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[bookmark: _Toc168051694]Executive summary 
The aims of this study were to conduct in-depth reviews of InterContinental Hotels Group's (IHG) performance, culture, structure, current transformation activities, and strategic direction. With its hybrid organisational structure, IHG achieves a balance between decentralisation, which fosters operational agility, and centralisation, which ensures strategic coherence. IHG's emphasis on customer happiness and innovation has a substantial influence on staff behaviour and overall performance, resulting in increased customer satisfaction and service quality. The strategic goals of market development, sustainability, and enhanced guest experiences are all consistent with IHG's organisational structure and culture. This linkage strengthens strategic objectives as well as operational processes.
Recent initiatives to transform, like as digital transformation and sustainability programmes, have favourably impacted IHG's operations. These steps have resulted in improved operational efficiency, financial performance, and brand reputation. Effective change management strategies, such as strong leadership, open communication, and stakeholder involvement, have had a substantial influence on the projects' surceasing’s current strategy is built on four pillars: market growth, technical innovation, sustainability, and brand distinctiveness. When compared to rivals such as Hilton and Marriott, the comparative research revealed that IHG had a significant edge in sustainability and digital transformation. In order to retain growth and achieve a competitive edge, IHG may leverage digital innovation, experiential travel trends, market expansion, and loyalty programmes in the future.
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[bookmark: _Toc168051695]Introduction 
InterContinental Hotels Group (IHG), a well-known worldwide hospitality firm, is famous for its diverse variety of hotel brands catering to various market sectors (Stoimenov, 2023).  IHG, founded in 2003 and operating in about 100 countries, has a portfolio of almost 5,900 hotels and nearly 880,000 guest rooms (Voegeli, 2021). The purpose of this research is to critically evaluate and explore the link between IHG's organisational structure, culture, workforce, and overall performance. It will also look at the key aspects of managerial work inside the organisation, focusing on the role of leadership and the components of successful management. This research analyses current transformation efforts and their influence on organisational performance, as well as offering a complete evaluation of IHG's organisational structure, culture, and strategic objectives. Furthermore, the research will examine IHG's strategic orientation and give a comprehensive appraisal of its competitiveness and potential ( 
[bookmark: _Toc168051696]Organisational Structure
The organisational structure, an important component, governs the allocation, coordination, and monitoring of activities to achieve organisational goals. Theories such as mechanistic versus organic structures and functional versus divisional structures provide a foundation for comprehending various organisational structures (Damanpour and Gopalakrishnan, 1998). The InterContinental Hotels Group (IHG) features a hybrid organisational structure that combines aspects of both decentralised and centralised approaches. IHG's corporate structure is centralised to maintain consistency and alignment with its worldwide strategy and brand standards. The amalgamation of various brands, including InterContinental, Holiday Inn, and Crowne Plaza, allows for more efficient decision-making and homogeneity. Nonetheless, IHG has a decentralised strategy at the hotel unit level, giving regional managers and local hotel units extensive autonomy and decision-making authority. Because of increased flexibility, local managers may efficiently and quickly react to individual market situations, consumer preferences, and cultural variations, resulting in higher customer satisfaction (Pizam, et al; 2016). The dual structure's effective management of flexibility and productivity improves IHG's performance. Operational decentralisation encourages innovation and adaptability, but a concentrated core assures strategic consistency and brand authenticity. This framework enhances communication and decision-making, allowing IHG to retain a competitive advantage in the continually evolving hospitality business.
[bookmark: _Toc168051697]Organisational Culture
Organisational culture refers to the common ideas, attitudes, and standards that impact individual conduct inside a company. Theories like Schein's model of organisational culture and Hofstede's cultural dimension provide frameworks for understanding these cultural processes (Hogan and Coote, 2014). The InterContinental Hotels Group (IHG) creates an atmosphere that promotes innovation while prioritising client demands.  In addition, IHG's business culture is based on the key principles of integrity, teamwork, and quality. The key aims are to deliver great tourist experiences and to continuously improve. Similarly, The organisation fosters a cooperative atmosphere that actively encourages the exchange of ideas and participation in creative processes, boosting both individual and organisational development. IHG's culture is defined by a strong commitment to tolerance and diversity. Given its worldwide activities, Company strives to create a work environment that values diversity and encourages inclusiveness. A business culture that values diversity increases employee happiness and minimises turnover, resulting in increased productivity. Its culture has a significant impact on employee behaviours and overall organizational success. Emphasising client-centricity guarantees high service quality, which leads to greater customer satisfaction and loyalty (Yampolska, 2023). Furthermore, the company's commitment to cultivating a creative mentality result in the creation of distinctive service offerings and increased operational performance, all of which contribute to IHG's market competitiveness. IHG promotes organisational performance and employee engagement by integrating cultural values with strategic goals.
[bookmark: _Toc168051698]Aims and Objectives
Setting specific and clear objectives is critical for directing an organisation towards its long-term vision. The term SMART criteria, which stands for Specific, Measurable, Achievable, Relevant, and Time-bound, provides a structured technique for setting objectives that improves effectiveness (Glushchenko, 2023). IHG uses these principles to define and achieve its strategic goals. IHG's three primary aims are to promote sustainability, improve guest experiences, and grow the market. Market expansion aims to broaden the company's global reach by establishing new sites and exploring new areas. This aim is consistent with IHG's organisational structure and culture since it uses a centralised strategy to maintain uniform branding across all locations while also allowing regional units to tailor their approach to local markets. Improving guest experiences is a core focus of IHG's customer-centric approach. This includes continually enhancing the facilities, including cutting-edge technology like as smartphone check-ins and AI-powered customer service, as well as personalising visitor experiences (Bharwani and Mathews, 2021). These programmes are largely designed to increase customer happiness and loyalty, which have a direct influence on revenue growth. 
[bookmark: _Toc168051699]Description of Initiatives
An organisation's capacity to adapt and prosper is determined by its recent transformation projects. Theories such as Lewin's Change Management Model and Kotter's 8-Step Change Model provide systematic techniques for implementing and managing change (Laig and Abocejo, 2021). The InterContinental Hotels Group (IHG) has implemented several substantial adjustments to improve its market position and operational performance. IHG's digital transformation approach is excellent. Recognising the rising significance of technology in the hotel sector, IHG has made substantial investments in digital tools and platforms. Among these are the introduction of a novel technique for reserving guest rooms, the creation of mobile applications to expedite customer interactions, and the use of artificial intelligence to improve personalised services. 
These technological innovations aim to generate revenue, enhance client experiences, and streamline operations. Another notable project is IHG's dedication to sustainability via its Green Engage programme (Kapoor, et al; 2023). This strategy prioritizes lowering its hotels' negative environmental impact by implementing energy-efficient techniques, reducing water use, and eliminating waste. The initiative addresses the growing demand from eco-conscious travellers while also complying with worldwide sustainability standards. IHG has implemented comprehensive personnel training and development initiatives to build a culture of continual learning and innovation. 
[bookmark: _Toc168051700]Impact on Organisational Performance
Change programs may have an important impact on an organization's success because they affect customer satisfaction, financial performance, and operational efficiency (Phillips, et al; 2019). IHG's subsequent projects have also observed this trend. The implementation of IHG's digital transformation plan has greatly boosted operational efficiency. By adopting the new mobile applications and guest reservation system, the firm has simplified the booking process and increased customer relations. This has enhanced customer satisfaction and booking rates. These digital developments have increased income by simplifying pricing tactics and allowing personalised marketing efforts. Due to artificial intelligence, IHG can now better analyse and gather client data, as well as personalise services to each customer's preferences. This builds client loyalty and promotes repeat business (Snäll, 2023.). The Green Engage initiative also had positive effects, primarily cost reductions and a better business reputation. IHG has significantly reduced operating expenses and positioned itself as a sustainability leader by using energy-efficient practices and waste reduction programmes. This has attracted eco-conscious visitors and corporate customers who prioritise sustainability when choosing a hotel. Employee satisfaction has increased, and service quality has improved because of employee training and development efforts. Positive visitor feedback and better Net Promoter Scores (NPS) testify to the improved quality of customer service resulting from talent development and leadership growth (Peppers and Rogers, 2016). In summary, these efforts have increased IHG's competitiveness while also improving its long-term development and sustainability. 
[bookmark: _Toc168051701]Management of Change

Change management best practices like Kotter's 8-Step Change Model and Lewin's Change Management Model emphasize communication, leadership, and stakeholder participation (Adair, 2009). Using these concepts.  it has successfully managed its most recent transformation initiatives. In addition, it approaches to change management has placed a strong emphasis on leadership (Spears, 2023). The senior executives have done an excellent job of conveying the vision and goals of the digital transformation and sustainability projects, ensuring that all workers understand the significance and advantages of these changes. Digital platforms, town hall meetings, and business newsletters have maintained clear communication and updates, promoting transparency and trustworthiness. Stakeholder participation has also been a significant consideration. Throughout the planning and execution stages, organisation actively solicited the thoughts of its workers at all levels and included their perspectives in the transformation process (Armstrong, 2012). This inclusive strategy has increased employee acceptance and dedication while lowering resistance to change. Training courses are crucial in providing workers with the necessary skills to adapt to changing technology and work practices (Luo, et al; 2019). Extensive training sessions, seminars, and online courses have been provided to guarantee a seamless transition and minimal operational interruptions. 
[bookmark: _Toc168051702]Current Strategy
Strategic management theories, such as Porter's Five Forces and SWOT analysis, are important frameworks for analysing an organisation's strategy. To sustain its competitive advantage and achieve long-term development, IHG developed a comprehensive plan. One of the primary components of IHG's present strategy is market growth. IHG is expanding its global reach by opening new hotels in developing regions and improving its current ones. This growth plan is consistent with the company's aim of increasing market leadership and meeting the rising demand for a variety of hospitality experiences (Tan,  2021).  IHG places a heavy emphasis on brand differentiation and enhancing the customer experience, which is a crucial component of its strategy. To cater to a broad variety of client groups, IHG provides a diverse choice of brands, including luxury, mid-range, and economy options. To improve the guest experience, the corporation invests heavily in specialist services, cutting-edge facilities, and technological solutions such as smartphone check-ins and AI-powered customer care systems (Ananeva, 2019).  This strategy, which prioritises the consumer's demands and pleasures, seeks to promote customer loyalty, and encourage repeat business. Sustainability is also an important aspect of IHG's strategy. The Green Engage initiative, which emphasizes waste reduction, energy efficiency, and sustainable construction approaches, demonstrates IHG's commitment to environmental sustainability. This not only aligns with global sustainability trends, but it also matches consumers' rising need for environmentally friendly operations.  Furthermore, its strategy approach is strengthened by technical and creative investments. The organisation is always improving its digital infrastructure in order to simplify operations, improve customer service, and enhance data analytics capabilities. Company intends to leverage technology to increase operational efficiency and create exceptional guest experiences. 
[bookmark: _Toc168051703]Competitive Analysis
Frameworks for competitive analysis, including Porter's Five Forces and benchmarking, are critical for assessing an organisation's relative position in relation to its rivals (Krupskyi,  et al 2023). InterContinental Hotels Group (IHG) competes fiercely with major firms such as Hilton, Marriott, and Accor in the highly competitive hotel market. Porter's Five Forces framework is used to examine IHG's competitive environment. The hotel sector is capital-intensive and has a strong customer base of established brands; thus, new competitors are unlikely to enter the market (Okumus et al; 2019). However, the rise of new high-end hotels and the rapid growth of internet platforms like Airbnb offer an increasingly serious threat. To address this potential danger, its employs a diverse portfolio of brands and robust customer loyalty programmes. IHG's extensive network of long-term contracts and relationships, which reduces reliance on a single source, offers them a strong bargaining position with suppliers. Customers have a strong negotiating position since they have so many options( Bloisi,  et al (2007).  To address this issue, IHG prioritizes improving client experiences and loyalty by implementing personalized services and incentive systems. Given the rising popularity of replacement lodgings such as holiday rentals and house-sharing websites, the presence of substitutes is cause for concern (Enz, 2012). IHG answers this by highlighting the need to provide unique guest experiences while maintaining a high standard of service. The level of competition is impressive, given that well-known rivals such as Hilton and Marriott are always striving for innovation and expansion. IHG maintains its competitive advantage through technological innovation, sustainability initiatives, and strategic brand distinctiveness. In terms of dedication to sustainability and digital transformation, it clearly exceeds its rivals. While Hilton and Marriott spend similar attention on these areas, organisation has a significant competitive edge with its Green Engage programme and innovative digital technologies (Nguyen, 2019).  However, IHG may benefit greatly from the major advantages of its rivals, including Marriott's comprehensive loyalty programme and Hilton's fast worldwide development. 
[bookmark: _Toc168051704]Future Prospects
Strategic planning and forecasting are required to anticipate future trends and identify potential opportunities. IHG has an excellent opportunity to profit from a number of growing trends and commercial opportunities in the hospitality sector. The ongoing growth of digital transformation represents a huge opportunity for IHG in the future. IHG can improve client experiences and operational efficiency by using advances in artificial intelligence, big data analytics, and the Internet of Things (IoT)(Bounatirou,  and Lim,  2020). IHG's investment in cutting-edge technology will enable it to optimise operations, deliver more customised services, and make data-driven choices. Because of regulatory barriers and increased consumer demand for environmentally friendly operations, IHG will continue to prioritise sustainability. Extending the Green Engage programme and investigating other sustainability measures, such as renewable energy sources and sustainable supply chains, are critical if IHG wants to strengthen its position as an environmental leader (Bharwani,  and Mathews,  2021). The increased popularity of experience travel provides IHG with an additional growth potential. Travellers now seek for distinctive and fascinating experiences; IHG can meet this need by extending its portfolio of boutique and lifestyle hotels. The ability of these institutions to deliver carefully selected local experiences, intense cultural immersion, and personalised services appeals to an increasing number of travellers seeking unique and immersive encounters (Pienaar, 2010). 
[bookmark: _Toc168051705]Conclusion:
InterContinental Hotels Group (IHG) successfully combines distributed operational independence with centralised strategic management due to a strong organisational structure. This improves flexibility and decision-making capabilities. The business culture, which emphasises fostering innovation and prioritising customers, dramatically increases staff engagement and service quality, ultimately improving overall performance. The strategic objectives of IHG, such as increasing market share, promoting sustainability, and improving guest experiences, are well-aligned with its organisational structure and culture. This ensures that the organisation is pursuing precise and realistic objectives. Recent efforts, like the Green Engage programme and digital transformation, have significantly improved IHG's operational efficiency, financial performance, and brand image. Strong leadership, clear communication, and intensive training effectively implemented these changes and handed them over to the employees. IHG has an advantage in the market due to its current strategy, which emphasises brand uniqueness, technology innovation, and sustainability. The competitive analysis demonstrates that IHG expertly utilises its advantages to combat potential industry challenges and capitalise on positive situations. IHG is well-positioned to profit from future development opportunities in experiential travel, digital innovation, expanding markets, and expanded loyalty programmes. IHG can ensure its development and preserve its position as a global hotel industry leader by constantly altering its strategic objectives to reflect changing market trends and client preferences. Finally, IHG's comprehensive organisational plan, corporate culture, and strategic management guarantee that the company can weather setbacks and pivot correctly, creating long-term success and a competitive edge.
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