
 

 

 

 

 

 

 

IHG® Frontline –  
GM Implementation Guide (Americas) 

A practical guide for 
General Managers to 
introduce and embed 
IHG Frontline in your 
hotel, supporting your 
teams to perform at 
their very best right from 
the start. 

©2015 InterContinental Hotels Group.  All rights reserved.  Proprietary and Confidential. 
This guide and the information contained herein are provided solely as a tool that may be utilized by owners of franchise hotels, with the expectation that 
owners will use and adapt elements that they believe are appropriate for their particular IHG branded hotel.  No company in IHG, or any employee thereof, has 
any involvement in employment-related decisions at franchise hotels. 
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What are you implementing? 
 

What is IHG® Frontline? 

IHG Frontline is a way of 
building the right skills in 
frontline colleagues. Through 
bite-sized videos accessible via 
the IHG Frontline online portal, 
activities, learning support 
materials and Line Manager 
support; you can help your 
colleagues see what great 
performance looks like in the 
areas that most drive Guest 
HeartBeat and hotel 
performance. IHG Frontline can 
be accessed via 
ihgfrontline.com. 
 
 
 
 
 
 
 
 
 
 

 
What Winning Metrics does it impact? 
 

    
 

http://www.ihgfrontline.com/
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Why is IHG® doing this? 
 

Why is IHG doing this and why is this important? 

To create Great Hotels Guests Love®, your team needs to deliver a memorable experience for every guest, 
every time. IHG Frontline provides you with various training modules, from which you can select the right 
training for the needs of your hotel – training that is tailored to help colleagues to do a great job! It is 
available on demand, right when colleagues need it – allowing everyone to access the right training for 
them from Day 1 at your hotel!   

To help IHG-branded hotels win and be #1, hotels need to continually raise their performance to hit their 

Hotel Winning Metrics. To reach high performance, hotels require capable and confident frontline 

colleagues delivering consistent guest experiences. Delivering a consistent guest experience requires 

consistent training experience for colleagues. For new colleagues, you need to enable them to get up to 

speed as soon as possible. This is why IHG is introducing an approach that allows frontline colleagues to 

receive the best-in-class training.   

 

How will this benefit your hotel? 

IHG® Frontline can help you to: 

 Ensure quality and consistency: Colleagues will receive the same best-in-class training, which 
enables the same level of service to be delivered to guests every day 

 

 Making it visual: Video-based learning is a great way for learners to really see what great looks like 
 

 Becoming a true hospitality professional: Enables everyone to learn the required skills for their role  
 

 Targeted learning: Targets specific skill gaps and addresses immediate needs identified by you in 
your hotels with a direct impact on HeartBeat and overall hotel performance 

 

 Flexibility: Flexible delivery methods reduce time spent away from the role to attend training 
sessions 

 

 Immediate results: Colleagues learn valuable skills they can put to use straight away 
 

 On-boarding: Your new hires can start learning quickly and effectively 
 

 Assessments: Assessments allow Line Managers and GMs to check progress on training, reinforce the 
learnings and coach their teams 

 

 Improve engagement: Colleagues understand and deliver in their roles with skill and pride 
 

 Time to coach: No need to create or source individual frontline training and enables Line Managers 
and Training Managers to concentrate on providing feedback and coaching 
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What does IHG® Frontline offer? 
 

What does IHG Frontline offer? 

The first IHG global courses – Problem Handling and the two Loyalty Recognition courses – address areas 

that impact HeartBeat and delivery on Hotel Winning Metrics. There are also courses that cover topics 

specific to IHG brands. Additionally, there are general Professional Skills Courses from IHG’s Learning 

partner, Lobster Ink, around the topics of Front Office, Food & Beverage and Housekeeping. These courses 

are a fantastic resource that you can use at your discretion to support your colleagues in building necessary 

skill sets – helping them on their journey to becoming true hospitality professionals.  

 

           

 

  For a full list of courses please refer to the Course list by region on the IHG Frontline initiative page 
 (Merlin > Initiatives > IHG Frontline). 
 

                   

 

https://me2.ihgmerlin.com/web/init-ihg-frontline
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How does it work? 
 

Based on bite-sized video lessons, facilitator guides, learning support materials and Line Manager’s support, 
IHG® Frontline is a resource you can use to show your colleagues what great performance looks like. It 
supports Line Managers to develop their teams by making it easy for colleagues to access the right learning 
for them without a lot of time away from their role. It ensures a consistent learning experience, to which 
Line Managers can give feedback and coach on-the-job.   

IHG Frontline offers a collection of video-based courses on specific job roles and skills. Each video-based 

course has different levels relevant to the experience of the learner.  

Courses are divided into levels. Within each level there are a 

series of short lessons. See the table on the left for an example. 

 

Learners can access specific courses and complete subjects or 

lessons in short, bite-size chunks. They can complete them 

individually and/or as part of a group learning session. Each 

course includes a Pre- and Post- Assessment so colleagues and 

managers can monitor their learning progress. Your hotel can 

also download workbooks, facilitator guides, flash cards and 

other learning support documents to embed the learning.  

 

 To download course workbooks, facilitator guides, flash cards and other learning support documents, 

click on ‘View Course Documents’ in each course on www.ihgfrontline.com 

Courses are available in multiple languages and can be accessed from any web-enabled device.  

You can access IHG Frontline via www.ihgfrontline.com 

 

Technical Requirements 

As IHG Frontline is a video-based learning platform, you’ll need to set minimum requirements for computer 

hardware, operating systems, internet browsers and bandwidth capabilities at your hotel to make sure the 

learner experience is the best it can be. The IHG Frontline System Guide – IHG Frontline Lead (page 7) 

available on the IHG Frontline initiative page  will help you get it right.

http://www.ihgfrontline.com/
http://www.ihgfrontline.com/
https://me2.ihgmerlin.com/web/init-ihg-frontline
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How will it be measured? 
 

How do you track and measure progress? 

Learners can track their individual progress and see how well they 

are performing through each course, by accessing the progress 

dashboard on the Learner’s homepage. Gold, Silver, Bronze, and 

Lobster medals are awarded for high performance and successful 

course completions. Please see an example of a dashboard on the 

right. 

Managers can track the performance and assessment scores of their 

team on a dashboard. This helps them understand each colleague’s 

progress, strengths and development opportunities. It provides great 

input into regular feedback and coaching conversations: one-to-one or in team meetings. 

 

The following reports are available to help: 

 Course Progress Reports: To monitor course 

progress 

 Department Average Reports: To assess average 

score, assessment activity, subject progression and 

active learners 

 Assessment reports via the Admin portal: To 

access action-oriented reports on learner 

performance, theory and practical assessment 

results 

 

 

 For a step-by step guide on how to access the Admin and Tracking capability, please refer to the IHG 

Frontline System Guide – General Managers (pages 16 to 33). 

Sample dashboard 

Sample Course Progress Report 
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What do you need to do? 
How do you get started? 

Signing up to IHG® Frontline is simple: 

1. Visit www.ihgfrontline.com and click ‘Sign up your hotel’ 
2. Enter the Inn or Holidex code of your hotel 
3. Watch the introductory video 
4. Complete your hotel’s details on the page, including contact details of your IHG Frontline Lead.  

For details on selecting your IHG Frontline Lead, refer to the next section – ‘How can I make sure IHG 
Frontline is successful’ 

5. Read and accept the terms and conditions 
6. Select payment method 

 

 For a step-by-step guide on how to sign up, please refer to the IHG Frontline System Guide – General 
Manager (pages 5 – 6). 

 

How can you make sure IHG Frontline is successful? 

To make sure you get the best return on your investment and drive your hotel performance, you may 

consider doing the following or taking any actions that make sense for your hotel and business 

circumstances in the market that your hotel operates in: 

1. Brief your leadership team 

Meet with your leadership team to introduce IHG Frontline and discuss how it will benefit your 

team, your guests and your hotel. Your leadership team needs to understand: 

 What IHG Frontline is  
 How it works in practice 
 How to best implement and support it  
 What their role involves 

 

The Introducing IHG Frontline communication slides is available to help you run this meeting and 
make some key decisions with your team.  You can access the communication slides via the IHG 
Frontline initiative page. 
 

file:///C:/Users/wongj1/Downloads/www.ihgfrontline.com
https://me2.ihgmerlin.com/web/init-ihg-frontline
https://me2.ihgmerlin.com/web/init-ihg-frontline
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What do you need to do? 
 

2. Select your IHG® Frontline Lead 

The IHG Frontline Lead has two critical roles to fulfil. The first is supporting you in making IHG 
Frontline a success in your hotel and working with yourself and Senior Leaders on bringing IHG 
Frontline to life.   
 
The other is an administrative role, managing the system-related tasks. Depending on the size of 
your hotel, you may consider finding an administrative support for your IHG Frontline Lead to assist 
with the admin-related tasks. The IHG Frontline Lead should work with your hotel Line Managers to: 
 

 Create interest and excitement 
 Set up departments in the system, sign up colleagues 
 Set up the learning space and assign training courses and targets 
 Monitor progress and performance 
 Recognise and celebrate achievements 

 
Choosing the right person to be your IHG Frontline Lead is important to success. The role depends 
on the size and structure of your hotel but can include Training Managers, HR Managers, 
Departmental Heads and ExCom members. You may consider appointing someone who: 
 

 Has strong credibility and trust amongst Department Managers and their teams 
 Is passionate about learning and developing others 
 Is highly organised, resourceful and can dedicate time to the role 

 

 Refer to page 6 of the IHG Frontline System Guide – General Manager on how to input your               
IHG Frontline Lead details in the system and pages 10-11 when you need to assign a new IHG 
Frontline Lead. 

 

3. Engage your colleagues 

Plan a kick-off session to engage and excite colleagues about IHG Frontline and the benefits to them. 
You can use the Introducing IHG Frontline slides and the IHG Frontline Learners Introduction Video 
to help you. You can find these on the IHG Frontline Initiative page on Merlin. 

 

 

https://me2.ihgmerlin.com/web/init-ihg-frontline
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What do you need to do? 
 

4. Keep focused 

To help drive your hotel’s performance and results, it’s important to: 

 Lead by example: Speak positively about IHG® Frontline and demonstrate your commitment 
to developing others 

 Set overall targets: Use your HeartBeat and other hotel performance data to identify 
improvement targets for your hotel. Your Winning Metrics are a great place to start! 

 Recognise effort and achievement: Share your hotel results, show appreciation and celebrate 
success with your hotel colleagues 

 Take the courses: All Line Managers and Supervisors should consider taking the courses 
before or at the same time as the learners. This helps you and your Line Managers 
understand what the course covers so that it can be assigned to the appropriate learners in 
your hotel based upon the content of the course   

 

 Refer to IHG Frontline System Guide – IHG Frontline Lead (pages 20 – 23) on how to assign 

courses to the learners in your hotel. 

 

How do you make this work for your hotel? 

How you decide to implement IHG Frontline will depend on the size of your hotel, your departmental 

structure and the number of people in your team. Work with your leadership team to decide what will work 

best for your hotel. Here are a number of ideas to get you and your team started. Choose what works best 

for your hotel. 

 

 Generate excitement 

 Download posters and display them in the Heart of house. Access posters via the IHG Frontline 

initiative page 

 If possible, create an IHG Frontline training room in your hotel. Alternatively, create space in a 

Heart of house area for colleagues to be able to access devices and go online. You can also use 

departmental computers or laptops to provide learners with access to the learning 

 Plan and invite colleagues to a ‘kick-off session’ to introduce IHG Frontline 

https://me2.ihgmerlin.com/web/init-ihg-frontline
https://me2.ihgmerlin.com/web/init-ihg-frontline
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What do you need to do? 
 

 Set and monitor targets 

 Set realistic and manageable targets for your colleagues – one skills course per month is a good 

target. 

 Monitor your colleagues’ short-term targets – e.g. subject completions 

 Set and monitor long-term goals for the whole team – e.g. everyone completes the key priority 

courses (Problem Handling & Loyalty Recognition) by xxx date 

 

 Recognise, reward and celebrate success 

 Show appreciation, thank people and encourage them to continue developing their skills  

 Share performance results and make links between learning, development and results 

 Celebrate efforts and achievements during regular team and departmental meetings.                   

Encourage colleagues to print their certificates to show they have completed a course 

 Introduce medal boards so everyone can see your hotel’s high achievers – you can use the                 

IHG Frontline Leaderboard and display it in your Heart of house area. You can access the 

Leaderboard template via the IHG Frontline initiative page 

 Use your hotel intranet, noticeboards or newsletters to recognise colleagues 

 Award departmental ‘floating awards’ (awards which are presented to a different colleague each 

month) 

 Host monthly award ceremonies to celebrate achievements 

 Introduce training incentives, e.g. dinner vouchers, room nights, cash rewards, links to 

promotions, etc. 

 Encourage IHG Frontline Leads to share success stories via the IHG Frontline initiative page to 

share best practice examples and success stories from your hotel with others! 

 

 

 

 

https://me2.ihgmerlin.com/web/init-ihg-frontline
https://me2.ihgmerlin.com/web/init-ihg-frontline/home
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What do you need to do? 
 

What is the best way to deliver IHG® Frontline? 

IHG Frontline gives you the flexibility to train your teams more easily and consistently in a manner that you 

choose. It can be used for:  

 New employee orientation: IHG Frontline is a great tool to get new hires up to speed quickly and 

effectively. Make it a key part of their on-boarding experience in their first couple of weeks 

 Quick refreshers: To get individuals or teams focused on skill development 

 Targeted learning: To help individuals or teams focus on specific areas that have been identified as 

needing attention and improvement 

 

 
To truly embed learning and drive improvement and results, IHG Frontline combines online learning and 
opportunities for face-to-face coaching and development. These include: 
 

Individual learning 

Colleagues can learn at their own and are supported by their manager/supervisor. Each 

colleague will need to access IHG Frontline individually, using their unique user ID, to 

complete individual courses and take the assessments. Facilitator guides, activities and 

learning support materials will support line managers in embedding the learning. 

 

Group-facilitated learning 

Groups can learn together and share thoughts and ideas. This way of delivering the training 
is especially beneficial in ensuring the least interruption for your operations and to 
minimise time away from the role. 
 
 IHG Frontline is based on bite-sized video lessons (5-10 mins), to fit with your 

operational needs 
 

 Department teams can watch and discuss videos together – facilitator guides are 
available for each course (in the ’View Course Documents’ section on 
www.ihgfrontline.com) to help Department Managers run these sessions 

 
 
 

http://www.ihgfrontline.com/
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What do you need to do? 
 
 
 
 

 Department Mangers can select a short (5-10 mins) lesson from a specific course, for 
their team to watch together and then run short activities afterwards. Activities are 
outlined in the course-specific facilitator guides 

 

 Regular team meetings are opportunities to discuss 
how colleagues have applied their learning on the 
job and the impact they’ve had – and to recognise 
great performance. (Aim to make space in your 
department and shift meeting for a minimum of 15 
mins per week.) 

 

 Use department and team meetings to watch short 
video sessions as a team together. It minimises the 
impact on operations as you are already using 
existing meetings AND maximises the learning as it 
enables group discussion and reflection 

 

 Group sessions can also support in overcoming 
language and literacy barriers and are a great way 
to ensure the sessions are fully understood 

 

 

 

 

 

Peer-supported learning 

Choose high-performing colleagues who can help facilitate group-learnings and activities, 

likewise support and mentor others. 

 

 

 

 

 TOP TIP: Peer-supported learning is a great way for high-performing colleagues to 
mentor others and to overcome any language or literacy barriers. 

 TOP TIP: Once learners have taken part in group and departmental learnings, they are 
required to access the IHG® Frontline platform, using their unique user ID to take the 
assessments and complete courses. 
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What do you need to do? 
 

Coaching and feedback 

Some of the courses are complemented by Practical Assessments – one of the most 

important elements of the IHG Frontline learning programme. They give you an 

opportunity to test learners on their practical understanding of the subject and allow you 

to assess a learner’s skill level. Learners may be assessed one on one or in groups. These 

assessments may be conducted: 

 On the job: Saves resources and increases flexibility 

 Using a specific station setup: Learners can receive one-on-one coaching in a more 

controlled environment 
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How much does it cost? 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Candlewood Suites®  

EVEN Hotels®  

Holiday Inn Express® US$600 

Hotel Indigo®  

Staybridge Suites®  

Holiday Inn®  

Holiday Inn Resorts® US$800 

Holiday Inn Club Vacations®  

Crowne Plaza® 
US$1,250 

HUALUXE® 

InterContinental® US$2,200 

 Costs are per hotel per 12 months 

 Covers ALL colleagues at the hotel (no 

limit to number of learners) 

 Unlimited courses: As more courses are 

developed and available the price stays 

the same 

 Different subscription costs per brand 

reflect typical number of staff and 

available content 

 Payment can be made by PayPal, debit 

card, credit card, bank/wire transfer or 

cheque 

 

Annual subscription cost by brand 

 Please refer to the IHG Frontline System Guide – General Manager (pages 7 – 9) on how to make 
payments. 
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Resources & FAQs 
 
 

 
What is IHG® Frontline? 

IHG Frontline is IHG’s way of building the right skills in your frontline colleagues. Through bite-sized videos, 
guides, learning support materials and Line Manager support – you can help colleagues see what great 
performance looks like on the subjects that most drive Guest HeartBeat and hotel performance. You can 
subscribe on www.ihgfrontline.com. 
 

 
Who is Lobster Ink? 

Lobster Ink is IHG’s learning partner for IHG Frontline. They are an education company specialising in the 
hospitality industry. By partnering with Lobster Ink, IHG is able to provide IHG branded hotels with access 
to a video-based hospitality education system and online technology platform which owners can use at 
their own discretion. 
  

 
Why has IHG decided to offer IHG Frontline? 

With two million guest encounters in IHG hotels globally every day, there are two million opportunities for 
IHG-branded hotels to get it right or wrong. To reach high performance and “get it right”, hotels need 
capable and confident frontline colleagues delivering consistent guest experience. Delivering a consistent 
guest experience requires consistent training experience for colleagues. For new colleagues, it allows them 
to get up to speed as soon as possible. This is why IHG is introducing an approach that allows frontline 
colleagues to receive the same best-in-class training.   

IHG Frontline provides various resources for frontline colleagues to learn how to deliver a great guest 
experience and provides them with the skills and knowledge to succeed in their role and become true 
hospitality professionals. 
  

 
What type of learning will you find on IHG Frontline? 

IHG Frontline is a blended learning approach with a focus on bite-sized video-based repeatable modules. 
Your colleagues will also find learning materials, including flash cards, recipe cards, workbooks, facilitator 
guides and course outlines, posters and motivational and inspirational materials. It supports Line Managers 
to develop their teams by making it easy for colleagues to access the right learning for them without a lot 
of time away from their role. It ensures a consistent learning experience which they can give feedback on 
and coach on-the-job. It guides learners through the most important topics first, from understanding the 
brands and how to work with guests, followed by courses focusing on very role specific skill sets. Each 
course includes various assessments to monitor learning progress and a practical assessment. 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

http://www.ihgfrontline.com/
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Resources & FAQs 
 
 

 
Is IHG® Frontline available in other languages? 

IHG Frontline courses have been translated into various languages. For details on the available languages 
for each course, please refer to the IHG Frontline Course Portfolio (available for download at 
www.ihgfrontline.com). 
  

 
What courses are available? 

Refer to the IHG Frontline Course Portfolio (available for download at www.ihgfrontline.com) for a full 
course list. 
  

 
How do I subscribe? 

You can subscribe on www.ihgfrontline.com by entering your hotel’s INN or Holidex code. Each hotel will 
enter into contract directly with Lobster Ink.   

 For further guidance refer to the IHG Frontline System Guide – General Manager (pages 4 – 9). 
  

 
Will I need to buy a software? 

No, IHG Frontline is accessible on all internet-enabled devices. It has a minimum recommended 
requirement on your hotel’s bandwidth of 2 Mbps and higher to optimize the video-viewing experience. If 
your hotel has very limited internet capabilities, please ask your network administrator if you will be 
capable of streaming videos online before proceeding with enrollment. 
  

 
Is IHG Frontline available during non-working hours? 

Time spent on training has to be in compliance with applicable local wages and hour laws. Seek advice from 
your legal counsel. 
  

 
Is there any other way to have hotel colleagues complete the training, besides 
having them sit one at a time in front of a computer? 

Yes, the priority courses have been designed to include facilitation guides that can be used to deliver the 
learning content to a group of colleagues. You have the option to facilitate the training to a group of your 
hotel colleagues. They can then sign in to the IHG Frontline platform and complete the required 
assessments. 
 
 
 
 
 
 
 
 
 
 
 
 

 

http://support.ihgfrontline.com/hc/en-us/article_attachments/202296212/IHG_Frontline_Course_Portfolio.pdf
http://www.ihgfrontline.com/
http://support.ihgfrontline.com/hc/en-us/article_attachments/202296212/IHG_Frontline_Course_Portfolio.pdf
http://www.ihgfrontline.com/
http://www.ihgfrontline.com/
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Resources & FAQs 
 

 
Will my hotel get training credits? 

Yes, IHG® Training Credits are available to IHG-branded hotels in the Americas region. Every year IHG will 
identify priority courses to drive hotel performance and brand delivery. A minimum of 75% of your hotel 
colleagues must complete each priority course to earn the eligible IHG Training Credit. 
 
In 2015, to be eligible for up to two training credits, 75% of learners at a hotel need to complete the 
Problem Handling and Introducing IHG Rewards Club Loyalty Recognition courses by 15 December 2015, at 
which time the system will be audited and the training credits will be issued for 2015. In 2016, the 
Americas region will select priority courses that will be training credit eligible for up to two training credits 
for 2016. These courses will be announced in January 2016. 
  

 
Is the 75% of employees based on just my guest-facing employees, or will it 
encompass all employees at my hotel? 

In order to be eligible for the two training credits, 75% of ALL hotel colleagues must complete both of the 
2015 priority courses (IHG Loyalty Recognition and Problem Handling). These courses have been identified 
by the Brand, Operations, and Learning teams in IHG to help address gaps in knowledge and application of 
key brand priorities.  
 
Please note it is possible that the 2016 priority courses may be designated as department specific courses. 
  

  

 
Will my hotel have to complete both priority courses in order to receive a training 
credit? 

You are eligible to earn UP TO TWO training credits per 12 month subscription. 75% of your hotel 

colleagues will need to complete the priority course before you will be eligible for a training credit.  
 
For example, 
Hotel A: 75% of employees complete Problem Handling, and 30% complete ‘Loyalty Recognition 1 – 
Introducing IHG Rewards Club Loyalty Recognition’. The hotel will earn one training credit. 
 
Hotel B: 80% of employees complete Problem Handling, and 75% complete ‘Loyalty Recognition 1 – 
Introducing IHG Rewards Club Loyalty Recognition’. The hotel will earn two training credits. 

  

 
Will my hotel receive training credits as soon as 75% of my colleagues have 
completed the priority courses? 

No, each hotel will be reviewed for receiving credits once a year on or after December 15th. 
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Resources & FAQs 
 
 

 
My subscription is for 12 months, and I enrolled in October. Can I earn 2 training 
credits for completing the priority courses this year, and then an additional two by 
completing the priority courses the following year prior to my subscription expiring? 

No, each hotel will only be able to acquire two training credits per 12 month subscription. Eligibility will be 
reviewed on December 15th.  

  

 
Will my hotel be required to have a current and active subscription in order to 
receive the two training credits? 

Each hotel will be evaluated on or after December 15th, the hotel must have an active subscription for 
inclusion in the validation process.  

  

 
What are the priority courses for 2016? 

Priority courses will be selected by the Americas Brand, Operations, and Learning teams for each calendar 
year. The courses will be announced in January 2016.  

  

 
Who can I contact for support? 

You can find a support portal on IHG® Frontline webpage with FAQs and the possibility to contact the IHG 
Frontline team. You can also contact us on ihgfrontline@ihg.com. Further support materials and guides are 
available via the IHG Frontline initiative page. 

Be very careful to make our hotels 

understand the different course availability 

by region & why  

mailto:ihgfrontline@ihg.com
https://me2.ihgmerlin.com/web/init-ihg-frontline
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