
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Description automatically generated]Opportunities: The dynamic technology landscape and changing guest expectations offer IHG substantial opportunities. According to Garavan et al. (2021), implementing digital training and development programmes can enhance operational efficiency and increase IHG's appeal as an employer for technologically skilled individuals. There is potential to benefit from the growing popularity of remote work and flexible scheduling, attracting a wider pool of candidates, including those desiring improved work-life equilibrium. Moreover, IHG can utilise its extensive global reach to provide international career prospects, attracting ambitious individuals who desire worldwide experience.
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Description automatically generated]Threats: IHG faces external challenges in recruitment and retention due to heightened competition for skilled labour in the hospitality industry. The post-COVID-19 recovery of the industry has resulted in increased demand for experienced personnel, leading to increased competition (Fernandes, 2021). Political and economic uncertainties, like those caused by Brexit or global economic downturns, can affect the stability and availability of the workforce (López-Andreu, Papadopolous, and Jamalian, 2019). Rapid technological advancements have both benefits and risks, particularly if the workforce lacks sufficient training to adapt, which may result in a skills gap (Kim, et al., 2011).

Potential Solutions and Industry Examples
[image: Kamal Valiyev - Assistant F&B Manager - InterContinental Baku, an IHG Hotel  | LinkedIn]The challenges of recruitment and retention in the hospitality industry, particularly at Intercontinental Hotels Group (IHG), can be addressed through various potential solutions, which are supported by successful examples from other companies in the industry.
Enhanced Employee Engagement and Development: Investing in employee engagement and development programmes is crucial. Marriott International has effectively reduced turnover rates through its comprehensive training and development programmes (Boella & Goss-Turner, 2019). IHG could expand its training programmes to include both skill enhancement and personal and career development, leading to improved job satisfaction and employee retention.
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Description automatically generated]Innovative Recruitment Strategies: IHG could address recruitment challenges by implementing innovative strategies such as Hilton's "Work from Home" programme (Fachada, 2023). The program's inclusion of remote working options for specific positions broadened the pool of potential candidates, resulting in increased diversity among applicants. This inclusivity particularly appealed to individuals with caregiving responsibilities or residing in remote locations. 
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Description automatically generated with medium confidence]Leveraging Technology for Efficiency and Attraction: Technology has the potential to be both beneficial and detrimental. However, when employed judiciously, it can enhance efficiency and improve job satisfaction by reducing workload. AccorHotels has successfully incorporated artificial intelligence (AI) and digital tools in guest services and operational processes, resulting in decreased workload and increased appeal to technologically proficient individuals (Abass, 2023). IHG could adopt advanced technologies to enhance efficiency and appeal to a tech-savvy, younger workforce.
Focus on Diversity and Inclusion: IHG should enhance its diversity and inclusion efforts, taking guidance from Hyatt's esteemed policies in this domain. Hyatt's emphasis on fostering inclusivity has bolstered its employer brand, attracting a more diverse pool of job applicants (Kilson, 2022). IHG should improve its policies to promote inclusivity across all levels and locations.
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Description automatically generated][image: ]Scandic Hotels in Scandinavia has effectively integrated sustainability into its operations, appealing to environmentally conscious employees and guests (Bohdanowicz, Simanic, & Martinac, 2005). IHG's enhanced dedication to sustainability can enhance its attractiveness as an employer.
[image: Chris Hallett - Director of Revenue, Japan Australasia Pacific - IHG Hotels  & Resorts | LinkedIn]In summary, IHG can successfully address recruitment and retention challenges by implementing these strategies. By leveraging insights from prominent figures in the industry and adapting them to their specific context, IHG can sustain its prominent status as a frontrunner in the hospitality sector. 

Evaluation and Conclusion
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Description automatically generated][image: ]This report has provided a comprehensive analysis of the recruitment and retention challenges faced by Intercontinental Hotels Group (IHG), exploring the various external and internal factors that impact its workforce management. The PESTLE analysis revealed that political factors like Brexit, economic shifts including inflation, social trends like the retirement tide, technological advancements, legal changes, and environmental considerations significantly influence IHG's recruitment and retention strategies. 
The SWOT analysis identified IHG's global brand reputation, employee development programs, and diversity initiatives as key strengths. However, the challenges of a transient workforce, potential digital skills gaps, and the demanding nature of hospitality work were noted as weaknesses. Opportunities for IHG include leveraging technology for recruitment and staff training, adapting to flexible work arrangements, and expanding its global career opportunities. Threats encompass the competitive labour market, political and economic uncertainties, and the need for technological adaptation.
From the industry trends and comparative analysis, it was evident that while IHG aligns well with some industry standards, such as employer branding and diversity initiatives, there is a need for further adaptation in areas like digital integration and flexible work policies.

Implications for the Hotel 
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Description automatically generated][image: ]The findings from this analysis have crucial implications for IHG's HR management. The changing political and economic landscape necessitates a more agile and adaptive recruitment approach. Embracing technology not just in operations but also in workforce management is essential to stay relevant and efficient. Additionally, the growing importance of work-life balance, diversity, and sustainability in the workforce's decision-making process cannot be overlooked.


[image: InterContinental logo]







Recommendations
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Based on this analysis, the following recommendations are proposed for IHG:
1.	Expand Employee Development and Training: Invest in comprehensive training programs that cover not only operational skills but also personal and career development.
2.	Adopt Innovative Recruitment Strategies: Explore flexible and remote work options for suitable roles, thereby widening the talent pool.
3.	Integrate Advanced Technologies: Utilize AI and digital tools in recruitment and operational processes to attract a tech-savvy workforce and improve efficiency.
4.	Enhance Diversity and Inclusion Policies: Ensure these policies are effectively implemented across all levels and locations to attract a broader range of talents.
5.	Strengthen Commitment to Sustainability: Promote sustainable practices, appealing to environmentally conscious employees and guests.
By implementing these recommendations, IHG can enhance its recruitment and retention strategies, ensuring its continued success and leadership in the hospitality industry.
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Global Americas

6,261

OPEN HOTELS

929,987

OPEN ROOMS

EMEAA  Greater China

1,978

PIPELINE HOTELS.

292,467
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Figures include IHG's 128 unbranded, PAL and InterContinental Alliance
hotels (40,592 rooms), and 10 hotels in the pipeline.





