
InterContinental Miami1 

Case Study



InterContinental Miami2 

About
InterContinental Hotels & Resorts, Miami sits in the heart of downtown’s 
business district with a breathtaking view of Biscayne Bay. The full-service 
hotel has 600 employees over 33 departments, and its extensive facilities 
include a spa/fitness center, a pool/pool bar, two restaurants, FedEx, 
Starbucks, as well as a few other vendors. As a luxury bay front property, this 
is a very popular destination for vacationers and business travelers alike. 
Many events are hosted here ranging from weddings to large conventions.
 
The hotel’s mission is to “create great hotels guests love.” Jozenia Cruz 
works in Human Resources and Talent Engagement and knows to achieve 
this goal, human capital is their strongest asset. Working together as one 
cohesive team is the key to guest satisfaction. To cultivate the best team, 
InterContinental developed five corporate values colleagues refer to as the 
“Five Winning Ways”: Do the right thing, show we care, aim higher, celebrate 
difference, and work better together. With these in mind, Jozenia’s team 
strives to arm employees with the tools they need to do their jobs well, 
while keeping them happy, engaged, and supported.

Challenges
Email isn’t a widely-used communication method in the hospitality industry 
since it primarily consists of non-desk workers. Such is the case for Inter-

Continental Miami where 375 employees don’t use email, and communica-
ting with that 63% was a challenge. Information was presented in the form 
of bulletin boards and digital displays, but it was clear employees were not 
regularly viewing these updates or paying close attention to the details. 
Additionally, it was hard to promote the mission and corporate values in 
tangible way that would resonate with everyone.

InterContinental Miami needed to find a mobile-first 
communication platform that could reach every single 
employee, no matter the department or whether they 
used email. To better facilitate the hotel’s mission of 
providing guests with the ultimate customer experience, 
ways to improve operations and reinforce the corporate 
values were top of mind when searching for a solution.

Goal
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