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This report aims to provide a comprehensive audit, analysis, and critical evaluation of Intercontinental Hotels Group (IHG), focusing on both the corporate and individual unit levels. By referencing relevant theories, this report explores IHG's organizational structure, culture, and goals, as well as recent change initiatives and their impact. Additionally, the report examines IHG's strategic direction and current business performance, including a comparative analysis with key competitors in the market.

[bookmark: _Toc137590634]Introduction

The Intercontinental Hotels Group (IHG) is thoroughly examined in this research, both at the corporate level and for each individual unit. IHG is a well-known hotel chain with a wide range of brands, including Kimpton Hotels, Crowne Plaza, Holiday Inn, and InterContinental. (IHG, n.d.) This paper seeks to offer useful insights on IHG's organizational structure, culture, goals, recent change initiatives, strategic direction, and present business performance by referencing pertinent theories. In order to provide a complete picture, it also aims to make direct and relevant comparisons with significant market rivals. 
Since there is fierce competition in the hotel sector, businesses must constantly adapt and innovate to keep up with changing consumer demands and market trends. In order to assess IHG's overall performance and competitiveness, it is crucial to comprehend its organizational dynamics, its response to change, and its strategic posture.
The organization, culture, and objectives of IHG are examined in the report's early paragraphs. The paper will evaluate how IHG's internal framework matches with its broad objectives by looking at the organizational structure and cultural values. The following section assesses current change initiatives made by IHG and examines their effects on the company. Insights about IHG's change management capabilities and their implications for organizational effectiveness can be gained by examining how these initiatives were handled.
The research additionally provides insight into IHG's present business performance and strategic direction. This requires a look at IHG's strategy pillars and its initiatives to promote preferred brands, bring about technical innovation, and concentrate on the value of hotel owners. Additionally, a comparison with significant rivals in the market enables a thorough evaluation of IHG's position in the sector.
This research looks closely at IHG's organizational structure, culture, goals, recent transformation projects, strategic direction, and business performance with the goal of offering insightful analysis for IHG's continued development and success.	

[bookmark: _Toc137590635]Organization Structure, Culture, and Goals
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Organization Structure:
The theory of mechanistic and organic systems developed by Burns and Stalker offers a helpful framework for examining and assessing the organizational structure and traits of Intercontinental Hotels Group (IHG). According to the theory, depending on their structural characteristics and managerial approaches, organizations can be categorized as either mechanistic or organic. (Sine, Mitsuhashi and Kirsch, 2006)
First off, IHG's corporate headquarters-led centralization of decision-making raises the possibility of a mechanical level of control over organizational-wide strategic decisions and policies. Because of this centralization, brand standards and operational procedures can be consistent and standardized. (Jones, 2009)
Second, IHG's hierarchical structure, which includes several layers of management, shows a distinct chain of command and relationships for reporting. Within the organization, this structure encourages collaboration and control.
Thirdly, IHG's operations demonstrate a focus on efficiency and stability thanks to the use of standard operating procedures and quality control measures. Across all IHG locations, these protocols guarantee uniformity and provide a consistent guest experience. (True Hospitality for everyone Strategic Report, 2019)
IHG's brand divisions are granted certain autonomy in how they conduct business, which enables them to modify their plans in response to regional market demands. Decentralized decision-making encourages flexibility and reactivity and can be considered as an organic feature.
Furthermore, IHG's commitment on innovation is consistent with organic traits as shown by its technology adoption programs and sustainability activities. These programs promote innovation and experimentation, developing a flexible and forward-looking mindset. (www.accenture.com, n.d.)
Although it has some organic features, IHG's general structure is still primarily mechanical, emphasizing control, standardization, and efficiency.

[bookmark: _Toc137590637]Organizational Culture:
IHG contributes to a customer-centric culture that places the highest priority on providing high-quality service and unique travel experiences. The culture of the company has a significant impact on how employees behave, how decisions are made, and how satisfied customers are. 
According to Schein's thesis, corporate culture can be divided into three levels: artifacts, values that are publicly professed, and underlying assumptions. The outward manifestations of culture, such as symbols, the physical environment, and rituals, are called artifacts. The organization's professed ideas and values are known as its espoused values. The unspoken, assumed-to-be-true conventions and ideas that direct employee conduct are known as underlying assumptions. The brand emblems, service standards, and employee uniforms used by IHG give a feeling of uniformity and professionalism throughout all of its facilities. IHG's stated principles include a dedication to guest happiness, employee growth, and moral business conduct. The purpose and vision statements of IHG, as well as the company's CSR programs and employee training initiatives, all reflect these ideals. (IHG - Stretegic Report, 2020)

[bookmark: _Toc137590638]Goals
IHG’s goals are to increase its global presence, drive revenue growth, and maximize shareholder value. These objectives demonstrate the organization's dedication to making a profit, adding value for shareholders, and seizing expansion possibilities. 
Goals should be Specific, Measurable, Achievable, Relevant, and Time-bound, according to the SMART theory. The objectives of IHG fit within this framework because they are clear (increasing shareholder value, revenue growth), measurable (through financial metrics and performance indicators), doable (given IHG's market position and resources), applicable (to the hospitality industry as a whole), and time-bound (with ongoing performance evaluations). (IHG PLC, 2019)

[bookmark: _Toc137590639]Recent Change Initiatives and Their Impact
IHG has launched various change efforts in recent years to better its competitiveness and adapt to changing market conditions. These projects cover a range of organizational functions, including the use of technology, brand portfolio management, sustainability initiatives, and operational improvements.
[bookmark: _Toc137590640] Integration of technology: 
IHG has made the introduction of technology with the purpose to boost operational effectiveness and improve the guest experience one of its major change initiatives. This covers the use of digital tools, mobile apps, and sophisticated data analytics. IHG could achieve this by investing in IT infrastructure, collaboration with technology providers, and employee training. The technology used by the IHG involves the IHG mobile app which is the hotel's main digital interface for communicating with and caring for visitors, as well as room reservations. The success of this technology can be analysed through the performance indicator called Enterprise contribution to revenue. According to the IHG annual performance report, the enterprise contribution improved to 74% in 2021.

Figure 1: The enterprise contribution
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Source: Annual Report IHG

Another technology adopted by the company is the Winnow Solutions AI technology which assembles information on the quantity and kind of food wasted. The technology has a positive impact on the company given the fact that in 2021 the company observed a 17.6% decrease in the amount of food waste sent to landfills per occupied room since 2019 using the analytics to identify waste-producing regions to support better decision-making while also giving chefs access to real-time data to facilitate planning and preparation. (IHG Development, 2021)
IHG has made sustainability a top priority in order to minimize its impact on the environment and give back to the community. The company involves the employees, suppliers, and guests in sustainable practices. IHG set up a Global Environmental Sustainability Committee with the IHG Owners Association as well. 
The increased adoption of renewable energy sources such as solar panels and wind turbines in IHG properties leads to reduced reliance on non-renewable energy sources as well as a reduction in consumption. IHG’s report on sustainability shows that the total energy consumption in the whole estate, all hotels, and offices, reduced to 11,850,659Mwh in 2021 from 13,359,566Mwh in 2019. (Environmental, Social and Governance Databook, 2021)

Chart 1: Global IHG Energy Consumption
Source: Created by the author referencing information from IHG reports

The water usage was reduced, as well, through strategies including water-saving fixtures, guest education programs, and water recycling activities. According to the company’s statement, in 2021 the total water use went down to 94,757,410 m3 in comparison to 2019 when the level of used water was 109,469,648 m3. (IHG Responsible Business Report, 2021)

Chart 2: Global water usage

Source: Created by the author referencing information from IHG reports

IHG's efforts to promote development, improve guest experiences, and create value for shareholders are evident in the company's strategic direction and present business performance. Below, this paper will show more about IHG's path by looking at key financial and operational data.
[bookmark: _Toc137590641]RevPAR Performance: 
RevPAR (Revenue per Available Room) is a crucial indicator of a hotel's effectiveness in generating revenue in the hospitality sector. According to the company’s report, IHG achieved a RevPAR growth of 46% globally in 2021 compared to the previous year. 
Figure 2: RevPAR 
[image: ]
Source: Annual Report IHG
IHG's global RevPAR growth of 46% in 2021 shows an upward trend and represents the business's capacity to make revenue from its hotel rooms. This expansion shows that IHG properties are in demand and that good revenue management strategies work. (IHG Annual Report, 2021)

[bookmark: _Toc137590642]Total gross revenue from hotels in IHG’s System
Total gross revenue from hotels is the revenue from all hotel rooms at franchised properties as well as revenue from all managed, owned, leased, and managed lease properties.
The strategy focus of IHG is on increasing revenue and diversifying its global footprint. The business has had strong revenue trends in recent years, with steady rise in overall revenues as it was reported by the company. 
Figure 3: Total Gross Revenue
[image: ]
Source: Annual Report IHG
The steady rise in overall revenues reported by IHG reflects the effectiveness of its revenue-focused strategy. This positive revenue trend demonstrates IHG's ability to attract guests, drive occupancy rates, and effectively manage pricing strategies to optimize revenue generation. The consistent growth in revenues is a positive indicator of IHG's market positioning and its ability to deliver value to shareholders. 

[bookmark: _Toc137590643]Guest Satisfaction Indicator
Another important performance indicator is the Guest Satisfaction Indicator. Assessing guest satisfaction is crucial for evaluating IHG's ability to deliver exceptional experiences and maintain brand loyalty. As it can be observed from the company’s report, IHG’s guest satisfaction decreased compared to the previous years. (IHG Annual Report, 2021) It could be argued that the difficulties brought on by the COVID-19 pandemic, including as changes to service delivery, adjustments to health and safety procedures, and restrictions on travel, may be to blame for the drop in customer satisfaction compared to prior years. Additionally, service levels and visitor experiences may have been affected by the labor shortages in the hotel sector. (TTG Asia, 2021)

Figure 4: Guest satisfaction
[image: ]
Source: Annual Report IHG
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The company needs to take the risks and challenges into account. IHG must adjust as the hospitality sector develops to take into account changing consumer preferences, innovative technologies, and overall economic conditions. To guarantee that the goals are in line with the changing market environment, they should be continuously examined and modified. In addition, IHG's success depends on striking a balance between the short-term emphasis on financial performance and the long-term sustainability and customer-centricity.
Intercontinental Group should carry out in-depth market analyses to assess market circumstances and find prospective development prospects. To ascertain the viability and possible profitability of expanding into new markets or segments, this analysis should evaluate client preferences, market demand, and competition.


[bookmark: _Toc137590645]Conclusions

In conclusion, this study analyzes and evaluates Intercontinental Hotels Group (IHG). The paper presents considerable information about IHG's operations and market competitiveness by focusing on important issues such organizational structure, culture, goals, recent change projects, strategic direction, and business performance.
The research of IHG's organizational structure reveals a decentralized strategy that maintains a cohesive organizational identity while balancing autonomy and brand uniqueness.
The analysis of recent change initiatives also emphasizes IHG's focus on expanding its global footprint and increasing income. Strong revenue trends have been produced by this strategy, which also prepares IHG for potential future expansion. However, the decline in customer satisfaction, which may have been caused by the COVID-19 pandemic and the labor shortage, calls for constant attention to service quality improvement and post-pandemic expectations adaptation.
IHG has demonstrated good revenue performance, as shown by the growth in total gross revenue and RevPAR, according to the financial analysis. However, once again, the decrease in guest satisfaction serves as a reminder for IHG to prioritize guest communication, employee engagement, and service quality to enhance customer experiences and increase loyalty. In conclusion, IHG's strategic direction, revenue growth, and global expansion efforts position the company as a key player in the hospitality industry.
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