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Management and Organisational Behaviour: IHG Hotels and Resorts
Introduction
Effective management is crucial to the success of hotels in the hospitality industry since it helps create alignment between the organisational structure, objectives, and culture to provide excellent customer experience. Hotel management requires a consistent review of the organisational goals and business structure to promote identification, prioritisation and implementation of measures to improve organisational performance and employees' impression of customers (Köseoglu et al., 2020: Hoang et al., 2021). Hotel managers oversee operations through effective planning and organisation for improved customer experience (Reynolds, Rahman & Barrows, 2021). They should develop policies and procedures aligned with the organisational structure and culture to ensure improved employee performance and provision of excellent customer experience. 
Notably, this report focuses on the management of InterContinental Hotel Group (IHG). The hotel organisation has headquarters in Windsor, Berkshire, England and comprises 19 hotel brands across over 6000 travel destinations (IHG Hotels and Resorts, 2023b). Its transformational leadership approach has enabled it to build a strong brand and maintain a competitive edge in the highly competitive hospitality industry. As a result, this audit report will examine the structure, goals, and culture of IHG Hotels and Resorts. Besides, it will also explore the impacts of the recent initiatives at the hotel organisation and the measures the organisation employed in managing the initiatives. The last part will explore the organisation's strategic direction and performance in the current business world.
Organisation structure, culture, and goals
Structure
IHG Hotels and Resorts are operated based on a franchiser, manager, or own and lease models (IHG Hotels and Resorts, 2023a). Under the franchise option, the hotel brand allows established businesses to use its brand, management, and marketing plan in their operations (Lawrence et al., 2021). This enables the hotel to receive some franchise fees from the franchisees. On the other hand, IHG Hotels and Resorts (2023a) illustrates that under the manager model, the hotels are owned by third parties but managed by IHG leaders. The model allows a reputable hotel brand to manage your organisation in exchange for a small fee. IHG organisation employs individuals in such hotels' top leadership positions, like the general manager and financial controller (IHG Hotels and Resorts, 2023a). These individuals understand the business strategy, culture, and goals of IHG and, hence, can effectively align the operations of the hotel under the manager model with IHG's brand. 
Finally, under the own and lease model, IHG organisations own many hotels, some of which they lease to others (IHG Hotels and Resorts, 2023a). The organisation has been selling its assets to achieve an asset-light business model. They help build businesses by supporting hotel owners with resources to improve hotel performance and customer satisfaction. It engages hotel owners to franchise businesses to it and in developing the hotel. Notably, IHG is at the forefront of managing all the identified business models through its brand ownership, marketing, and distribution channels (IHG Hotels and Resorts, 2023a). Its involvement in the leadership positions of the hotels enables it to establish an organisational culture in those organisations to ensure alignment with its business brand. Thus, the management structures of the models guarantee improved organisational performance by promoting a culture that values employees who can replicate the value in ensuring a positive customer experience. 
Culture
Organisational culture directly influences the performance of employees. According to Sarhan et al. (2020), organisations with a strong culture promote positive employee performance. It encourages employee commitment to the organisation's values and goals, resulting in positive performance and customer experience in the hospitality industry. For instance, IHG Hotels and Resorts has clearly defined its values, expectations, and practices to inform employee behaviour and performance (Kwan & Tong, 2023). It operates under the philosophy of "caring for those who care for its guests", which has enabled it to improve employee performance and commitment. For example, it offers rewards and benefits like healthcare and bonus points that its employees can redeem when they book rooms across its hotels (IHG Hotels and Resorts, 2024). Such benefits motivate employees to maintain productivity and promote positive guest experiences. 
The organisation's culture also incorporates a transformational leadership approach, which involves motivating and inspiring employees to improve productivity (Buil, Martínez & Matute, 2019; Mishra, Mishra & Singh, 2019). Aftab et al. (2023) explain that transformational leaders utilise open communication, rewards, and development programs to inspire employees' commitment and productivity. In this case, IHG Hotels and Resorts has adopted a transformational leadership style to inspire employee productivity and improve customer experience (Kwan & Tong, 2023). It employs open communication to address employee concerns and inform them of the business practice goals and expectations (Buil, Martínez & Matute, 2019). This allows it to maintain a positive work environment for the employees, who can replicate the benefits they receive to ensure a positive customer experience. 
Goals
The goals of an organisation also influence its management structure and performance. Organisational managers must align their leadership styles with the organisational goals to ensure positive performance. Vargas-Sevalle, Karami, and Spector (2020) explain that organisations that aim to inspire employee productivity can adopt leadership styles, like the transformational approach, which emphasises the importance of employee motivation in organisational success. The leadership style helps clarify and motivate employees to strive to achieve the organisational goals (Aftab et al., 2023). In this case, the IHG hotel organisation uses the transformational approach to communicate its goals to the employees. It allows it to clearly communicate the goals and align employee activity towards achieving them (Kwan & Tong, 2023). Below are some goals of IHG Hotels and Resorts:
· To achieve a sustainable future by adopting green energy in its operations. 
· To pioneer transformation into reduced waste production in the hospitality industry.
· To foster a culture promoting open and honest employee engagement.
· To inspire a culture of diversity and promote inclusive work environments across its hotel and resort outlets.
Recent change initiatives, their impact and how well these were managed
IHG Hotel has implemented various change initiatives to improve its performance and competitive edge in the hospitality industry. It reinvented itself by changing its name to the IHG Hotels and Resorts in preparation for international travel after the Covid-19 pandemic (Elliot, 2021). The rebranding process was accompanied by increased inclusivity in its loyalty program and promoted positive customer experience. Notably, Elliot (2021) illustrates that these changes reflect the increased emphasis on improving employee and customer experiences. They position IHG Hotels and Resorts as an organisation that treats its employees and customers well, increasing the potential to attract more guests. The rebranding also enabled it to improve its culture, which inspires employee commitment, engagement, and overall customer experience (Sarwar & Muhammad, 2020). According to Elliot (2021), IHG Hotels and Resorts managers its rebranding initiatives through a chief customer officer (Claire Bennett), who is responsible for ensuring customer loyalty and brand management. The manager coordinates with the human resources department (HRD) to create a positive environment that can improve customer experience and influence their retention at the organisation. 
Additionally, the organisation also introduced an IHG LIFT program aimed at expanding developmental opportunities for the underrepresented groups at the hotel. IHG Hotels and Resorts (2023c) illustrates that the initiative will promote diversity and address underrepresentation challenges like limited growth opportunities for minority populations. It will also prioritise underrepresented businesses to ensure they own businesses under the IHG Hotels and Resorts brand. Overall, the initiative will enable the hotel organisation to embrace diversity in its work structure. Chaudhry, Paquibut and Tunio (2021) explain that workplace diversity promotes creativity and innovation, including smarter decision-making processes. Employees from different cultures can provide unique perspectives on organisational issues to ensure creative and effective decisions are made to address the problems. In this case, the initiative will enable the hotel to attract diverse talents from the underrepresented populations to increase its productivity and achieve a positive customer experience (IHG Hotels and Resorts, 2023c). The initiative is managed by incorporating it into the organisation's strategic planning process. This helps in developing policies to inform its implementation.
The organisation's strategic direction and current business performance
Strategic direction
Strategic direction constitutes organisational activities and decisions to achieve the organisation's goals. Johnson et al. (2020) explain that strategic direction is crucial in ensuring alignment between an organisation's activities and objectives. The organisation's leadership structure must adopt an effective leadership style to enable employees to concentrate their activities on the specific objectives of the organisation. For instance, IHG Hotel Group (2023) illustrates that IHG hotel organisation has focused its strategy on driving performance, improving its brand, and developing high-value market segments. The organisation focuses its investment decisions on areas that can help it grow effectively, such as building loved and trusted brands. It opened approximately 269 hotels in 2022 to increase the profitability of hotel owners and strengthen its brand (IHG Hotel Group, 2023). It also employs a customer-centric approach to drive customer satisfaction. It invested in the IHG One Rewards to improve hotel operations and customer loyalty, which is integral to positive business performance. 
Also, the organisation has adopted a digital-first approach to improve customer connections and align its business practices with the highly evolving digital technologies in the hospitality industry (IHG Hotel Group, 2023). The approach improves customer experience by allowing them to use the IHG mobile app to book accommodation across the hotel's branches worldwide. Finally, IHG Hotel Group (2023) illustrates that IHG Hotels and Resorts has established measures to increase its impact on the lives of its employees. It empowers employees by creating a diverse workplace that prioritises employees' well-being and development opportunities. Therefore, the approaches IHG hotels and resorts have taken indicate its efforts to achieve a strong brand and positive business performance. It aligns with its efforts to deliver industry-leading growth and sustain revenue generation.
Current business performance
IHG Hotels and Resorts has achieved significant milestones over the years due to its strong focus on growth and the creation of positive customer experiences (IHG Hotel Group, 2023). It has increased its loyalty offers to customers, adopted agile procurement solutions, and prioritised personalised customer service to improve customer experience. The IHG One Rewards has attracted more than 12 million new members since its introduction (IHG Hotel Group, 2023). It has also increased the convenience of accessing the hotel's services, like online booking through its mobile application. The technology has improved the organisations' ability to improve guest's experience, increasing customer loyalty (Vukasović & Mihač, 2021). Approximately 58% of its bookings are done through the mobile app, with over 252000 customer interactions in 2022 (IHG Hotel Group, 2023). Also, it managed to reduce its carbon emissions by 3.4% in 2022 with a target of achieving 100% low/zero carbon emissions across its hotels. It partners with hotel owners in decarbonising their assets to ensure the long-term sustainability of the business. Therefore, the performance of IHG Hotels and Resorts will drive it to achieve sustainable business growth. 
Conclusion
Hotel industry organisations can achieve excellent customer experience through effective leadership, which is necessary in aligning the organisational structure, objectives, and culture. IHG Hotels and Resorts has adopted franchiser, manager, or own and lease models to improve its business performance and brand management. It coordinates management across the models to ensure positive performance and alignment of the hotels with IHG's brand. It also employs a transformational leadership approach to promote a positive organisational culture that can motivate employee performance. The leadership style enables the organisation's management to effectively communicate goals and strategies to employees. 
Notably, IHG Hotels and Resorts has implemented various changes, like reinventing its brand and adopting an IHG LIFT program. These changes drive the organisation's performance and enable it to effectively manage its brand. Finally, the organisation's strategic direction involves driving performance, improving its brand, and developing high-value market segments. Its adoption of the IHG mobile app, IHG One Rewards, and reduction in carbon emissions indicate the organisation's ability to achieve growth and sustainability. Henceforth, businesses in the hotel industry should consider adopting effective leadership and management styles for improved performance and customer experience.
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