

Management and Organisational Behaviour
BMIH5004 
Organisational behavior and managing pandemic induced change in IHG.




Student name: Victor Gabriel Tisescu
Student ID:2125838
Lecturer: Charlotte Joyner



















Table of Contents
Introduction:	3
Discussion:	3
Organisational structure culture and goals	3
Recent change initiatives	5
Impact of the changes	6
Management of the changes	7
Strategic Direction and Current Business Performance	8
Conclusion	9
References	10



[bookmark: _Toc159948453]Introduction:
This academic case study will focus on researching and critically evaluating the organisational behaviour of the IHG hotel group. The evaluation would be performed both at the corporate organisational and individual unit levels. Apart from that, the organisational structure, culture and goals will be critically evaluated to get a brief understanding of the internal organisational behaviour of the IHG group. Apart from that, recent change initiatives undertaken by the IHG group will be discussed along with its impacts. The ways in which the changes were managed will be analysed briefly, detecting the effectiveness of the change management approach. The strategic direction will be analysed along with the current business performance of the IHG group.
[bookmark: _Toc159948454]Discussion:
IHG, or Intercontinental Hotels Group, is one of the most renowned hotel chains in the world and is known for its rich heritage and historical significance. With nine openings in 2019, the brand has been developed as the largest luxury hotel brand (Fernandes 2021). The Group currently operates through nine hotel chains that offer premium-level service and comfortable accommodations for business professionals and travel enthusiasts. The hotels under this group are equipped with all the modern amenities to cater for the distinct needs of the customers, and they focus on personalising the experience by developing an emotional connection with their consumers.



[bookmark: _Toc159948455]Organisational structure culture and goals
Structure:
IHG group follows a strict hierarchical organisational structure that consists of several levels and hierarchies. The brand aims to maintain the highest standards of corporate governance through a chain of commands flowing from upwards to downwards. The organisational structure further supports the IHG's group if they act responsibly and run the business with honesty and transparency. The board members lead the strategic and operational goal achievements at IHG and monitor the performance metrics along with the risk assessment. Apart from that, the board consists of independent non-executive directors, a chairman and a CEO, along with the company secretary and various management members (IHG Plc 2024). The diversity in the skills, knowledge and competency of the board members has developed organisational resilience and facilitated the success of this organisation.
Goals:
The purpose and goals of this organisation are simple yet powerful. IHG aims to deliver a true hospital and city for good, inspiring, and making informed decisions regarding shaping the dimension of the organisational culture, fulfilling the service commitment, and protecting the community (IHG plc 2024). It further aims to bring positivity into the lives of people by bringing loved ones together, creating a sense of belongingness, and improving the lives of people who are directly associated with the IHG group of hotels through skills development and training. The business is driven by several values, such as making the right choices, showing empathy and care, aiming at higher goals, celebrating diversity, and working together collaboratively. The integrity of the brand is ensured through anti-bribery and anti-corruption legislation.
Culture:
The culture of the IHG group of hotels is the identification and driving force behind their goal-achievement actions. The organisation maintains a healthy and safe working culture for its employees to foster innovation and job satisfaction. The flexible mode of working has ensured maximum work-life balance for the employees, and the work environment equipped with the latest technological advancements has helped the employees to utilise the maximum of their efficiency (IHG Plc 2022). The code of conduct has ensured compliance with ethical and moral behavioural standards and ensures equal opportunity for everyone. Apart from that, a strong equity and diversity policy is maintained throughout the organisation to ensure the inclusion of cultural diversity, which has further enhanced the productivity of the IHG employees. The culture also advocates for ensuring sustainability through the reduction of carbon emissions and environment-friendly practices in supply chain operations.
[bookmark: _Toc159948456]Recent change initiatives 
The recent change initiative was taken by the IHG group as a direct impact of the pandemic. The hotel and hospitality industry faced a tough time during the aftermath of the pandemic. The owner of Holiday Inn, IHG Group, faced a sharp drop in its revenue during the third quarter of 2020, which amounted to 53.4 per cent (Guardian 2020). The reason behind this loss was the social distancing norms induced by the pandemic, which restricted people from traveling outside. To deal with such a situation, IHG decided to reinvent itself by announcing a name change. It changed into a simpler name, which is IHG Hotels and Resorts. The change of the name was performed to bring back the lost brand awareness and reinstate the brand engagement in the minds of the consumers. Apart from that, the brand updated its booking policy through flexible booking and upgraded the cancellation policy to attract new consumers and retain old consumers. A special focus has been given to maintaining cleanliness and safety in hotel rooms after the pandemic (Forbes 2021). The organisation implemented a few cleanliness programs, such as the IHG Way of Clean Enhanced Cleanliness programme and the IHG Clean Promise. The customer service area was also transformed in the IHG hotels and upgraded with the latest technological transformations to reduce human contact. Compared to the previous year, IHG spent more on employee salaries as the hotel eliminated some of the designations, and the people were reassigned to other positions. Apart from that, the service improvement programme was introduced, which involved training the employees to wear masks and PPEs, disinfecting the rooms, maintaining pandemic precautions, temperature screening and so on (Zhao 2020). The problem improvement programme was also one of its reinvention measures to eliminate the check-in problems faced by the guests. 
[bookmark: _Toc159948457] Impact of the changes
The impact of the changes was far-reaching and yielded excellent results for the consumers and the IHG hotels and resorts both. For the consumers, IHG came up with an improved experience that prioritises safety and infection control measures. It assured the consumers who were travelling internationally and had a fear of transmitting the virus and ensured a pleasurable stay for them. The frequent cleaning sessions of the hotel rooms and the cleanliness and disinfection checking developed a sense of safety in the minds of the consumers. Digital advancement was incorporated into the service to reduce human contact. Zero contact check-ins and check-outs, online payments, and digital access to the rooms further enhanced the staying experience for the guests. The increased accommodating capability and additional amenities incorporated to cater to the specific needs of the guests further enhanced the satisfaction level of the consumers. The extended consumer service support further focused on resolving the grievances of the consumers during their stay at the IHG hotels or booking process, which further enhanced their positive perception of this brand. As a result, the consumer satisfaction index of the IHG hotels increased to 76 from 74 in 2022 (Statista 2023).
On the other hand, the brand value and brand awareness increased significantly for the IHG hotels. The employees were offered various training and skill development programmes as a result of the drastic shifts in their roles and responsibilities. For example, the Journey to GM talent acceleration programme was launched to support the employees in the role of the general manager (Annual Report 2021). To enhance the satisfaction and mental or physical well-being of the employees, the number of shift hours was reduced, and flexible shifts were introduced. Flexible shifts and hybrid modes of working ensured that there was less pressure on the employees and that the burden of work was shared. It further enhanced the productivity of the employees, which resulted in increased revenue for the IHG group. 
[bookmark: _Toc159948458]Management of the changes 
The change management in the IHG hotels can be explained using Lewin’s Three-step change management model. The model has three stages, which are Unfreeze, change, and Refreeze (Burnes 2020). The steps will be discussed in the context of IHG hotels below:
Unfreeze:
The unfreezing stage involves communicating the changes to the employees or the stakeholders associated with the organisation. The stakeholders must be briefly communicated about the need and importance of the changes before implementing them. Therefore, virtual team meetings at the regional and functional levels, along with regular employee calls, were held in this organisation with the chief executive officer and the leaders (Annual Report 2021). Communication is the key to dealing with sudden organisational changes (Jabri and Jabri 2022). Apart from that, communication with the employees was an integral part of managing the changes as they were directly involved in the service delivery process. Their roles and responsibilities were transformed due to the pandemic-induced changes. As a result, they had a confusion regarding their new job roles. Effective communication is important to provide clarity regarding the job role and enhance job satisfaction. On the other hand, the employees fear the uncertainty of their jobs due to the incorporation of technological innovation through the automation of many services, and they resist the changes (Darmawan and Azizah 2020). During this stage, IHG made extensive use of effective communication to prevent resistance from the employees. 
Change:
The change stage involves slowly exposing the employees to the actual transformation of the changed process of service delivery in the IHG hotels. The employees were not equipped enough to embrace the change, and IHG decided to impart training skills and knowledge necessary to cope with the pandemic-induced changes in the business process. The cleanliness training was imparted along with the disinfection and sanitation measures that were to be conducted in the rooms of the guest’s multiple times in a day. Secondly, the technological understanding of the employees was improved so that they can get habituated to the usage of the latest technological amenities such as Zero contact check-ins and check-outs, online payments, digital access and so on. The employees were further enrolled in the problem improvement programme, which helped them reduce their mistakes in service delivery. 
Refreeze:
The refreeze stage involves review and monitoring of the process. Several review and monitoring processes were arranged to evaluate the progress of the changes; the employees were also assisted with mental assistance to deal with the transition phase. The managers used to share feedbacks with the employees regarding their adaptation to the changes. Interaction and discussion sessions were also organised to empower the employees to voice their opinions. The feedbacks were collected from the employees through surveys and questionnaires. On the other hand, the problem-solving committee further focused on resolv9ng the employee grievances. These measures further ensured the successful implementation of the changes and the effectiveness of the process. 
[bookmark: _Toc159948459]Strategic Direction and Current Business Performance 
IHG group of hotels channelises its strategic direction towards digital innovation and technological advancements to streamline operations. Apart from that, the strategic direction puts emphasis on reinstating the brand value, enhancing the performance of this organisation, and enhancing the brand appeal to the owners (IHG Plc 2024).Another strategic goal of this organisation is to make effective utilisation of the expertise and improvement of the experiences of the guests to explore the most valuable international markets (IHG Plc 2024). 
IHG has shown a significant level of growth in its current performances. As per the data received in 2023, IHG was able to generate a huge revenue of 1.84 million USD in 2022 (Statista 2023). It further reflects that the business has been able to recover the losses that it incurred during the pandemic. 
[bookmark: _Toc159948460]Conclusion 
The above case study has revolved around the research and critical evaluation of the organisational behaviour of the IHG hotel group. The evaluation has shown both the individual and organisational aspects. The case study has portrayed the structure, culture, and goals of the IHG group of hotels to develop a brief understanding of the organisational behaviour of the IHG group. Apart from that, recent change initiatives undertaken by the IHG group due to the pandemic have also been discussed. The impact of the changes in the organisational performance and enhanced productivity was elaborated. The management of the changes was discussed through Lewin’s change management framework. In the end, the strategic direction and the improvement in the performance have reflected the successful implementation of the change management approach. 
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