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Executive Summary
This report provides an in-depth analysis of the InterContinental Hotels Group (IHG), assessing its organisational structure, culture, goals, recent change initiatives, their impact, management, and strategic direction. Employing relevant theoretical frameworks, the report evaluates IHG at both corporate and individual unit levels. The analysis is supported by current and relevant examples, providing insights and recommendations aimed at enhancing IHG's competitive positioning in the global hospitality industry.
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Introduction
The InterContinental Hotels Group (IHG) is a leading global hospitality company, known for its diverse portfolio of brands including InterContinental, Holiday Inn, Crowne Plaza, and more. With over 6,000 hotels in nearly 100 countries, IHG has established itself as a major player in the industry. This report aims to critically evaluate IHG's organizational structure, culture, goals, recent change initiatives, and strategic direction using relevant theories and models.














Organization Structure, Culture, and Goals
1. Organisation Structure
IHG operates a complex and multifaceted organisational structure designed to manage its extensive global portfolio effectively. The company's structure can be described as a hybrid model combining elements of functional, divisional, and matrix structures.
Functional Structure
At the corporate level, IHG employs a functional structure. This means the organisation is divided into departments based on specific functions such as marketing, finance, human resources, and operations. Each department is led by a functional manager who is an expert in that area.
Benefits:
· Specialization: Functional structure allows for a high degree of specialization where each department focuses on its core activities, leading to improved efficiency and expertise (Daft, 2021).
· Efficiency: Resource allocation within departments can be optimized, as similar tasks are grouped, enhancing operational efficiency (Jones, 2013).
Challenges:
· Coordination: Coordinating activities across different functional areas can be challenging, potentially leading to siloed thinking (Galbraith, 2014).
· Flexibility: The functional structure may lack the flexibility needed to quickly adapt to changes in the market or customer preferences (Mintzberg, 1983).

Divisional Structure
IHG’s divisional structure is evident at regional and brand levels. The organization is segmented into various divisions based on geographic regions (e.g., Americas, Europe, Middle East, Asia-Pacific) and brands (e.g., InterContinental, Holiday Inn, Crowne Plaza).
Benefits:
· Market Adaptation: Divisions operate semi-autonomously, allowing them to tailor strategies to local market conditions and consumer preferences (Galbraith, 2014).
· Focus: Each division can focus on specific market segments, improving customer service and brand management (Jones, 2013).
Challenges:
· Duplication: There can be duplication of functions across divisions, leading to inefficiencies (Daft, 2021).
· Control: Maintaining consistent corporate policies and brand standards across diverse regions and brands can be challenging (Galbraith, 2014).



Matrix Structure
The matrix structure at IHG integrates both functional and divisional approaches, facilitating cross-functional collaboration and ensuring that strategic objectives align across all levels of the organization. This means employees may report to both a functional manager and a divisional manager.

Benefits:
· Flexibility: The matrix structure provides the flexibility to respond to changes and enables effective use of resources across projects and divisions (Davis & Lawrence, 1978).
· Collaboration: Encourages collaboration and communication between functional and divisional units, promoting innovation and a unified approach to strategy implementation (Galbraith, 2014).


Challenges:
· Complexity: This structure can be complex to manage, with potential conflicts arising from dual reporting lines (Mintzberg, 1983).
· Decision-Making: This can lead to slower decision-making processes due to the need for consensus between different managers (Daft, 2021).

2. Organisation Culture
IHG's organizational culture is centred around its commitment to providing "True Hospitality for everyone." This culture emphasizes service excellence, diversity and inclusion, sustainability, and innovation.

Service Excellence
The company's culture promotes exceptional service, as reflected in its rigorous training programs and customer feedback systems designed to enhance the guest experience (IHG, 2023).

Diversity and Inclusion
IHG fosters a culture of diversity and inclusion, encouraging a workplace where all employees feel valued and respected. This is evident in their various diversity initiatives and employee resource groups (IHG, 2023; Green et al., 2019).

Sustainability
IHG's commitment to sustainability is embedded in its culture, with initiatives aimed at reducing environmental impact and promoting sustainable practices across its operations (Russo & Fouts, 1997; IHG, 2023).


Innovation
IHG encourages innovation through its culture, supporting continuous improvement and the adoption of new technologies to enhance the guest experience and operational efficiency (Schein, 2010).
3. Organisation Goals
IHG's goals are aligned with its mission to deliver exceptional experiences to guests, create value for shareholders, and contribute positively to communities and the environment.

Strategic Goals
· Expansion: Continue global expansion, with a focus on high-growth markets.
· Innovation: Invest in technology and innovation to enhance guest experiences and operational efficiency.
· Sustainability: Implement sustainable practices to minimize environmental impact and support global sustainability goals (IHG, 2023).
Performance Goals
· Customer Satisfaction: Achieve high levels of guest satisfaction and loyalty.
· Financial Performance: Attain targeted revenue growth and profitability.
· Employee Engagement: Foster a supportive and engaging work environment to attract and retain top talent (Daft, 2021).






Recent Change Initiatives and Their Impact
1. Overview of Recent Change Initiatives
IHG has undertaken several significant change initiatives in recent years to adapt to the evolving hospitality landscape.

Digital Transformation
IHG has invested heavily in digital technologies to enhance the guest experience, streamline operations, and increase efficiency. This includes the introduction of a mobile app for bookings, check-ins, and loyalty program management (IHG, 2023; Walker, 2020). 
IHG’s recent digital transformation initiative exemplifies the effectiveness of its hybrid structure. The initiative involved:
· Functional Teams: Specialists from IT, marketing, and customer service departments collaborated to develop and implement new digital tools (IHG, 2023).
· Divisional Adaptation: Regional divisions adapted the digital tools to fit local market needs, ensuring that the new technologies met the specific demands of customers in different regions (Walker, 2020).
· Matrix Coordination: Cross-functional teams worked together to manage the project, ensuring that strategic objectives were met, and that the transformation was smoothly integrated into existing operations (Buhalis & Leung, 2018).
Sustainability Initiatives
The company has launched the "Journey to Tomorrow" program, aiming to reduce its environmental footprint and promote sustainable practices. Initiatives include energy-efficient building designs, waste reduction, and water conservation efforts (IHG, 2023; Global Sustainable Tourism Council, 2022).


Organizational Restructuring
To better align with market demands and operational efficiencies, IHG has restructured its management teams and streamlined processes across various departments (Galbraith, 2014; Burke & Litwin, 1992).

2. Impact of Change Initiatives
Digital Transformation Impact
The digital transformation has led to improved guest satisfaction through enhanced convenience and personalized services. Operational efficiency has increased, resulting in cost savings and better resource management (Jones, 2013; Buhalis & Leung, 2018; Ivanov et al., 2019).

Sustainability Impact
IHG's sustainability efforts have not only reduced its environmental impact but also enhanced its brand reputation. The initiatives have attracted environmentally conscious customers and investors, contributing to long-term profitability (Schein, 2010; Russo & Fouts, 1997).
Organizational Restructuring Impact
The restructuring has improved operational efficiency and decision-making processes. However, it has also led to initial disruptions and challenges in adapting to new roles and responsibilities (Daft, 2021; Galbraith, 2014).

4. Management of Change Initiatives
IHG has adopted a structured approach to managing change, utilizing Kotter's 8-Step Change Model to ensure the successful implementation and adoption of new initiatives.

Kotter’s 8-Step Change Model
1. Create Urgency: IHG communicates the need for change and its benefits to stakeholders.
2. Form a Powerful Coalition: The company establishes leadership teams to drive change initiatives.
3. Create a Vision for Change: Clear and compelling visions are developed to guide the change process.
4. Communicate the Vision: IHG ensures continuous communication to keep employees informed and engaged.
5. Remove Obstacles: Barriers to change are identified and addressed promptly.
6. Create Short-Term Wins: Early successes are celebrated to build momentum.
7. Build on the Change: IHG reinforces change initiatives to prevent regression.
8. Anchor the Changes: The changes are integrated into the corporate culture to ensure long-term sustainability (Kotter, 1996; Cameron & Green, 2019).
[image: ]
                             Figure 1: Kotter's 8-Step Change Model(Motion,2023)

Figure 1 illustrates Kotter's 8-Step Change Model, highlighting the structured approach IHG employs to manage and sustain change initiatives.
The Organization’s Strategic Direction
1. Current Strategic Direction
IHG's strategic direction focuses on global expansion, technological innovation, and sustainability. The company aims to leverage its strong brand portfolio to capture market share and drive growth.
Global Expansion
IHG continues to expand its presence in high-growth markets, particularly in Asia-Pacific and the Middle East. This expansion strategy includes both owned and franchised properties (IHG, 2023; Shimizu et al., 2007).
Technological Innovation
Investing in technology to enhance the guest experience is a key strategic priority. Innovations include mobile check-ins, digital keys, and personalized guest services through data analytics (Galbraith, 2014; Buhalis & Leung, 2018; Ivanov et al., 2019).
Sustainability
IHG's commitment to sustainability is evident in its "Journey to Tomorrow" program. The company aims to lead the industry in environmental and social governance, aligning its goals with the United Nations Sustainable Development Goals (IHG, 2023; Global Sustainable Tourism Council, 2022).








2. Competitive Analysis
IHG operates in a highly competitive environment, with major competitors including Marriott International, Hilton Worldwide, and Hyatt Hotels. A comparative analysis of their annual reports reveals the following insights:
Strengths
· Brand Portfolio: IHG's diverse brand portfolio caters to various market segments IHG(2023).
· Customer Loyalty: The IHG Rewards Club drives customer retention and repeat business.
· Global Presence: Extensive global presence ensures brand recognition and market reach (Daft, 2021; Jones, 2013).
· Interaction with the customers: Huge engagement with people in all posts on social media like Facebook and Instagram.
Weaknesses
· Operational Complexity: Managing a large and diverse portfolio can lead to operational inefficiencies.
· Dependency on Franchisees: Reliance on franchised properties may affect brand consistency and control (Daft, 2021; Galbraith, 2014).
· Website: The IHG website is poorly designed and provides uncontrolled information. The webpage could have been smarter to improve client acceptability. 
Opportunities
· Emerging Markets: Expanding into emerging markets offers significant growth potential.
· Technological Advancements: Leveraging technology can enhance operational efficiency and customer experience (Buhalis & Leung, 2018).
Threats
· Economic Uncertainty: Economic downturns can adversely impact the hospitality industry.
· Intense Competition: The presence of strong competitors necessitates continuous innovation and differentiation (Jones, 2013; Shimizu et al., 2007).

3. Recommendations for Strategic Improvement
a. Enhance Technological Capabilities
IHG should continue investing in innovative technologies to streamline operations and enhance the guest experience. Embracing artificial intelligence and machine learning can provide personalized services and improve operational efficiency (Buhalis & Leung, 2018; Walker, 2020; Ivanov et al., 2019).
b. Strengthen Sustainability Efforts
Further enhancing sustainability initiatives will not only meet regulatory requirements but also attract environmentally conscious consumers. IHG should focus on renewable energy sources, waste reduction, and sustainable supply chain practices (Hofstede, 2001; Russo & Fouts, 1997).

c. Expand Customer Loyalty Programs
Expanding and enhancing the IHG Rewards Club can drive customer loyalty and retention. Personalized rewards and exclusive offers can differentiate IHG from its competitors and build long-term customer relationships (IHG, 2023; Gursoy et al., 2019).

d. Focus on Employee Development
Investing in employee training and development programs can enhance service quality and operational efficiency. IHG should continue fostering a culture of continuous learning and leadership development to retain top talent (Schein, 2010; Burke & Litwin, 1992).


Conclusion
The InterContinental Hotels Group's robust organizational structure, customer-centric culture, and strategic goals position it well in the competitive hospitality industry. Recent change initiatives, particularly in digital transformation and sustainability, have positively impacted the organization. However, to maintain its competitive edge, IHG must continue to innovate, enhance sustainability efforts, and focus on customer loyalty and employee development.
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