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[bookmark: _Toc56102964]Introduction
Global business environment influences the decisions and strategies of companies that operate globally. A major shift has occurred in the business environment due to the influence of the recent COVID-19 pandemic. The capabilities and resource usage of companies have been influenced negatively. External factors including political, economic, environmental etc affected businesses operating across major sectors. In this report, the focus will be given on the impact of the global health pandemic on the hospitality and hotel industry. Companies in this sector made changes in workplace policies and customer engagement policies to remain competitive. However, not all changes proved to be sustainable. Here, the UK-based renowned hospitality organisation, InterContinental Hotels Group plc, has been considered. The changes done as a response to the pandemic shall be critically assessed. Business frameworks such as PESTEL, Porter’s five analysis etc shall be used for critical analysis. The degree to which notable changes has been sustainable in the hospitality industry shall be examined. Based on the examination, suitable recommendations shall be outlined. 

[bookmark: _Toc56102965]Company background
InterContinental Hotels Group plc, abbreviated as IHG is based in Buckinghamshire, England and considered as one of the world’s leading hospitality groups. It was established in 2003 and as of 2019, IHG generated a revenue of 462.7 crores USD. The organisation operates across more than 100 countries. Few subsidiaries of IHG are InterContinental, Holiday Inn, Hotel Indigo and so on. Millions of consumers are the followers of a diverse portfolio of this hotel chain. The needs of owners and hotel guests are equally prioritised. The company operates nearly 5,977 hotels (Our global presence, 2020). The resorts and other properties of IHG have been designed to offer the best experience of the hospitality industry to the guests. Every hotel brand of IHG ensures that guests can connect and experience the true essence of hospitality. Business guests as well as the needs of the family and leisure travellers are met. Properties have been designed by considering the company’s commitment to sustainability, community and welfare of guests. Luxury, glitz and glamour define the IHG brands and guests experience international as well as exposure to the local culture. Hence, the staying experience has been modified with new amenities and inventive design with a touch of quirkiness. 
[image: ]
Figure 1: Company logo 
(Source: ihgplc.com, 2020)
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In the global hotel industry, the U.S market is the largest market of IHG comprising nearly 39.9% while the Greater China market is growing (Industry overview, 2020). The hotel and hospitality industry contributes positively to the economic growth of countries. A nation’s GDP increases due to the influx of tourists globally. Consumers have been spending on leisure travel because consumers have the choice of cheaper air travel. However, amidst COVID-19 pandemic, the situation has changed entirely. Due to lockdown and strict travel restrictions, the industry has been severely affected. In the UK, the situation is not varied from the rest of the world. Hence, the external factors affecting the hospitality industry in the UK has been analysed using the PESTEL framework. The framework is a useful method for marketers to examine the external environmental factors that might impact an organisation. 

PESTEL analysis 
	Factors 
	Analysis 

	Political 
	The government exerted its control and banned travel which deeply affected the hotel industry in the last few months. Similarly, tax reforms for hotel owners might be a positive change. The owners of high-end luxury hotels can save huge amount to design better and safer accommodations for guests. 

	Economic 
	The currency has fallen due to rapid changes brought about by the pandemic. The situation devastated the economic cycle, increased unemployment rate and job growth in this industry has been negative this year (Gursoy and Chi, 2020). The situation decreased the attractiveness of hotels and resorts and it was coupled with air travel restrictions.  

	Social 
	Guests have become more conscious and fearful about their safety due to the impact of the pandemic. Only essential travel is considered amidst this situation. People are less likely to make leisure travel choices and safety and sanitisation have become more important than comfort or luxury (Bove and Benoit, 2020). Hence, growth in this situation will depend on the company’s marketing strategy related to behind-the-scenes cleanliness process of rooms. 

	Technological 
	The pandemic created the need for serious technological advancements and modifications in the hotel industry. Due to stricter social distancing norms, the adoption of contactless technologies has become a need of the hour. Hotels are expected to adopt mobile key entry, room temperature controls, and remote check-in technologies to reduce guest and staff interactions (Zambello, 2020). 

	
Environmental 
	
The hospitality industry is already known for producing huge waste in the form of Co2 emissions, wastage of food and beverages, transportation policies etc. Amidst the pandemic, the need for adopting sustainable and green practices has increased and survival of IHG depends upon the degree to which it complies with environmental regulations. 

	Legal 
	The common legal issues that the hotel industry faces are related to the complexity of supply chains, labour laws, data privacy issues of guests etc. Amidst the pandemic, legal compliance has become mandatory and survival of the organisation will depend upon its commitment towards legal matters.  



Table 1: PESTEL analysis of the industry
(Source: Created by the learner)
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Figure 2: Negative impact of COVID-19 on hotels 
(Source: hospitalitynet.org, 2020)
IHG has consistently believed in making the guests comfortable and safe at its hotels and properties. The response to the pandemic has been quick and thoughtful because the organisation wanted to ensure that the guests, owners, colleagues and local communities are safe and proud of the organisational response at a critical time (Our response to Covid-19, 2020). The effort has been given to make responsible choices. The areas of response have been outlined below- 
· At the hotels and resorts, the COVID-19 guidelines have been implemented to ensure the health and wellbeing of guests. For instance, Cleanliness Ratings have been started to provide an overview of the cleanliness level of IHG hotels. 
· A programme known as Clean programme 2015 was started to ensure the hygiene of services and technologies implemented at IHG hotels. Amidst the pandemic, the services have been expanded and procedures have been evolved. For instance, the reception area of hotels now consists of sanitised stations, key cards etc. Similarly, social distancing norms at public places such as fitness centres, lounges and pools are maintained. 
· Staffs have been trained to use protective equipment and awareness regarding PPE standards has been created. 
· In June 2020, the organisation launched “Clean Promise” to assure that rooms will meet and exceed cleanliness standards (IHG Hotels & Resorts launches Clean Project to ensure a clean stay for guests - ET HospitalityWorld, 2020). 
· In terms of bookings, the response of IHG was quick as well. The clients of IHG vary from healthcare organisations to delivery groups and logistic groups. The organisation offers high-quality accommodation to the front-line workers of these clients. 
· The colleagues and business partners have been supported financially during troubled times. Market-specific employment opportunities have been created for them. Relief-packages have been tailored-made for staffs and IHG Hotel Colleague Job Centre has been created to support staffs that lost their jobs amidst the pandemic. Those staffs have been offered access to employment opportunities presented by other companies.
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Figure 3: Cleanliness initiatives and programmes of IHG 
(Source: ihgplc.com, 2020)
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Examining the sustainability of the changes
Porters’ five forces analysis 
· Suppliers’ bargaining power- In the hospitality industry, the type of supplier that might exert greater control over a company would be suppliers of trained personnel and labour. Demand for trained personnel is always high and consultancies can charge a hefty amount for supplying manpower to hotels. The five-star category hotels can gain a competitive advantage after hiring trained personnel only. 
· Buyers’ bargaining power- The power of consumers can be moderate to high. This is because different options are available to buyers. Notably, the tour operators, international airlines, convention organisations can exercise greater power over luxurious hotels because their buying or investment capacity is high. Few business travellers can be price sensitive and they might look for better-discounted rates and offers at other hotels.
· Industry rivalry- Rivalry within the industry depends upon the number of direct competitors and equal competitors (Porter, 2008). The competitors compete for market share. The factor can intensify when competitors can offer a greater quality of services at lower prices. Rivalry tends to intensify over the years and pressures during peak seasons and weekends can be understood because organisations compete to grab the attention of target customers. 
· Threat from new entrants- The threat is low due to high entry barriers in the industry. Establishing a reputation in the industry requires huge capital, experience and strategy. New entrants might face issues due to location unavailability, low access to distribution and marketing channels, high capital cost and similar barriers (Cheng, 2013). 
· Threat from substitutes- The threat is high because customers’ preferences are changing abruptly. Cheaper rental options of Airbnb and similar companies are soon replacing the luxury hotels (Knowledge, 2020). Similarly, increasing air travel costs during recession lapses international travel. Customers look for low priced and cheaper tourist hotels and staying rooms. Hence, it increases the uncertainty of luxurious hotel operators. 
Inevitable changes have been occurring in the hotel industry. Without adaptability and flexibility, survival can be extremely challenging. Gaining a competitive edge amidst the pandemic can be tough if the organisation fails to embrace technological and social change abruptly. IHG operates in the hotel industry and the five forces discussed above have an impact on its operations. Amidst pandemic, hotel staffs are losing jobs and despite efforts such as the IHG Hotel Colleague Job Centre, the needs of all staff members might not be getting fulfilled. The pandemic jeopardised the hotel industry across the globe. Hence, travel restrictions and safety matters have increased the demands of guests. Due to the outbreak, the number of inbound tourists in the UK has fallen significantly (COVID-19 outbreak has jeopardized the UK hospitality sector - GlobalData, GlobalData, 2020). The public response to the industry has been negative amidst the pandemic. Coupled with this, substitutes such as cheaper rental options for all kinds of travellers have increased the risk of survival in this industry. 
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The hotel industry was one of the first industries to suffer the blow and impact of the pandemic. Therefore, IHG faced the reality very soon in early 2020. Nevertheless, the companies operating in this industry adopted innovation faster. IHG has already set examples by adopting safe business practices. Nevertheless, the focus should be given on adopting smart accommodation choices and new technological protocols to offer a greater travel experience to guests. New recommendations and options can be considered to survive in the industry- 
· Robots can become a new reality as programmed robots can set better cleanliness standards. Hotel operations can be reopened by using germ-zapping robots. The robots can be programmed to follow guidelines while cleaning rooms or suites (Rabin, 2020).  
· Embracing new technologically effective disinfectants can ensure proper health and safety of staffs and guests. Platforms such as Breezeway and Properly helps property managers to maintain cleanliness standards. 
· The key to success amidst the pandemic is an emphasis upon contactless operations. IHG already adopted contactless standards and means at the reception area and public spaces such as pools and parks. However, further changes can be made by using biometrics for health checks of guests. The mobile phone can be used to implement touch-less services and the use of room keys, boarding pass, credit cards should be done using a mobile phone.
· The organisation should make diagnostic testing a necessity during the check-in process. Antibody tests should be conducted on guests before and during their stay at the hotel. 
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Figure 4: A cleaning robot for hotels 
(Source: nytimes.com, 2020)
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The report outlines the condition of the hospitality industry and specifically IHG amidst the global health pandemic. It has been noted that the business environment is unstable and uncertain. Although hotels have reopened and strict safety guidelines have been implemented at IHG, the need to implement technologically advanced solutions have been recommended after analysing the global business environment. The organisation can gain competitive advantage and regain the trust of domestic and international guests after adopting innovative solutions quickly. 
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