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Executive Summary

Organisational behaviour refers to the study of understanding the relationship between different levels of hierarchy within a firm which can lead to higher productivity and efficiency. The report focused on the organisational behaviour of Intercontinental Hotels Group, which has been dominating the UK hospitality market. It observed that the hotel has a hierarchical structure, enabling a smooth organisational workflow. Through a positive culture, it found that the hotel chain has been capable of ensuring that the workforce feels motivated to perform better, thereby leading to success. Due to transformational leadership and being people-oriented, managers at IHG were able to drive change in the hotel.
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[bookmark: _Toc137323674]Introduction

Organisational behaviour studies the interaction between individuals and groups in a firm and its impact on the enterprise's performance in achieving its strategic goals (Buchanan & Huczynski, 2019). By understanding organisational behaviour factors, firms could increase efficiency and productivity, leading to innovation and developing a competitive edge. The hotel corporate audit will provide a critical analysis of the organisational behaviour at Intercontinental Hotels Group. There will be a discussion on the structure, culture and goals of the hotel chain, along with recent changes occurring in the organisation. The firm's behaviour will be revealed by analysing the organisation's strategic direction and business performance.
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Based in Windsor, UK, InterContinental Hotels Group (IHG) was established in 1777 by William Bass as a brewery which has grown to an international hospitality leader (IHG, 2023a). The hotel chain has 6179 hotels currently across the world, with 18 different brands offering exceptional hospitality services to guests. Keith Barr is the Chief Executive Officer (CEO), and Michael Glover is the Chief Financial Officer (CFO), who was supported by Deanna Oppenheimer, the Non-Executive Chair (IHG, 2023b). The key competitors of the hotel chain in the UK are Marriott International and Hilton Worldwide, which have been delivering optimum service to customers. In 2022, IHG generated revenue of $1.84 billion internationally, which has increased from the previous year (Statista, 2023).
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Figure 1: IHG Hotels & Resorts Brands
(Source: IHG, 2023f)
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The organisational structure of IHG is hierarchical, indicating precise levels with individuals having particular objectives, which help in the accomplishment of the goals of the firm (Kondalkar, 2020). This form of structure enables organisations to have a smooth flow of information, proper delegation of tasks, and constant reporting to managers at the top level of the hierarchy. There is an apparent authority at IHG with an appropriate chain of command and effective communication between different departments. The major challenge with this form of organisational structure is that since there are multiple departments, it becomes expensive, and the decision-making process is slow. On the other hand, Hilton follows a divisional organisational structure, enabling it to develop its internal communication and improve workplace culture (Organimi, 2023). Marriot has a functional system that allows it to improve employee productivity through specialisation.
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Figure 2: Corporate governance of IHG
(Source: IHG, 2023g)

IHG's primary purpose is to provide optimum hospitality for guests, achieved through investment in the hotel staff's well-being (IHG, 2023c). The hotel enterprise aims to utilise talented employees' experiences to drive innovation and enhance the guest experience. Through sustainable practices, IHG ensures it satisfies stakeholder interests and increases profits, which has helped the enterprise to grow in the hospitality industry. Contrary to this, Hilton has clear goals, including reaching zero emissions, reducing waste production and water usage, and developing career opportunities for employees and the local community (Hilton, 2023). The core values of Mariott have enabled the enterprise to support its employees, provide exceptional service, innovate, adhere to ethical standards and be sustainable.
While IHG has developed its goals to gain long-term growth, its competitors have better strategic and well-defined objectives, which would benefit a success. According to Mayo's Human Relations Theory of Management, organisational goals are achieved through employees' recognition, inclusiveness and belonging (Omodan et al., 2020). Communication is a crucial factor in organisations which can enhance employee productivity and help firms achieve their goals and objectives, along with collaboration and incentives leading to motivation. Based on this theory, it has been observed that IHG has been capable of accomplishing its goals and will continue to do so.
IHG has created an excellent organisational culture aligned with the company's purpose and strategy through regular employee engagement activities and continuous reporting. The well-being of employees is of primary significance at the organisation, with a significant focus on talent development to support hotel staff (IHG, 2020). Additionally, ensuring a diverse workplace makes employees feel included and respected, which has helped develop a positive culture. Hilton has a similar outlook for maintaining a solid culture offering diversity, career growth opportunities and ensuring employees' health. Marriott considers its employees the most critical asset, enabling the enterprise to earn global recognition and deliver optimum customer service (Marriott International, 2023). According to Schein's cultural model, an organisation's culture can be categorised into three groups. Artefacts are the tangible elements employees adopt based on the behavioural, rituals, technology and cultural symbols followed by leaders (Mamatha & Geetanjali, 2020). Espoused values refer to the organisation's collective beliefs, norms, strategies and goals. The underlying assumptions refer to individuals' unconscious thoughts and perceptions from espoused values and artefacts.
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Figure 3: Schein's Organisational Culture Model
(Source: Mamatha and Geetanjali, 2020)
 

















[bookmark: _Toc137323677]Recent Change Initiatives, their impact and how well these were managed.
As a result of the Covid-19 pandemic, which caused travel restrictions and lockdowns, the hospitality industry suffered a major impact. The covid-19 pandemic led to significant organisational restructuring, with the hotels transforming their structure and driving change. During the crisis, IHG minimised contact with guests to prevent the spread of the disease and adopted various sanitisation procedures to provide safe and clean access to customers (IHG, 2023d). The business customers have provided flexible booking cancellations and better meeting arrangements to support seamless virtual and in-person conferences. The hotel staff also helped to ensure they could work comfortably and safely while offering exceptional service to the guests. Employees are trained to understand and adapt to the new procedures for ensuring safety standards. Their well-being was considered during this challenging time, which helped to motivate them and provide a healthy balance between their personal and professional lives. According to Maslow's Theory of Need Hierarchy, individuals have several desires to be satisfied to motivate them to perform better (Bozyiğit, 2021). As long as the physiological needs of employees are, organisations must emphasise meeting safety, love and belonging, esteem and self-actualisation desires.
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Figure 4: Maslow's Hierarchy of Needs
(Source: Desmet and Fokkinga, 2020)

IHG ensured the safety of employees during the pandemic with increased health guidelines while allowing them to feel included in the organisation's culture through regular engagement activities. Additionally, using a recognition and rewards system, the international hotel chain could motivate employees (IHG, 2022). Constant talent development has enabled employees to realise their potential and exhibit exceptional performance during the pandemic. Similarly, Hilton Hotels adopted several structural changes to deal with the Covid-19 pandemic and ensure that the operations stay active. The first significant change which was noticeable was the evolving design of the hotel, which made the guests feel more welcomed, especially with a clean and tidy environment (Hilton, 2021). Hilton restructured its business model to adopt digital transformation to prevent disease spread. Through this, customers could check-in and choose their preferred rooms using the Hilton Honors mobile application, enabling contactless interaction.
According to transformational leadership, individuals can motivate employees, enhancing the organisation's productivity level (Asbari et al., 2020). Transformational leaders can inspire their followers to improve themselves, which would be beneficial for resolving conflicts and supporting the workforce. By incorporating this form of leadership in the organisation, IHG has ensured that the change occurring would face no significant obstacles. Employees were provided with adequate information on how to adapt to the changes and the benefits they would gain, which enabled them to be comfortable through the process.
Additionally, due to the changing market demands, the international hotel chain has transformed its business to adopt digital transformation into its strategies (IHG Hotel Development, 2023). Digital devices are highly in demand due to the pandemic, which has led to contactless interaction and the need for advanced technology. However, utilising digital tools and techniques is difficult since employees might need to be trained to properly implement these devices, hence disrupting the change. To ensure that the business runs smoothly, IHG provides training to its employees, which has helped them develop their skills. Through these initiatives taken by the international hospitality organisation, there has been development in the business processes. Due to the training sessions provided by IHG, the changes did not cause any resistance from employees, and the impact was highly positive since customer service was enhanced.


[bookmark: _Toc137323678]The organisation's strategic direction and current business performance
The strategy of IHG is to utilise the expertise and talent of the employees to enhance customer experiences and ensure their guests feel comfortable and relaxed in the hotel during their stay. IHG ensures that the owners of the international hotel chain are provided with maximum returns, enabling the company to succeed in the market and establish itself as a prominent brand (IHG, 2023e). This is provided through the improvement of the workplace culture in the organisation and attracting the most talented and experienced staff. These individuals would be capable of delivering optimum customer service to enhance the business's reputation. Through the strategic direction of IHG, the enterprise has been able to drive innovation in its business processes and ensure the best services offered to customers.
Additionally, through innovative strategies adopted by the international hotel chain, IHG has driven creativity among the workforce and improved business processes. The enterprise's approach has enabled it to have the capability to generate high revenues and increase its profit margins even with the negative impact of the Covid-19 pandemic. In 2022, IHG generated revenue amounting to $3892 million internationally which has risen considerably from $2907 million recorded in 2021 (refer to the appendix for financial data). It can be observed that the revenue increased by $935 million, which indicates a growth of 33.9% (IHG, 2023e). The increase in revenue resulted from the efforts of employees in the organisation who relentlessly kept delivering positive outcomes. Behavioural leadership theory indicates that a business will succeed if an organisation has capable leaders, leading to increased efficiency and productivity. These leaders exhibit high potential and can adopt new strategies and innovative motivational approaches to support their followers. IHG has people-oriented leaders who can demonstrate exceptional qualities that have enabled the organisation to survive during this crisis.
Incorporating suitable leadership styles and best practices has helped increase the workforce's motivation at IHG (Saputra, 2021). Additionally, the operating profit has increased by $134 million, which includes the loss of system funds and rising charges from operational items. On the other hand, Marriott International generated a revenue of $20.733 billion in 2022, which has significantly increased by 49.91% from 2021. Internationally, Hilton earned $8.77 billion in 2022, which improved from 5.79 billion dollars in 2021. It can be observed that Hilton and Marriott have shown significant increments in their revenue as compared to IHG. This could be due to better leadership practices in these hotels, which have led to higher productivity and efficiency than those in IHG.
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The hotel organisational audit has focused on the organisational behaviour of IHG with a significant comparison of its key competitors in the UK market, Marriott and Hilton. It has been observed that while these three international hotel chains have similar strategies, goals, and organisational cultures, the slight differences have affected the business performance of IHG slightly. The discussion of different models and theories showed how IHG had developed its organisational behaviour and led to innovation. Due to the changes which occurred due to the pandemic, there had been a significant impact on the organisation leading to the transformation of structure. The effect of the changes in the organisation due to the pandemic has been managed exceptionally by IHG, especially with the adoption of digital technology. This has been beneficial in increasing the firm's performance in the industry and led to its growth.
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Figure 5: Financial Statement of IHG
(Source: IHG, 2023e)
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