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[bookmark: _Toc136584788]Introduction 
The following report is based on the business audit of Intercontinental Hotel Group which is one of the leading hotels in the United Kingdom. The hotel chain consists of 3.5 lakhs of staff members working across over 100 countries to provide excellent hospitality facilities. The vast portfolio of different brands of the company is so popular and chosen by millions of consumers throughout the world (ihgplc, 2023). The hotel chain is highly dedicated to their customer service to satisfy their needs as much as possible. They are following a tall and hierarchical organisational structure with a centralised leadership and management system. While discussing different types of organisational culture such as task, role, person and power the specific cultures followed by the hotel will be discussed. The company is following an effective combination of role and task culture. The IHG is primarily focusing on achieving sustainable development goals, better techniques of food waste management and a strong base for customer loyalty. The recent initiatives taken by the company to boost its business growth across the globe will be mentioned also. The strategic business policy and current market condition of the IHG will be explained with relevant data. 
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Culture, structure and organisational goal
[bookmark: _Toc136584790]Culture of the brand IHG
IGH is a British multinational hospitality company. Which operates in 884,820 rooms and 6,028 hotels. Using the model of Charles handy it will be tried to figure out which kind of organisational culture and structure Hotel Premier Inn follows. Charles Handy has categorised corporate culture into four segments, based on characteristics, principles, functionary and deliverables (Managementstudyguide, 2023). The four types of culture mentioned by Charles Handy are power culture, task culture, person culture and role culture. 
Power culture 
In a workplace that follows a power culture, subordinates must strictly follow the commands from higher authority. Power relies on the hand of a few people. They enjoy special privilege at the workplace and delegates responsibilities to other employees. However, the scenario does not fit the features of the IGH hotel. The company highly believe that the fundamental success of the company exists within a motivated and highly engaged team. This implies the company does not believe in authoritative power-centric culture. 
Person culture
In person culture employees feel that they are more important than the organisation. Individuals are focused towards own selves instead of fulfilling the duties they are handed over. This model also does not befit the workforce pattern of IHG, because the company execute a perfect balance of organisational and employee betterment. The management tries to channel the team’s potential in a way where the satisfied employee can put their best for the organisation's greater good and receive benefits and promotions when the company is improving and can maintain its success by overtaking other brands. 
Task culture
Task culture is teams are formed to solve a critical problem or achieve targets. The hotel group prioritises their team and hereby they organise programmes to navigate different personalities in the workplace. This innovative thinking and initiative show that the company is always one step ahead of other brands and is keen to consolidate business sustainability. 
Role culture
In role culture, each employee is given a specific responsibility based on their skill, education, knowledge and willingness to extract the best output. IHG Hotel follows the model of a role culture and appoints the employees where they need the more and accomplish the specific task they are appointed for. From the above discussion, it is understood that the company is following role culture as well as task culture and is trying to increase employee productivity by bringing harmony between the two. The brand believes in five principles, doing the right thing, showing care for people, higher aim, having different celebrations, and working better together (Ihgplc, 2020).
Reward culture- apart from the following culture the hotel group also emphasised reward culture to retain employee motivation.
[bookmark: _Toc136584791]Structure of the brand IHG
The company follows a tall hierarchical structure. The management board of IHG comprises the chairman, CEO, CFO, and a number of non-executive directors. Using such a business structure the company closely managed the areas of business in an effective way. Employees receive excellent progression and opportunities and managers have tight control over employees. As well as the brand follows a functional structure where regional representatives supervise a specific department (IHG owner association, 2022).
[bookmark: _Toc136584792]The goal of IHG Hotel groups
The goal of the company is to provide affordable hotels for guests, a discrimination-free workplace, where employees will receive training regarding skill, meaningful work and professionalism, and where no barriers will prevent the entry of talent or limit people’s ambition. Genuine confidence and committed service are the motto of the company. The value the company is shared is guests, people, community and investors. 
Affordable service- The brand wants to provide its customer with an affordable service by managing hotels and franchising brands on behalf of third parties. When delivering affordable service, the brand ensures the generation of strong returns by meeting customer demands on a large scale (Ihgplc, 2022).
Sustainable development- the company prioritises CSR. Charity of food instead of waste, child nutrition, zero carbon emission, single use of plastics, uses of solar energy and scientific waste management are some initiatives. The company noticed customer demand and how businesses in the broader society need to evolve over time. The cost of food waste is halved because hotels donate the remaining food to charity. It is a type of lean management process where supply chain, distribution and waste management channels can be well maintained.  Additionally, in the eyes of the world, the company is gaining a reputation of valuable standards, which is helping to expand the customer base through advanced marketing. In Australia, the hotel group partnered with Ozharvest aiming to donate food to the local community. By overseeing the management from farm to fork the company was able to reduce 23.6%.
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(Ihgplc, 2023)
True hospitality for the good- Making the brand loved and trustable, solution-focused, customer-centric, building one team, digital advantage, and care for people, community and planet are the main ambitions of the Intercontinental hotel chain. Deliver industry-leading growth, enterprise platform and performance which will be sustainable for stakeholders, including guests, owners and society as a whole.
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Recent change initiatives by Intercontinental Hotel Group and their impact and managing process
While crossing the Covid-19 crisis the hotel industry of the UK has struggled a lot. The Intercontinental Hotel Group is trying to give assurance to its clients by providing them with many guarantees in every meeting. The recent initiatives are followed as, 
Opening new hotels and rebranding the company
The Intercontinental Hotel Group continued to open new hotels after the pandemic (ihgplc, 2023). They preferred to launch their brands in new markets such as voco as a premium collection brand, Indigo as a luxury brand, Holiday Inn as an essential collection brand etc. The hotel group has focused on a digital check-in system to support the tourists and prevent the spreading of the pandemic. The hotel is highly committed to hosting its guests with a warm welcome, and good accommodation to give them the best experience of staying in the hotel (MarketScreener, 2023).
Changing in business policies
During the pandemic years, IHG has changed its hotel policies in many ways. They offered more flexibility on hotel bookings to their clients by allowing postpone, cancel and change whenever they need it. The hotel group is giving a 5% refund on the master bill and no attrition fees if the room is not booked (Stoimenov, 2023). Customer safety has been given more importance by the company. The vaccination guidelines are strictly followed by them to avoid the health risks associated with guests. The hotel has revitalised the cleanliness programs to support the good health and mental well-being of their employees and clients to make the place feel comfortable (Elliott, 2023). 
Better customer service 
IHG has developed their customer dealings through various methods after the pandemic. Introducing new products and programs to target potential clients is a key marketing strategy for them (ihgplc, 2022). At present, the IHG resorts and branches are seen in different places. The company is trying to make the hospitality service accessible to a maximum number of tourists by extending its business to different locations. The spanning of the brands helps to catch more customers from before. Offering excellent quality tourist experiences IHG has chosen to be on the wishlist of clients (globaldata, 2023).
Giving more priority to the executive team 
The hotel chain has imposed much more focus on the proper functioning of the executive team to run the business operation in an efficient manner. The executive team has a great responsibility to take care of key sectors. They have to take care of the internal and external stakeholders including hotel owners, staff members, guests and shareholders (ihgplc, 2023). The easy cancellation and flexible bookings are their responsibilities of them which have made the hotel preferable for visitors. The loyalty issues of the employees are also supported by the executive team very well (Elliott, 2023).
Revamped meeting planners
IHG is focusing on flexibility in the arrangement of meeting planners. The company is providing various technological solutions to promote video conferences while discussing project plans or conducting business meetings (Pichierri et al., 2023). The IHG team is supporting the meeting planners with great adaptiveness in this uncertain global scenario after the massive hit of the pandemic. The diverse chain of the hotel group is keen to offer unique spaces ensuring every event or meeting is memorable (hospitality, 2022).






[bookmark: _Toc136584794]Strategies used by the company
Build and leverage scale- Main strategy of the brand is to value creation and makes the brand preferable and affordable to every segment of customers. One of the reasons for the success of the company is its strategic model which is based on innovative work style like network, brand portfolio revenue program (IHG , 2023). The hospitality industry gains remarkable advantages from scale portfolios. The company's objective is to create the most valuable market by leveraging high customer experience and creating a workplace culture that will retain the old customer base, attract new people, and make a positive impact worldwide. The brand focused on customer targeting especially in the geographical market and key cities.
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(Ihgplc, 2017)
Enhancement of revenue delivery- Direct delivery channel utilisation helps to reduce operations costs and increase the revenue margin of hotel owners.  Hotel brands of a global scale use direct booking system technology to reduce the cost of mediators by a lot.  Due to the supervision of regional decentralized management, the care of each local hotel is more perfect and systematic.  Had it been supervised from a specific centre; such clear and close monitoring of properties would never have been possible.
Strengthen loyalty programme- A loyalty programme helps the company to retain its customer base as well reduces employee turnover rate. IHG reward club helps to bring relationships with guests.
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(Ihgplc, 2023)












[bookmark: _Toc136584795]Conclusion
In this audit study of Intercontinental Hotel Group, the different aspects related to its business operation have been discussed. A general overview of the company has been given in the introductory part of the report. The business goals, vision, and mission of the hotel chain have been described. The organisational structure and culture followed by the hotel and its role in business operations have been discussed in detail. The different initiatives taken by the hotel after the pandemic outbreak had a major impact on the business growth. The company is basically trying to expand their business by launching new products in the vast market of the UK. Making the bookings flexible for the customers and providing premium service delivery are the key objectives of the company. The executive team’s efficiency is the top priority of the hotel to manage the interrelationship between the workforce and the clients. 
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