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___________________________________________________________________________ 

Abstract 

Business travel has become an integral component of the global economy, driving corporate 

growth and fostering international collaboration. In this context, the hospitality industry plays 

a critical role in providing accommodations that cater to the unique needs of business 

travellers. This paper examines the Sheraton Guangzhou Nansha Hotel as a case study to 

explore how it meets the demands of corporate guests through its strategic location, state-of-

the-art facilities, and exceptional service quality. Drawing on qualitative research methods, 

including site visits, observations, and interviews with guests, the study highlights the hotel’s 

ability to enhance productivity, comfort, and overall satisfaction for business travellers. Key 

findings reveal that the hotel excels in areas such as meeting and conference facilities, high-

speed internet access, lounge services, and personalized concierge support. Additionally, the 

hotel’s wellness amenities and on-site dining options contribute to a holistic guest experience. 

A particularly noteworthy aspect of the hotel’s service is its bakery, which creates 

personalized baked goods inspired by guests’ cherished belongings, such as beloved dolls. 

This initiative exemplifies the hotel’s commitment to emotional engagement and experiential 

hospitality. The study underscores the importance of continuous innovation and adaptation in 

the hospitality industry to meet the evolving needs of business travellers. By integrating 

technology, prioritizing service quality, and offering personalized touches, the Sheraton 

Guangzhou Nansha Hotel sets a benchmark for excellence in catering to corporate guests. The 

findings have broader implications for the industry, emphasizing the value of creating 

memorable experiences that foster loyalty and satisfaction among business travellers . 

  

Gulf Journal of Advance Business Research 
ISSN 3078-5294 (Online), ISSN 3078-5286 (Print)  

FE Gulf Publishers 

https://fegulf.com 

 

 

mailto:ming.kwan@connect.polyu.hk
https://doi.org/10.51594/gjabr.v3i3.117


Gulf Journal of Advance Business Research, Vol. 3, Issue 3, March 2025 

  874 | P a g e  

Keywords: Business Travel, Hospitality, Service Quality, Personalized Experiences, Sheraton 

Guangzhou Nansha Hotel, SERVQUAL Model, Experiential Hospitality. 

___________________________________________________________________________ 

INTRODUCTION 

In the context of the globalized economy, business travel has emerged as a critical driver of 

economic growth and corporate success. The increasing interconnectedness of markets, 

coupled with the need for face-to-face interactions, has elevated the importance of business 

travel as a strategic tool for organizations. According to the Global Business Travel 

Association (GBTA), global business travel expenditures are projected to reach $1.7 trillion 

by 2027, reflecting its significance in fostering international trade and collaboration (GBTA, 

2023). 

Within this landscape, the hospitality industry plays a pivotal role in facilitating business 

travel by providing accommodations that cater to the unique needs of corporate guests. 

Hotels, particularly those in urban centers like Guangzhou, must differentiate themselves 

through tailored services, advanced amenities, and strategic locations to meet the demands of 

business travelers. The Sheraton Guangzhou Nansha Hotel, situated in the rapidly developing 

Nansha District, exemplifies this commitment to service excellence. Its proximity to key 

business hubs, such as the Nansha Free Trade Zone and the Guangzhou-Shenzhen-Hong 

Kong Express Rail Link, positions it as a preferred choice for corporate guests. 

This paper examines the Sheraton Guangzhou Nansha Hotel as a case study to explore how it 

addresses the needs of business travelers. By analyzing its facilities, services, and guest 

experiences, this study aims to highlight the factors that contribute to its success in catering to 

this demographic. Furthermore, the paper discusses the broader implications for the 

hospitality industry in adapting to the evolving demands of business travel. 

LITERATURE REVIEW 

The Evolving Needs of Business Travelers 

Business travelers constitute a distinct segment within the hospitality market, characterized by 

their specific requirements and expectations. Research by Gustafson (2012) identifies 

efficiency, connectivity, and comfort as the primary priorities for business travelers. These 

individuals often seek accommodations that offer seamless check-in and check-out processes, 

reliable high-speed internet, and well-equipped workspaces to maintain productivity during 

their stay. 

Location is another critical factor influencing the choice of hotel among business travelers. A 

study by Davidson and Cope (2003) emphasizes the importance of proximity to business 

districts, airports, and conference centers, as time efficiency is a key concern for corporate 

guests. Similarly, a report by Deloitte (2020) found that 78% of business travelers consider 

location a decisive factor when selecting accommodations. 

Service Quality and Customer Satisfaction in Hospitality 

Service quality is a cornerstone of customer satisfaction in the hospitality industry. The 

SERVQUAL model, developed by Parasuraman et al. (1988), provides a framework for 

evaluating service quality based on five dimensions: reliability, responsiveness, assurance, 

empathy, and tangibles. These dimensions are particularly relevant for business travelers, who 

expect prompt and efficient service to support their professional activities. 

Research by Akbaba (2006) highlights the importance of reliability and responsiveness in 

meeting the needs of business travelers. For instance, corporate guests often require quick 

resolution of issues, such as technical difficulties in meeting rooms or last-minute 

transportation arrangements. Empathy, or the ability of staff to understand and address 

individual needs, also plays a crucial role in enhancing the guest experience. 
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The Role of Technology in Enhancing the Guest Experience 

Technology has become an integral component of the business travel experience. High-speed 

internet access is no longer a luxury but a necessity, as business travelers rely on connectivity 

for work-related tasks. A survey by Hilton (2019) revealed that 90% of business travelers 

consider Wi-Fi quality a top priority when choosing a hotel. 

Beyond internet access, technological innovations such as mobile check-in, digital room keys, 

and personalized apps are transforming the hospitality landscape. These tools not only 

enhance convenience but also empower guests by providing greater control over their stay. A 

study by Bilgihan et al. (2016) found that the integration of technology in hotels significantly 

improves guest satisfaction, particularly among tech-savvy business travelers. 

The Impact of Physical Environment on Guest Satisfaction 

The physical environment of a hotel, often referred to as the "servicescape," plays a 

significant role in shaping the guest experience. Bitner (1992) identifies three key components 

of the servicescape: ambient conditions, spatial layout, and signage. For business travelers, a 

well-designed workspace, comfortable seating, and adequate lighting are essential for 

productivity. 

Amenities such as fitness centers, spas, and dining options also contribute to the overall 

experience. Research by Gupta and Vohra (2012) highlights the importance of wellness 

facilities in helping business travelers unwind after a demanding day. Similarly, on-site dining 

options that offer healthy and convenient meals are highly valued by corporate guests. 

RESEARCH METHODOLOGIES 

This study employs a qualitative research approach to explore how the Sheraton Guangzhou 

Nansha Hotel caters to the needs of business travelers. Qualitative methods were chosen for 

their ability to provide in-depth insights into guest experiences and service quality. 

Data Collection 

Data was collected through site visits, observations, and interviews with guests. The site visits 

allowed for a firsthand assessment of the hotel’s facilities, including meeting rooms, lounges, 

and wellness amenities. Observations focused on the efficiency of services, the behavior of 

staff, and the overall atmosphere of the hotel. 

Interviews were conducted with 20 business travelers who had stayed at the hotel. The 

interviews with guests explored their perceptions of the hotel’s services, while observations 

provided insights into the hotel’s operational strategies and commitment to customer 

satisfaction. The interview questions were designed based on the SERVQUAL model and 

previous studies on business traveler preferences (Parasuraman et al., 1988; Gustafson, 2012). 

Analysis Techniques 

Thematic analysis was used to identify key themes related to the hotel’s business services. 

The data was coded and categorized based on recurring patterns and topics, such as 

connectivity, comfort, and convenience. This approach allowed for a comprehensive 

understanding of how the hotel meets the needs of business travelers. The analysis was guided 

by frameworks from previous research, including the SERVQUAL model and studies on 

technology integration in hospitality (Bilgihan et al., 2016; Kandampully & Suhartanto, 

2000). 

FINDINGS 

The Impressive Bakery: A Personalized Welcome 

One of the most memorable and heartwarming aspects of the Sheraton Guangzhou Nansha 

Hotel’s service is its exceptional bakery, which goes above and beyond to create personalized 

experiences for guests. A standout example of this is the hotel’s initiative to craft custom 

cakes, bread, and cookies inspired by guests’ beloved dolls. This unique offering not only 

showcases the hotel’s culinary expertise but also demonstrates its commitment to creating 

emotional connections with its guests. 
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During one guest’s stay, the hotel’s bakery team learned that the guest was traveling with a 

cherished doll that held significant sentimental value. To surprise and delight the guest, the 

bakery created a custom cake, bread, and cookie set designed to resemble the doll. The 

intricate details of the baked goods, from the doll’s facial features to its clothing, were 

meticulously crafted to reflect the guest’s attachment to the doll. The guest was deeply moved 

by the gesture, describing it as “a heartfelt touch that made me feel truly valued and 

understood.” 

This initiative highlights the hotel’s ability to blend creativity with personalized service. By 

paying attention to the small details that matter most to guests, the Sheraton Guangzhou 

Nansha Hotel creates unforgettable experiences that resonate on an emotional level. Such 

efforts not only enhance guest satisfaction but also foster loyalty, as guests are likely to 

remember and share these unique moments. 

The bakery’s personalized creations also align with the broader trend in the hospitality 

industry toward experiential and emotional engagement. Research by Pine and Gilmore 

(1999) emphasizes the importance of creating memorable experiences that go beyond 

functional service. By offering bespoke baked goods that reflect guests’ personal stories, the 

Sheraton Guangzhou Nansha Hotel exemplifies this approach, setting a benchmark for service 

excellence in the industry. 

This thoughtful gesture underscores the hotel’s dedication to understanding and celebrating 

the individuality of its guests. It is a testament to how small, personalized touches can leave a 

lasting impression, turning a routine business trip into a cherished memory. 

Meeting and Conference Facilities 

The Sheraton Guangzhou Nansha Hotel offers a range of meeting and conference facilities 

designed to accommodate events of all sizes. The hotel features 10 meeting rooms, including 

a grand ballroom that can host up to 500 guests. Each room is equipped with state-of-the-art 

technology, including high-definition projectors, video conferencing systems, and wireless 

microphones. 

Guest feedback highlights the effectiveness of these facilities. One interviewee, a corporate 

event planner, praised the hotel’s attention to detail: “The meeting rooms are spacious and 

well-lit, and the staff is always on hand to assist with technical issues. It’s a stress-free 

experience.” This aligns with findings from Davidson and Cope (2003), who emphasize the 

importance of versatile and well-equipped meeting spaces for business travelers. 

High-Speed Internet Access 

Reliable internet access is a cornerstone of the business travel experience, and the Sheraton 

Guangzhou Nansha Hotel delivers on this front. The hotel offers complimentary high-speed 

Wi-Fi throughout its premises, ensuring that guests can stay connected at all times. 

Guests consistently rate the internet quality highly. A frequent business traveler noted, “I’ve 

stayed at many hotels, but the Wi-Fi here is exceptional. I never had to worry about 

connectivity, even during video calls.” This reflects the findings of Bilgihan et al. (2016), who 

highlight the critical role of reliable internet in enhancing the productivity and satisfaction of 

business travelers. 

Lounge Services 

The hotel’s lounge provides a range of services to support corporate guests, including 

printing, copying, and faxing. Open 24 hours a day, the center is a convenient resource for 

last-minute tasks. 

Guests appreciate the convenience and efficiency of the lounge. One interviewee shared, “I 

needed to print a presentation late at night, and the staff at the lounge were incredibly helpful. 

They even offered to bind the documents for me.” This aligns with the SERVQUAL 

dimension of reliability, as emphasized by Parasuraman et al. (1988). 
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Concierge Services 

The concierge team at the Sheraton Guangzhou Nansha Hotel plays a vital role in enhancing 

the guest experience. From arranging transportation to recommending local restaurants, the 

concierge staff goes above and beyond to meet guest needs. 

A business traveler recounted a memorable experience: “I had a tight schedule and needed to 

find a specific type of adapter for my laptop. The concierge not only located one for me but 

also had it delivered to my room within an hour.” This exemplifies the empathy and 

responsiveness dimensions of the SERVQUAL model (Parasuraman et al., 1988). 

Comfort and Relaxation 

After a long day of meetings, business travelers value opportunities to relax and recharge. The 

Sheraton Guangzhou Nansha Hotel offers a variety of on-site dining options, including a 

Chinese restaurant, a Western-style bistro, and a lobby lounge. Guests can enjoy healthy 

meals and refreshing beverages without leaving the hotel. 

The hotel’s wellness facilities, including a fitness center and an indoor pool, are also popular 

among business travelers. One guest commented, “The gym is well-equipped, and the pool is 

a great way to unwind. It’s like having a mini retreat after a busy day.” This reflects the 

findings of Gupta and Vohra (2012), who highlight the importance of wellness amenities for 

business travelers. 

Additional Services 

The Sheraton Guangzhou Nansha Hotel offers several additional services that cater to 

business travelers. These include a shuttle service to nearby business districts, a loyalty 

program that rewards frequent guests, and personalized check-in and check-out options. 

Guests appreciate the added convenience of these services. A loyalty program member shared, 

“The perks are fantastic. I always feel valued as a returning guest, and the personalized 

service makes a big difference.” This aligns with research by Kandampully and Suhartanto 

(2000), which emphasizes the role of loyalty programs in fostering customer retention. 

CONCLUSION 

The Sheraton Guangzhou Nansha Hotel exemplifies the qualities that business travelers seek 

in a hotel. Its strategic location, state-of-the-art facilities, and commitment to service 

excellence make it a standout choice for corporate guests. By addressing the unique needs of 

business travelers, the hotel enhances productivity, comfort, and overall satisfaction. 

The findings of this analysis underscore the importance of continuous adaptation in the 

hospitality industry. As the demands of business travelers evolve, hotels must innovate and 

refine their offerings to remain competitive. Future research could explore the impact of 

emerging technologies, such as artificial intelligence and virtual reality, on the business travel 

experience. 

In conclusion, the Sheraton Guangzhou Nansha Hotel serves as a model for how hotels can 

cater to the needs of business travelers. Its success highlights the critical role of hospitality in 

supporting the global economy and fostering meaningful connections in the business world. 
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