Strategic Report

Our culture, key stakeholders and doing business responsibly
Our focus on doing business responsibly and the way we
interact with our stakeholders, helps create a diverse, healthy
and inclusive culture.

Our culture
Creating and reinforcing a culture of strong
leadership, diversity and inclusion, robust
business ethics and respect for the
environment and society, underpins our
ability to deliver our purpose and strategy.
It is essential to our long-term success that
we have an excellent reputation and are
a trusted company.
Commitment starts at the top, with our Board
focused on promoting a healthy and
responsible culture across the business, and
our CEO and senior executives accountable
for embedding and reinforcing our unique
culture. The Board receives regular updates
on employee matters and culture from the
Chief Human Resources Officer, whilst our
CEO ensures our culture is aligned with our
Company purpose.
Our growth behaviours and values
During 2018 as part of our strategic initiatives
programme, we enhanced our culture by
reviewing and updating our corporate
behaviours. Our growth behaviours
encourage our corporate employees to
be decisive, work at pace, be collaborative,
develop talent and focus on performance.
These behaviours are being brought to life
through virtual learning summits, which are
a chance for our people to hear from IHG
leaders, peers and external thought leaders.
It also brings opportunities to exchange views
and ideas with others, to explore and apply
tools and to enhance their understanding.
Our growth behaviours are aligned to our
values, which provide a lasting strong sense
of shared purpose and are critical to
providing True Hospitality for everyone.
Our Values

Do the
right thing

In 2018 we launched our refreshed
Code, updated our e-learning module and
reminded colleagues where to go for further
details. The module is for colleagues working
in IHG corporate offices, reservation centres
and managed hotels.
Human rights and modern slavery
Helping combat human rights abuses,
including modern slavery, is an important
part of our commitment to responsible
business. We have procurement targets to
increase ethical supplier awareness,
and policies and procedures applicable to
employees, suppliers, and managed hotels.
• All our Board and Executive Committee,
along with colleagues across the
organisation, have affirmed their
commitment to the Code of Conduct.
• IHG Human Rights policy available in
40+ languages – all IHG hotels must
adopt the policy (or an equivalent one).

Aim
higher

Work better
together
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Our Code of Conduct
The bedrock of our culture is our Code
of Conduct, (Code), which sets out our
commitment to operating honestly and
with the highest ethical standards. The
Code principles help us to act responsibly
and set out the value we place on being
trusted by our colleagues and guests,
those who do business with us, and the
communities we work in. The Code is an
introduction to our key global policies,
including anti-bribery, diversity and
inclusion, environment, confidential
reporting and human rights. It is reviewed
annually by the Audit Committee and Board
to ensure it reflects and responds to changes
in the external environment, and supports
our purpose and strategy. All colleagues
working in IHG corporate offices, reservation
centres and managed hotels must comply
with the Code and the policies and
procedures it refers to. The principles,
spirit, and purpose of the Code are also
relevant to our franchised hotels, which
are independently operated.

Show
we care

Celebrate
difference

• Human Rights e-learning
module available for corporate
and hotel colleagues.
• Commitment to the International
Tourism Partnership’s Principles on
Forced Labour.
• Vendor Code of Conduct – minimum
standards under which IHG suppliers
are expected to operate, including
human rights and modern slavery.
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In 2018 we undertook a human rights
impact assessment across IHG’s operations,
covering our supply chains, hotels and
corporate offices. The findings, presented
to senior leaders in early 2019, will help us
develop our human rights programme,
which includes a focus on human trafficking,
labour risks, forced labour and modern
slavery.
Bribery and financial crime
Bribery and financial crime, including
improper payments, money laundering and
tax evasion, are not permitted at IHG under
any circumstances. This also applies to any
agents, consultants and other service
providers who do work on IHG’s behalf.
Our Anti-Bribery policy sets out IHG’s zero
tolerance approach and is applicable to all
Directors, IHG employees and our managed
hotels. It is accompanied by a mandatory
anti-bribery e-learning module. Our Gifts and
Entertainment Policy supports our approach
to anti-bribery and corruption. It sets out
reporting and approval thresholds for gifts
and entertainment given or received, and
applies to all Directors, IHG employees and
our managed hotels. The policy and guidance
was updated in 2018.
As a member of the Business Integrity Forum,
IHG participated in Transparency International
UK’s Corporate Anti-Corruption Benchmark
in 2018. IHG is using the results from this
exercise to identify areas for improvement in
its anti-bribery and corruption programme.
We carry out risk-based due diligence
checks on new third parties with whom
we enter into hotel agreements.
A committee of senior management
reviews any material issues identified.
Information security and data protection
It is everyone’s responsibility at IHG to
safeguard information, to follow legal
requirements and comply with IHG’s
information security and personal data
policies, standards and procedures. In 2018
we updated training for colleagues on
handling information responsibly. We
continue to enhance our privacy programme
to address evolving privacy requirements
and best practice including the EU General
Data Protection Regulation. The Board and
Audit Committee regularly reviews
information security risk and controls,
including our approach to incidents.
(see pages 27, 61, 66, 157 and 185).

Our people
Highlights

400,000+
Colleagues worldwide

12,812

Number of employees whose costs were borne by the
Group or the System Fund. As we franchise 82% of our
hotels globally, we do not employ the vast majority of
people working in IHG branded hotels.

We are a business on the move, with a new
organisational structure, new behaviours and
a sharper focus on accelerating our growth
– we can only succeed by working as one
team. Our people are key to delivering our
purpose of True Hospitality and our strategic
initiatives and ambition to accelerate our
growth. We look to employ talented people,
develop and train them, and provide a
diverse and inclusive culture in which they
can thrive. The Board has overarching
responsibility for the Company’s direct
employee policies and activities, whilst
senior management have day-to-day
responsibility for people issues. Both the
CEO and Chief Human Resources Officer
have ‘people’ goals, and whilst the CEO
chairs a Diversity and Inclusion Board, the
Chief Human Resources Officer updates the
Board on workforce matters and culture. Our
progress against our ‘people’ 2018-2020
Responsible Business Target is monitored by
the Corporate Responsibility Committee.
More information, along with details of our
other targets, is available on our website;
please find a link at the bottom of page 24.
We are currently assessing the most
appropriate long-term approach to enhance
Board engagement with the workforce;
please see page 69 for more details.
Engagement, diversity and inclusion
IHG is a global business with a global
outlook. Working in hotels and offices
in more than 100 countries, our colleagues
represent multiple nationalities, as well as
many cultures, religions, races, sexualities,
backgrounds and beliefs. It makes for a
diverse, innovative and inclusive culture
which we are proud of, and it’s why our
purpose to provide True Hospitality is for
everyone. Our employee engagement is
measured through a bi-annual survey,

(Colleague HeartBeat); Corporate, managed
hotel and customer reservations office
employees take part. Available in 30+
languages, this year our overall
engagement score was 86%.
In 2018 we launched our Diversity and
Inclusion Board, led by the CEO and senior
leaders across IHG. As part of our 2018-2020
Responsible Business targets we have
committed to increasing the level of
diversity among IHG’s senior leadership in
terms of gender and nationality or ethnicity.
We also have committed to increasing the
number of females working in General
Manager and operations roles within
managed hotels.
• Listed by the Hampton Alexander
Review in the top 10 of FTSE 100
companies for female representation.
• 100% rating in the Human Rights
Campaign’s Corporate Equality Index
– making IHG a best place to work for
LGBTQ equality in the US for the last
four years.
• Aon Hewitt Global Best Employer for
two years running.
• Top Employer in the UK by the Top
Employers Institute for the fourth year
running, for providing an exceptional
environment for employees to develop.
Attracting, building and retaining talent
is dependent on a diverse and inclusive
culture. We are committed to rolling out
programmes to areas of the business where
they are needed the most. For example Rise,
IHG’s mentoring initiative that supports
female General Managers, will roll out in
Europe, the Americas and Greater China in
2019. This scheme is already established in
Australia, Japan, South East Asia and Korea.
To further strengthen our diverse and
inclusive culture, we are focused on
increasing our employees’ awareness of our
Global Diversity and Inclusion policy through
focused events and communications,
colleague programmes, inclusive leadership
and unconscious bias training and taking our
existing employee resource groups global.

and inclusion not only remain a priority but
that we openly track progress towards our
goals. And we support the UN LGBTI
Standards for Business, which focuses
on tackling discrimination against lesbian,
gay, bi, trans and intersex people.
As at 31 December 2018

Male

Female

Total

Directors

7

4

11

Executive Committee

7

2

9

Executive Committee
Direct Reports

38

26

64

Senior Managers
(including directors
of subsidiaries)

71

23

94

All employees
(whose costs were
borne by the Group
or the System Fund)

5,467

7,345

12,812

Attracting, rewarding and
developing talent
We took steps in 2018 to evolve our talent
and employee development practices.
We launched our new approach to
performance, and initiated frequent
‘check-in conversations’, giving our people
more opportunities to gather feedback on
their performance, as well as discussing
their development and career aspirations.
We are also establishing forums to help
identify and retain top talent, and add rigour
to our succession planning, ensuring we are
developing a diverse pipeline of talent for
the future. In 2018 we launched a new toolkit
to help individuals navigate their careers.
We are also investing in our leadership
development programmes, including
Leading Others and Career Insights, to
ensure we are developing the next
generation of leaders.
Case study
To support IHG’s fast expansion in
Greater China, our Greater China team
launched a new virtual development
centre in 2018 that helps us assess and
prepare c100 hotel leaders on a yearly
basis, with the potential to increase that
number three-fold in the future.

We are committed to a continual review of
our practices and policies such as reducing
bias at all levels in our hiring processes, and
reviewing flexible working processes and
policies. We have signed up to the Diversity
in Hospitality, Travel and Leisure Charter, a
10-point action plan that ensures diversity
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Our culture, key stakeholders and doing business responsibly continued
IHG’s purpose and strategy go beyond a simple hotel stay and
shareholder returns; it also includes the impact we have on the
environment and the communities we work in.

We embrace our responsibility to focus
on ensuring that the growth of our business
contributes towards the objectives of the
UN Sustainable Development Goals and
we drive a positive contribution towards
seven of the 17 goals, (see our website link at
the bottom of the page). We recognise it is
imperative that we continue to review our
impact on the world and use a materiality
matrix to align our responsible business
priorities with IHG’s strategic approach and
principal risks. Our Corporate Responsibility
team lead our day-to-day activities, with the
Corporate Responsibility Committee
reviewing the Company’s approach and
reporting to the Board. During 2018 we
initiated a review of our approach to help
identify a new set of targets to take us beyond
2020, building on our 2018-2020 targets.

Community and our impact
on society
We aim to maximise the positive contribution
we make by creating shared value in our
communities. By working in partnerships,
we look closely at issues such as skills
shortages, infrastructure development,
community resilience and disaster relief
support, in areas where we operate.
We create real-life, career-building
opportunities through the IHG® Academy.
Our hotels and corporate offices partner
with local education providers and
community groups to train and educate
local people.
Since 2016 we supported communities
and charitable giving through the IHG®
Foundation, an independent charity. In 2018,
IHG switched its support to our newly
created True Hospitality for Good
programme. This new programme for
communities and charitable giving, provides
colleagues in our hotels and offices with a
greater say in how we support important
causes around the world. Our aim is to help
change lives for the better through building
skills and education in hospitality, and
supporting communities when
disasters strike.

Environmental
sustainability

Responsible
procurement

It is important to us that our corporate offices
and hotels are mindful of the resources they
use and opportunities to protect the
environment, particularly in areas of water
stress and environmental preservation. We
continually work to understand our impact,
taking into account our business model, as
well as the markets in which we operate, to
help us set targets and guidance for our
partners, hotels and their owners. Our
environmental policy is available in 40+
languages and sets out our approach.

Supported by corporate responsibility and
procurement functions, a Supply Chain Risk
Council and oversight from the Chief
Financial Officer, IHG seeks to work with
partners and suppliers who share our
commitment to responsible business.
Our Vendor Code of Conduct, available
in 40+ languages, sets out the requirements,
principles and practices IHG has adopted to
promote ethical conduct in the workplace,
safe working conditions in the supply chain,
treatment of persons with respect and dignity
and environmentally responsible practices.
They are the minimum standards by which
IHG suppliers are expected to operate.

Key to helping us reduce our environmental
impact is our digital sustainability platform,
the IHG Green Engage™ system. A global
standard across the Group, it helps hotels
manage and report their energy, carbon,
water and waste use through more than 200
‘Green Solutions’ and implementation plans,
driving profitability for owners, whilst
minimising environmental impact.
In 2018, we made good progress against
our new environmental targets. Working with
our hotels and owners to reduce our carbon
footprint per occupied room globally, we
achieved a 2.2% reduction. And building on
our previous risk mapping exercise, we
launched the first two of our water
stewardship projects in London and Delhi,
which aim to help us identify a best practice
water stewardship strategy that can be
implemented across our estate.
IHG is aware of the recommendations of
the Task Force on Climate-related Financial
Disclosures (TCFD) and of the need for
companies to align efforts to cut greenhouse
gas emissions with climate science (science
based targets). We will be taking this into
consideration as part of our wider
strategy refresh.
As part of our broader efforts to reduce
plastic waste, in 2018 IHG committed to
remove single-use plastic straws from
our global estate by the end of 2019 –
eliminating annually an average of
50 million straws from our hotels.

	Copies of our policies, including diversity and inclusion, reports, responsible business targets,
statements, commitment to the UN Sustainable Development Goals and further information
are available on our website www.ihgplc.com/responsible-business
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In 2018 we built a new responsible
procurement function to drive our
responsible business agenda across our
supply chain. We also established a Strategic
Supplier Management Office, who work with
our strategic suppliers to maximise realised
supplier value and minimise risk through
effective supplier relationship management.
We previously commissioned external
providers to undertake supply chain audit
pilots in high-risk locations. In 2018 we
partnered with the British Standards Institute
(BSI) and participated in their Supplier
Assurance Programme, the aim of which
is to gain insight into risks associated with
IHG’s supply chain.
New suppliers joining our procurement
system are required to complete due
diligence questions and adhere to the UN
Global Compact Principles on human rights,
labour, environment, and anti-corruption.

Non-financial information statement
Non-financial information described
above and in the preceding pages, should
be read together with the description of
our business model on pages 14 to 17,
risk descriptors and initiatives to mitigate
them on pages 26 to 30, KPIs on pages 31
to 35, and Board and Committee
Reports on pages 60 to 69.

Stakeholders
The long-term sustainable success of IHG is determined by our ability to identify and foster relationships with our key stakeholders,
not only at Board level but throughout the organisation. The following information should be read in conjunction with the description
of Board activities on pages 60 to 62 and stakeholder information in our Responsible Business Report, available on our website
www.ihgplc.com/responsible-business

Shareholders and investors
Our commitment to good governance
means taking our shareholder and
investor concerns about the
environment, employee relations,
executive remuneration, long-term
financial performance and corporate
governance seriously. We engage with
shareholders and investors through a
variety of mechanisms including the
AGM, meetings with the Chair and
Committee Chairs, Investor Relations,
investor presentations and regular
correspondence. We welcome their
feedback and over the course of 2018
have engaged across a broad range of
topics including remuneration, the
environment and data privacy.

Employees
Employing and retaining talented people
ensures that we can deliver against our
purpose and strategy. We engage in
a number of ways with our direct employees
including conferences, colleague surveys,
‘Town Halls’, skip level feedback, newsletters
and blogs. We are aware of the issues that
concern them such as wellbeing, diversity
and inclusion, training and development.
During 2018 we prioritised our diverse and
inclusive culture, launched a well-being
programme for our leaders, announced a
new Colleague Share Plan for our employees
and reviewed our UK gender pay gap.
In addition we held a series of engagements
with employees on our new organisation
design and re-designed processes and
ways of working. Employee matters were
a regular Board and Executive Committee
agenda item.

Shareholders

Employees

Hotel owners

Guests
Society including
Suppliers

Hotel owners
Through the IHG Owners Association,
which represents the interests of more
than 3,400 hotel owners and operators
worldwide, we share and implement our
purpose and culture. It’s important for
the Company’s reputation and long-term
success to have a strong relationship
with our hotel owners and we ensure
this through regular meetings, surveys
and regional conferences. Of particular
note in 2018, together we launched the
Renovation Donation Initiative in the US,
a programme to donate old hotel fixtures
and fittings to charity. For more
information on the IHG Owners
Association see www.owners.org
Guests and corporate clients
We engage with hotel guests and
corporate clients through our corporate
and brand websites, IHG Rewards Club,
surveys, guest relations and our social
media channels. We know they value our
green credentials, such as our policies
on water stewardship, but also look for
consistent brand service and reward
for their loyalty. Over half of our
corporate clients ask questions about
our environmental and social governance
approach before they book with us.
Our shared commitment means we
continually review our approach to
responsible business.
Society including suppliers
We work with a broad range of NGOs,
community organisations and suppliers
who share our commitment to doing
business responsibly and who we work
with and respond to. We engage with
them to ensure that we take care of the
environment, support local communities,
have strong payment practices, clear
vendor guidelines and robust business
ethics. We do this through the IHG®
Academy, charitable work and procurement
practices. In September 2018 we had a
‘Giving for Good month’, where 130,000
colleagues participated in fund-raising
activities for 11 charity partners.
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