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[bookmark: _Toc106953029]Introduction 
Management and organisational behaviour are the process of effective strategy development that supports business goals and talented people (Bloisi et al., 2007). The management team evaluates the business process per the organisational structure, culture, and destinations. Besides, changes in the initiatives and management require proper consideration for the working advancement. Strategic direction and current performance evaluation are essential in the hospitality industry. This report is the audit case study of InterContinental Hotel Group (IHG). IHG is a British multinational hospitality company founded in 1946 and headquartered in Denham, Buckinghamshire, England. With 213 hotels and resorts, IHG renamed the corporation in 2003 as chain hospitality (IHG, 2022). 
[bookmark: _Toc106953030]Organisation structure, culture, and goals 
[bookmark: _Toc106953031]Structure 
IHG follows a top-to-bottom organisational structure where the higher level holds all the responsibility, followed by the lower departments (Griffin et al., 2020). Five departments of IHG structures are the rooms, food and beverage, human resources, marketing, and accounting. The room department is mainly responsible for customer service management, including laundry, housekeeping, and room reservations. From greetings with the guest, ensure the room department maintains all the facilities properly. The room department requires different training and development activities to ensure enough facilities are available to the guests. 
The food and beverage department handles the room services, foods, bar, and restaurant operations (Cross and Carbery, 2022). The food and beverage department regularly monitors proper food quality management per the customer demand and runs operations for food. Food quality is also maintained per the standard that requires effective guest distribution. 
The human resource department makes sure employee recruitment, training, development, and benefits are appropriately given (Isaacs, 2018). Collaboration with different departments and ensuring proper distribution of employees are maintained in all the areas are done by the human resource department. Providing training and development programs for guests increases employee performance. 
The marketing department ensures selling the spaces of hotels and maintains promotional activities. Evaluating the resources and utilising them in the right areas increases profit margin. The accounting department seeks the investment, budget allocation, and distribution of finances and evaluates the profit or loss statement of IHG. 
[bookmark: _Toc106953032]Culture 
According to Omar et al. (2019) the purpose of IHG is genuine hospitality for good that inspires and informs all the shape of culture and brings brands to life with proper representation to the commitment of making differences to the guests. Evaluation of the culture and setting up opportunities to maintain positive changes are the genuine hospitality that can be maintained in different ways. Connecting the loved ones by creating influential organisational culture helps develop employee careers at IHG (IHG, 2022). The practice of behaving with the customers with more significant influence and perceptions and the decision-making process for stakeholders, investors, consumers, and colleagues are the central focus of IHG. Moreover, IHG believes in the importance of responsibility and sustainability that impact business and culture. IHG targets the core business culture prioritising operational responsibility and business sustainability. Targeting the operating process per the environmental issues requires influencing the stakeholders' standards and broadening their focus that impacts practical hospitality standards. The continuous improvement of culture per the guest's demands and sustainability makes a positive difference to the people, community, and world. 
[bookmark: _Toc106953033]Goals 
The core organisational goals of IHG are to do the right thing, show care, aim higher, celebrate difference, and work better together (IHG, 2022). Employees of IHG set organisational goals that are highly important for the group and guests. Working together within the team and stakeholders gives ultimate goal achievement through providing the best support to the guests. Collecting shared sense allows for guiding all the activities IHG do and recognising the people working for the business. Performance management of the employees with adequate recognition facilities allows to focus and retain the top talent management in the industry. Moreover, the pledge to give colleagues helps grow their careers is an integral part of IHG. 
[bookmark: _Toc106953034]Recent changes initiatives and their impact
[bookmark: _Toc106953035]Impact of changes in the initiatives 
Strategic decision: Major commitment of the IHG is to ensure diversity, equity and inclusion in the right direction (Panzone et al., 2021). Working together allows them to grow their business, which is essential for caring for people, communities and the planet. Hence, IHG changes some strategic decisions as per the communities and business-standard. 
Covid-19 guidelines: There are different changes in the operational process due to Covid-19, which requires IHG to ensure health and safety procedures (Filimonau, 2021). Government restrictions due to Covid-19 impact the customer safety concern as well. Sparkling new ideas with diverse cultural inclusion increases the guest's value in staying at the hotel. 
Operations: Changes to the operational process have been made at IHG as per the community standard (IHG, 2022). Continuous development is made as per the diversity, equity and inclusion that provide better hospitality for the guests. Working together for the growing business largely depends on the operational process of IHG. Hence, reflecting on caring for people, community and plant are part of the working process. 
Risk management: The growth ambition of IHG is to maintain an innovative business environment considering the risk and executing them as per the strategy (Ntounis et al., 2022). The internal control system of IHG is integrated with the business process in pursuit of strategic objectives. Formal and informal monitoring and assurance arrangements allow the executive committee to increase the effectiveness of ongoing critical areas of uncertainty as per the adequate control arrangements. 
Information security: Technology is constantly changing, which is highly important for personal data management. Employees and guests both require a reservation process as per the loyalty programs (Arthur, 2021). Employees, suppliers, and shareholders to maintain the information with appropriate direction. Different policies and procedures to support personal data in the security standards. 
[bookmark: _Toc106953036]Management of the changes 
Management policy: Effective management policies mainly focus on the standard ethical process to support the governance and culture with the changes of management policy and conduct business responsibility in the right direction (Zhou and Kan, 2021). Besides, Covid-19 regulations must follow the government guidelines to ensure all the activities are maintained in the proper order of IHG. 
Training and development: As per the changes, different training and development facilities are maintained in IHG to evaluate the shared values in all the areas. The human resource management department ensures employees are getting proper training and development to fulfil daily business activities. Appropriate collaboration with the departments is also maintained with the training and development facilities. 
Responsible procurement: Goods and service collection from the supplier following the appropriate procurement activities maintains the commitment to operating responsibility (Gerwe, 2021). As such, adopting ethical work practices with a positive impact on both the environmental and local community are held. Corporate supply chain activities include technology, marketing and HR activities, followed by the management process. Hence, the procurement department makes sure that the quality standard follows all the goods and services. 
Show the care: Showing proper health and care activities to the guests makes IHG an outstanding employer. Retaining top talent in the industry with opportunities to grow the colleagues increases the goal achievement. Besides, Jones and Comfort (2020) cited that government guidelines following the health and care measure ensure proper sustainability development at IHG. 
[bookmark: _Toc106953037]Strategic direction and current business performance 
IHG has successful strategic planning that focuses on a faster pace and accelerates the growth margin (Voegeli, 2021). With their strategic approach, IHG is committed to delivering high-quality, sustainable growth in the long-term profit margin. The value creation process of IHG mainly preferred to have the superior proposition with the lower cost process connecting to direct channels. Besides, competition is rising, making IHG maintain growth in the core business activities. The strategic model of IHG is considered the heart of success and continuously aligns with different initiatives to the commitment to genuine hospitality. Creating a better value for stakeholders and delivering a high-quality profit margin for the shareholder is a fundamental goal of the strategic direction; below is the strategic model of IHG: 
Build and leverage scale: Effective scale helps maintain a significant advantage in the hospitality industry at national and global levels. The core portfolio process combined with the attractive in-depth market increases the highest market opportunities that drive substantial efficiency success. Improving the operational process linking to the higher margins is helpful to achieving the ultimate goal for IHG. 
Strengthen loyalty program: With diversified loyalty programs available to the guests, IHG requires continuous critical evaluation to succeed. Different innovative IHG rewards for the guest's lifetime relationship are viable to create better value. Besides, a sustainable long-term revenue process diverts the previous issues and strengthens the brands' image. Covid-19 created different problems in the customer's expenses; increased facilities in the loyalty facilities can improve the collaboration facilities with IHG. 
Enhance revenue delivery: Driving through the direct channels, IHG maximise the returns to the less costly process than the alternatives and third-party intermediaries. The Digital and technological innovation process of IHG with a strong brand can maintain loyalty activities. Besides, thriving towards the revenue management process reduces the cost of operations. Seeking the revenue margin with technological advancements can increase the loyalty of IHG, which can impact the revenue margin. 
Evolve owner proposition: IHG focuses on maintaining a positive relationship within the high business model (IHG, 2022). Constant forging with the new relationship process, IHG ensures operational support to the preferred brands and industry-leading franchises in the innovation process. Focusing on the strong return, the management team of IHG makes a compelling proposition. Regular performance evaluation forging to the operational support allows IHG better investment in the innovation process compelling solid returns. Securing the proposal in the market with better active support and innovation allows for the continuous development of IHG.
Optimisation: Competition is high for IHG, which requires optimising the preferred brand portfolio for owners and guests (Gong, 2020). The distribution channels relate to the demand process of building a solid portfolio for both owners and guests. The real success of IHG depends on the future growth process with an effective optimisation process. Moreover, an intense portfolio management process gives better services to the guests. Setting the standard for the guests in all the IHG hotels and resorts accelerates the hospitality programs. With the changing demand of guests due to Covid-19, there requires a proper evaluation process in all the service and cost evaluation processes. Guests seek healthy, safe, better staying with minimised costs that put on the mind of IHG.
[bookmark: _Toc106953038]Conclusion 
The management process is the core part of the hospitality industry that makes effective development in different areas. Continuous evaluation of the strategic decision-making process with the assessment of the technology and loyalty programs are helpful in the core competencies. The management team in the hospitality industry requires audit management to increase the overall service process and drive business growth. IHG has faced particular challenges due to Covid-19 and evaluating all the areas is required to consider the right direction to increase profit maximisation. Also, loyalty programs with substantial brand efficiency activities ensure an effective delivery process as third-party alternatives. However, strategic development programs of IHG considering different areas give strong market composition and better returns. 
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