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This case study of the InterContinental Hotels Group (IHG) provides an in-depth exploration of the organization's structure, culture, and strategic goals, with a focus on how these elements have been adapted to meet the challenges and opportunities of the global hospitality industry. The study also evaluates recent transformation initiatives and their impact on the company, underlining IHG's commitment to innovation, excellence, and sustainable growth.
The ethos of "True Hospitality" is central to IHG's philosophy, which emphasizes caring for people to increase employee engagement and customer satisfaction. This cultural pillar fosters an environment where service excellence, attention to detail, proactive problem-solving, and a guest-centric approach are standard practices. IHG's commitment to creating a supportive and inclusive workplace where individuals from all backgrounds can thrive is also a testament to its forward-thinking cultural strategies. These cultural aspects are crucial in attracting and retaining top talent while ensuring high levels of customer loyalty.
IHG's recent strategic initiatives have focused on leveraging technology and sustainability, the adoption of AI, IoT, and sustainable building practices has not only streamlined operations but also significantly reduced the company's carbon footprint and operational costs. The effectiveness of these changes has been largely dependent on IHG's robust management practices, which emphasize comprehensive training, legacy system upgrades, and strong cybersecurity measures. However, challenges such as implementation delays and budget overruns have been noted, necessitating ongoing adjustments and leadership focus to ensure strategic alignment and execution fidelity.
Effective management of change has been critical for IHG, with a collaborative leadership approach that engages managers at all levels to be part of the decision-making process. This inclusive management style has facilitated the successful integration of sustainability into the core business strategy, reflecting IHG's commitment to ethical practices and community involvement. The regular engagement with stakeholders including employees, guests, and the community has been pivotal in refining these strategies and enhancing IHG's market positioning as a responsible corporate entity.
IHG's dynamic approach to managing its organizational structure, culture, and strategic innovations demonstrates a robust model for navigating the complexities of the modern hospitality industry. The company's ability to adapt to market conditions, anticipate future trends, and implement effective change initiatives underpins its ongoing success. This case study underscores the importance of cohesive organizational practices and strategic foresight in achieving sustainable growth and operational excellence, positioning IHG as a leader committed to innovation and excellence in the hospitality sector.
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Case study of Intercontinental Hotel Group
[bookmark: _Toc166496594]Introduction
InterContinental Hotels Group (IHG), a global hotel industry pioneer, takes a dynamic approach to its organisational structure, culture, and strategic goals. This case study explores IHG's operational strategies, with a focus on current transformation initiatives and project management, with the purpose of providing insights into the conglomerate's strategic orientation.
IHG (2024) has a decentralised structure that promotes regional autonomy and high operational standards in order to manage a diverse portfolio across multiple market categories. The concept of "True Hospitality," a cultural pillar that emphasises caring for people to increase employee engagement and customer experience, is central to IHG's philosophy. In terms of business strategy, IHG prioritises expansion by diversifying its existing brand portfolio and entering new markets. Recent endeavours include the use of cutting-edge technologies and ecologically responsible practices with the goal of enhancing productivity while reducing negative environmental impact (Barriball et al., 2020). This study will look at these changes, assessing the effectiveness of their management and the issues that have arisen. The goal of this case study is to provide a thorough understanding of strategic adaptation in the hospitality industry by examining how IHG navigates complex market situations and aligns its operations with long-term goals. This will demonstrate IHG's commitment to innovation and excellence.
[bookmark: _Toc166496595]Organisational structure, Culture and Goals
A hotel's organisational structure is intended to allow seamless operations while also optimising guest pleasure and business efficiency. This structure is often hierarchical and might vary based on the hotel's size and type. The General Manager is in charge of all hotel operations and is assisted by department heads who handle specialised divisions such as the Front Office, Housekeeping, Food and Beverage, Human Resources, and Maintenance (Sobaih et al., 2020). To accommodate its global presence, IHG has a hierarchical yet adaptable organisational structure. The executive team, which includes the CEO and other C-level executives, determines the company's strategic direction (IHG, 2024) Below them, the organisation is divided into regional divisions (such as Americas, Europe, Asia, the Middle East, and Africa), each overseen by a regional CEO. Described by Voegeli (2021) These regions are further classified as sub-regions and individual properties, the structure enables IHG to maintain global management and oversight while allowing regional teams to change strategies in response to local market conditions and client preferences. Large hotels frequently have complicated organisations with multiple levels of management, including assistant managers, executive chefs, and facilities managers, among others. Smaller hotels may have a more streamlined organisation with fewer layers, with managers taking on several responsibilities (Moneva, Bonilla-Priego and Ortas, 2019) This hierarchical structure guarantees that roles are well defined and that information flows smoothly throughout the organisation.

[bookmark: _Toc166496596]Culture
A hotel's culture shapes its operations and affects staff and guests. A hotel's positive organisational culture fosters teamwork, devotion, and excellent service, which are essential in the hospitality sector. Service quality, attention to detail, proactive issue resolution, and a guest-centric attitude are cultural traits, according to Laerdal, Palmer, and Lester (2021). Create a friendly and inclusive environment where people from all backgrounds may thrive is another IHG (2024) goal. The organisation promotes employee growth through training, advancement, and a polite workplace. Ashikali, Groeneveld, and Kuipers (2020) say these elements matter. In daily operations, staff interactions, and the work environment, leadership shapes hotel culture. A healthy corporate culture includes empowering staff to make guest-satisfying decisions, recognising good performance, and creating an inclusive and friendly environment (Lancefield, 2023).
IHG's 2024 culture values "True Hospitality." This requires caring for employees, consumers, and communities. IHG fosters employee growth in a diverse and inclusive workplace. Training and development are emphasised to prepare all staff to give exceptional service. The culture emphasises using new technologies and services to improve visitor experiences and operations (Bendak et al., 2020). Changing an organization's culture is difficult since it entails changing strongly held values, behaviours, and traditions. Diversity, inclusivity, innovation, and customer-centricity can be promoted (Walker and Soule, 2017). Cultural transformation improves employee satisfaction, customer loyalty, and organisational resilience over time. Effective cultural transformations need constant leadership and the incorporation of desirable cultural traits into hiring, training, performance reviews, and leadership development. Cultural transformation can benefit from regular feedback and employee-driven programme changes (Raithel, Knippenberg, and Stam, 2021). Change projects often depend on organisational culture, especially for diversity and inclusion.  

[bookmark: _Toc166496597]Goals
A hotel organization's aims are diverse and consistent with its strategic objectives; these objectives are frequently focused on growing profits, enhancing guest satisfaction, increasing operational efficiency, and maintaining a competitive advantage in the market (Nyambok, 2023). To attain these goals, hotels use a range of strategies (Nair, Manohar, and Mittal, 2024), such as increasing room occupancy rates, investing in employee training and development, developing new marketing and sales strategies, and improving facilities. Many hotels prioritise sustainability due to growing environmental awareness and visitor desire for eco-friendly practices (Duric and Potočnik Topler, 2021). This includes initiatives such as waste reduction, energy conservation, and the use of sustainable materials, all of which assist the environment while also boosting the hotel's image and attracting more customers. IHG (2024) is committed to reducing its environmental footprint and promoting sustainable practices throughout its operations, which includes cutting carbon emissions, reducing waste, and using environmentally friendly materials. In addition, IHG prioritises ethical business practices, community involvement, and responsible sourcing.
Furthermore, adapting to technological advances is a crucial goal for modern hotels (Ferreira, Sérgio, and Guerreiro, 2021). Implementing cutting-edge management systems, offering online check-in/out services, and improving guest experiences with digital technologies are vital to being relevant and competitive. These efforts may range from deploying new technologies and reorganising operations to adopting sustainable practices and transforming organisational culture (Barriball et al., 2020). These changes have a significant impact on employee morale, operational efficiency, customer happiness, and financial results. The management of these initiatives typically determines whether they succeed or fail. IHG's (2024) strategy aims to achieve sustainable growth, increase revenue per available room (RevPAR), grow their portfolio through organic expansion and acquisitions, and improve the guest experience through digital innovation. Sustainability is also a top priority, with goals to reduce environmental impact and promote ethical business practices across all operations.
[bookmark: _Toc166496598]Recent change initiatives
An important recent change endeavour entails implementing cutting-edge technology to streamline operations and improve service delivery. For example, numerous financial companies have adopted blockchain technology to improve transaction security and transparency (Marr, 2021) In manufacturing, the integration of Internet of Things (IoT) devices has resulted in better supply chains and production processes. These technologies have a significant influence, frequently resulting in improved data integrity, lower costs, and faster service delivery. However, the success of these programmes is primarily dependent on good change management, which includes comprehensive staff training, legacy system updates, and the maintenance of strong cybersecurity measures (Ford, Ford and Polin, 2021) when properly managed, these technological adoptions can significantly increase efficiency and productivity. In contrast, poor management can lead to implementation delays, budget overruns, and employee opposition, one of the most common current change projects across numerous industries is the incorporation of new technologies (Alawag et al., 2023). Organisations are rapidly using digital tools like artificial intelligence (AI), machine learning, big data analytics, and cloud computing to streamline operations, make better decisions, and improve consumer experiences. For example, in retail, the use of e-commerce platforms and customer relationship management (CRM) systems has transformed how companies engage with customers and manage data (Tariq, Poulin, & Abonamah, 2021), Telemedicine systems have dramatically increased access to healthcare services, leading to better patient outcomes and operational efficiency. These technological advances have a significant influence, but how well they are controlled determines how far they go, successful management requires extensive planning, clear communication, proper personnel training, and continual assistance to solve difficulties as they emerge. When properly managed, these efforts not only increase efficiency but also promote innovation and growth, in contrast, poor management can result in employee resistance, operational disruptions, and unsuccessful investments.

[bookmark: _Toc166496599]The organisation’s strategic direction
According to Abbas (2022), restructuring often has a rapid and significant impact on worker duties, workflows, and morale; hence, effective management of restructuring programmes requires open communication and employee participation at all levels. Providing clear reasons for the changes, outlining benefits, and requesting employee feedback can all assist to mitigate negative outcomes and boost buy-in. To integrate sustainability principles, IHG has to go beyond restructuring and training for employees to address the knowledge gap; providing training and assistance is vital to ensuring that personnel effectively adjust to new tasks or processes. IHG (2024) takes a collaborative leadership approach, encouraging managers at all levels to engage with their teams and stakeholders. This method encourages open communication and feedback, which are critical for effectively implementing sustainability programmes and responding to changing environmental and societal demands. Managers are empowered to make decisions that align with the company's sustainability goals, and they are held accountable for the outcomes. This empowerment is crucial for ensuring that local managers can tailor strategies to the unique needs of their locations and resources (Bunders, Broerse, and Regeer, 2021). IHG (2024) invests in staff training and development to raise awareness about sustainability issues and equip employees with the skills needed to implement eco-friendly practices, including regular workshops and seminars on the most latest environmental trends and technologies.
The corporation incorporates sustainability criteria into its performance management systems; managers and their teams are assessed on their capacity to meet these sustainability standards, as well as their financial and operational goals (Singh and Rahman, 2021). IHG's (2024) management style involves regular meetings with stakeholders such as workers, guests, local communities, and investors to discuss sustainability concerns, allowing the company to gather diverse perspectives and enhance its environmental policy.

[bookmark: _Toc166496600]Sustainability Practices
Organisations are progressively making efforts to become more environmentally conscious. These changes include employing green technologies, reducing waste, boosting energy efficiency, and ethical sourcing (Hegab et al.,2023). These programmes have a far-reaching impact, contributing to greater environmental benefits while also boosting the organization's reputation among consumers, particularly those who value corporate responsibility.
The InterContinental Hotels Group (IHG, 2024) has committed to significant environmental activities as part of its operational and ethical criteria, dubbed the "Journey to Tomorrow" project. This project illustrates their commitment to environmental stewardship and social responsibility, with the purpose of benefiting both people and the environment. Along with their sustainability initiatives, IHG's management style is crucial to effectively applying these concepts. To effectively manage sustainability efforts, incorporate sustainable practices into the overall business plan rather than treating them as side projects. It requires senior management commitment and clear communication of environmental and economic benefits to all stakeholders. Sustainability programmes have risen in relevance as businesses attempt to reduce their environmental impact while satisfying customer expectations for responsible operations. Initiatives frequently focus on garbage reduction, renewable energy utilisation, and supply chain sustainability. The advantages of such programmes include not just reduced operational expenses and regulatory compliance, but also better market positioning as a responsible corporation (Rafi, 2022). Integrating sustainable practices into core corporate strategies, comprehensive reporting on environmental impact, and stakeholder engagement are all required for effective sustainability initiative management. Well-managed projects connect environmental goals with business objectives, ensuring long-term commitment and measurable results.
[bookmark: _Toc166496601]Conclusion
Organisational structure, culture, and strategic direction, highlighting how these elements combine to drive the company's success in a highly competitive global market. IHG's decentralized structure promotes regional autonomy, allowing for tailored strategies that cater to diverse market needs, thereby enhancing operational efficiency and customer satisfaction (IHG, 2024). The company's commitment to "True Hospitality" forms the core of its culture, emphasizing care for employees, guests, and communities, which in turn fosters a positive work environment and enhances guest experiences (Voegeli, 2021). The implementation of cutting-edge technologies and environmentally sustainable practices not only improves productivity and reduces environmental impact but also positions IHG as a forward-thinking leader in the hospitality industry (Barriball et al., 2020). The management of these change initiatives is critical; IHG's effective leadership and clear strategic direction have enabled successful implementation and management of these changes, reflecting in improved operational outcomes and strategic alignment with long-term objectives (Raithel, Knippenberg, & Stam, 2021). Overall, IHG’s approach to managing its structure, culture, and strategic innovations demonstrates a robust model for navigating the complexities of the modern hospitality landscape, showing that effective adaptation and management of change are pivotal to maintaining industry leadership and the importance of cohesive organizational practices and strategic foresight in achieving sustainable growth and operational excellence (Bunders, Broerse, & Regeer, 2021).
[bookmark: _Toc166496602]Recommendation
Many organisations have initiated measures to improve workplace diversity and foster more inclusive work environments, such as training sessions, modified recruiting practices, and support for affinity groups. To effectively manage these changes, top management must commit and act consistently, instill these values in the company culture, and regularly assess progress against established diversity and inclusion benchmarks. The success of these programmes typically relies on genuine buy-in from all levels of the company.
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