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Introduction

The International Hotel Group (IHG) holds a notable position in the hospitality industry, and the report offers an in-depth analysis of the organisation's structure, culture, and objectives. Additionally, the report scrutinizes the recent change initiatives implemented by the hotel, their impact, and the management of these changes. Furthermore, the report evaluates IHG's strategic direction and business performance at both individual and corporate unit levels, providing a comprehensive assessment of the company.

Overview of Hotel

IHG Hotels & Resorts is a leading global player in the hospitality industry with a strong presence in over 100 countries. The company boasts a diverse portfolio consisting of nineteen distinct hotel brands, including the world's largest hotel loyalty program, IHG One Rewards. With a plethora of well-known and beloved hotel names, IHG's primary objective is to provide exceptional service and genuine kindness to customers worldwide. The company's commitment to treating people with respect and courtesy, regardless of geographic location, is truly commendable and serves as a testament to its unwavering dedication to customer satisfaction.
InterContinental Hotels Group (IHG) is a global company that operates several hotel chains, including Hotel Indigo, Crowne Plaza, Holiday Inn, Holiday Inn Express, Staybridge Suites, and Candlewood Suites. The company's European business and main office are in Windsor, Berkshire, England, while it has regional hubs in Shanghai, Singapore, and Atlanta. As a leading hospitality organisation, IHG takes great pride in serving people and neighbourhoods (International Hotel & Resorts, 2024a). 
Notably, each hotel chain within the InterContinental Hotels Group has its unique approach to customer service. InterContinental Hotels Group's hotel brands have generated approximately $25.8 billion USD in revenue in 2022 (Statista, 2024).
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Figure 1: Gross revenue of the InterContinental Hotels Group worldwide from 2007 to 2022
Source: Statista (2024)

Organisation Structure, Culture, and Goals 
IHG Hotels & Resorts has set impressive goals regarding enhancing its environmental sustainability, increasing profitability, and improving the guest experience. The organisation's unique management system and business culture are key to its success, enabling it to efficiently manage numerous assets and global operations (Stoimenov, 2023).
The structured corporate framework comprises a primary office, subsidiary branches, and various restaurants, all working in concert to accomplish the company's objectives. A top executive team, which reports directly to the CEO, is responsible for executing crucial business tasks, ensuring that operations are carried out effectively and efficiently. The organisation's commitment to sustainability, coupled with its strategic management practices, positions IHG Hotels & Resorts as an industry leader poised for continued success.
By managing their properties according to a specified schedule, IHG maintains standard levels of service and quality within the global hospitality industry (Voegeli, 2021).
The proper management of operations, finance, marketing, and human resources is vital for any organisation's success. Abdou et al. (2020) suggest that regional offices are essential for ensuring brand consistency and operational excellence across different properties in their respective geographical areas. 
Upon analysis, it has been observed that the Hilton Hotels & Resorts brands, owned by Hilton Worldwide Holdings, enjoy a significant reputation in the United Kingdom. Marriott International operates under various names in the UK, namely Marriott Hotels & Resorts, Sheraton, and Courtyard by Marriott. Accor Hotels is home to several brands, with Novotel and Ibis catering to the budget-conscious segment, while Sofitel and Fairmont cater to the high-end segment. IHG Hotels & Resorts have earned a distinct name for themselves, owing to their innovative guest experiences, strong brand recognition, and unwavering commitment to sustainability.
IHG Hotels & Resorts is known for its commitment to prioritizing the values of both guests and employees. The company's core values highlight the importance of responsibility, innovation, respect for people, and doing the right thing, among other elements. The business culture at IHG emphasizes a customer-first approach, mutual respect, honesty, and a dedication to learning and diversity. Employees work collaboratively as a team, valuing diversity and continuously learning to find new ideas and exceed customer expectations. Calisto et al. (2021) have noted that IHG's business culture fosters a sense of mutual respect and a customer-centric approach, encouraging employees to serve as role models for each other while simultaneously boosting their performance.
The company's associates work as a team and continuously learn from each other, allowing them to leverage their abilities to find innovative solutions and exceed customer expectations. As such, IHG's business culture encourages a positive and productive work environment that values employee growth, diversity, and excellence. 
InterContinental Hotels Group is committed to achieving several key objectives, including maintaining its status as the premier choice for guests, expanding its market share and brand recognition, and providing its investors with a strong return on investment. Above all, IHG's foremost goal is to ensure guest satisfaction. To this end, the company aims to exceed guest expectations by offering exceptional service, cutting-edge amenities, and premium experiences (Khatter, 2023). 
[bookmark: _Toc160135878]IHG is also dedicated to promoting eco-friendliness in all aspects of its business operations. As per POPȘA (2023), the company seeks to contribute to local communities and protect natural resources while minimizing energy consumption, waste production, and carbon emissions. Furthermore, IHG recognizes the critical role that its employees play in its success and thus prioritizes their engagement, job growth opportunities, and work-life balance to attract and retain top talent.
Recent Change Initiatives, Their Impact and How Well These Were Managed 
IHG Hotels & Resorts has recently launched a set of initiatives targeting the improvement of customer service, operational efficiency, and market responsiveness. The company is adapting to the evolving preferences of its customers by redesigning rooms, introducing innovative technologies, and elevating service standards. Notably, IHG has incorporated advanced technologies such as keyless entry and smartphone check-in to enhance the guest experience and optimize workflows (International Hotel & Resorts, 2024b). 
These measures are intended to equip IHG with the agility and adaptability required to remain competitive amidst the dynamic market landscape (International Hotel & Resorts, 2024b).
In response to the growing interest of customers in eco-friendly practices, the company has prioritized eco-efficiency projects such as waste minimization and reducing energy usage. These efforts have proven to be successful, resulting in improved on-time ratings, increased customer satisfaction, and a more positive perception of the company. One of the key goals of the Journey to Tomorrow initiative is to create an inclusive workplace where every employee feels they could succeed, regardless of their background or skills. This project is a significant step towards achieving that goal and making the hotel’s workplace a comfortable and welcoming environment for everyone (International Hotel & Resorts, 2024c).
Diversity and inclusion are crucial change initiatives for IHG, not only to align with industry standards, but also to attract top talent. Organisations that foster an open and diverse workplace are more likely to gain a competitive advantage in today's business world, as their employees tend to be more innovative, dedicated, and resilient (International Hotel & Resorts, 2024d).
Generally, the hotel staff is more likely to be creative, hardworking, and tough. Customers, investors, and business partners can easily understand what IHG stands for and what its goals are because the company is committed to diversity and inclusion (Zu Hohenlohe and Papachristidis, 2023). 
IHG's commitment to diversity and inclusion is evident in its significant financial contributions towards training programs, employee resource groups, and policies aimed at creating a more welcoming work environment (Fuchs, 2022). 
By embracing diversity and inclusion, IHG is poised to achieve long-term success and strengthen its position in the hospitality industry.

The Organisation’s Strategic Direction and Current Business Performance 

IHG Hotels & Resorts is a globally recognized hospitality company that manages a diversified portfolio of hotel brands such as InterContinental, Kimpton, Crowne Plaza, and Holiday Inn. As per the latest figures, the company operates more than 6,000 hotels, which are strategically located across more than 100 countries and regions (International Hotel & Resorts, 2024a). 
Owing to the intense competition in the hotel industry, IHG Hotels & Resorts is consistently focused on devising and executing strategic plans to ensure sustained financial growth. The company is committed to elevating its brand image, expanding its geographical footprint, and leveraging technology to enhance operational efficiency and improve guest satisfaction (Carlbäck et al., 2023).

InterContinental Hotels Group (IHG) is committed to enhancing its brand portfolio to meet the evolving tastes and needs of its clientele (Roy, 2022). 
To remain competitive and attract a broader customer base, IHG seeks to establish a multi-brand presence. Additionally, the company has placed a high priority on global expansion efforts. As Streimikiene et al. (2021) observe, IHG has been focusing on expanding its presence in underdeveloped countries where significant opportunities for growth exist in the tourism industry. 
The burgeoning middle class in regions such as India, China, and Southeast Asia has contributed to a surge in demand for hotel accommodations. Even in more established regions such as the United States and the European Union, IHG remains committed to seeking new opportunities for growth through strategic partnerships and the development of new hotels.
Intercontinental Hotels Group (IHG) has recognized the potential of leveraging technology to enhance the guest experience and drive innovation. To this end, the company has committed significant resources to develop and implement various technological solutions, such as mobile applications, digital check-in and check-out, and personalized guest services. These measures aim to streamline operations and deliver exceptional customer service. By leveraging technology to increase brand awareness, customer satisfaction, and loyalty, IHG is taking a bold step toward strengthening its market position and driving repeat business (Richardson et al., 2021).
IHG Hotels & Resorts has demonstrated remarkable resilience in maintaining its financial stability despite the unprecedented challenges brought about by the COVID-19 pandemic (Dogru et al., 2023). 
The company's consistent sales growth and profitability attest to its sound performance in the market. IHG's extensive global reach and diverse range of brand offerings have enabled the company to navigate disparities in travel demand across regions. In addition, the company's ability to sustain profitability during periods of economic turbulence is a testament to its commitment to optimizing business efficiency and managing costs effectively (De Lurdes Calisto and Sarkar, 2023).
IHG, like many other hotel companies, faced significant challenges during the COVID-19 outbreak. Travel restrictions and cancellations led to the closure of hotels, causing immense financial difficulty. However, IHG showed great flexibility and persistence throughout the pandemic, implementing a range of measures to assist hotel owners and managers. These measures included fee reductions, streamlined cancellation policies, and strict health and safety protocols (Hossain, 2021).
As travel restrictions are gradually being lifted, IHG is well-positioned to benefit from the pent-up demand for travel and hospitality services. The company's efforts to prioritize sustainability are also commendable, as environmental, and social responsibility become increasingly important to consumers. Overall, IHG's commitment to navigating the challenges of COVID-19 and adapting to changing market conditions is impressive. The company's actions demonstrate a strong commitment to both its customers and the broader community, highlighting its resilience and adaptability in the face of adversity.




Conclusion and Recommendations 

It has been concluded that IHG Hotels & Resorts keep being the biggest player in the global hotel industry because it focuses on building its brand, going global, and integrating technology. Even though it has had problems like the pandemic, IHG has shown that it is strong and flexible by focusing on environmental measures while keeping its financial performance stable. IHG is setting new standards for success in the hotel business by focusing on customer satisfaction, working efficiency, and environmental responsibility. IHG is ready for growth and new ideas because the company has had success in the past and knows what it wants to do in the future.
 Another recommendation for IHG would be to invest more money on new IT solutions and personalised services if it wants to step up its digital game for guests. IHG could give guests more personalised services and suggestions if they used data analytics to learn about their likes and dislikes and daily habits. IHG can make visitors happier, keep them coming back, and stand out in the hotel business, which is becoming more and more digital-focused, by providing smooth and easy-to-use digital experiences. Also, IHG is recommended to make its sustainable programs available to all of its global companies and do more to promote responsible business practices to have less of an effect on the environment. Like, the hotel will use less energy-consuming technology, make less trash, and build and run with environmentally friendly materials. IHG can also make a difference by teaching its workers to care more about the environment and making sustainability a part of the company's culture. 
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