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Abstract

Customer misbehavior represents a challenge for the tourism sector. Considering that
inappropriate sanctions—whether overly lenient or strict—can negatively impact
customers’ perceptions, more knowledge is needed on how hospitality providers
should sanction customer misbehavior. Relying on an experimental design with 284
participants, this study analyzes how a hotel’s sanction to a customer misbehavior
incident and its impact on other guests influence fairness perceptions and rebooking
intentions. Findings demonstrate that moderate sanctions tend not to perform worse
than severe sanctions and are often more effective than no sanction in enhancing
fairness perceptions and rebooking intentions. Additionally, perceived fairness and
rebooking intentions are lower (higher) when the incident’s impact on other guests is
high (low). In case of a high impact on other guests, stricter sanctions are more
effective. Perceived fairness mediates the severity of the hotel’s sanction and the
severity of the incident’s impact for other guests on rebooking intentions.
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