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Abstract : The goal of the present paper is to model two classic lines of research in which employees starred, organizational
justice and citizenship behaviour (OCB), but that have never been studied together when targeting customers. The suggestion
is made that a hotel’s fair treatment (in terms of distributive, procedural, and interactional justice) toward customers will be
appreciated by the employees, who will reciprocate in kind by favouring the hotel with increased customer-oriented behaviours
(COBs). Data were collected from 204 employees at eight upscale hotels in the Canary Islands (Spain). Unlike in the case of
perceptions of distributive justice, results of structural equation modelling demonstrate that employees substantively react to
interactional and procedural justice toward guests by engaging in customer-oriented behaviours (COBs). The findings offer new
reasons why employees decide to engage in COBs, and they highlight potentially beneficial effects of fair treatment toward
guests bring to hospitality through promoting COBs.
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