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companies. The aim of this study is to identify the antecedents and consequences
of electronic revenge of customers in the hotel industry via grounded theory
approach. This pragmatic research is a cross-sectional time horizon research and
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hotels (using an interview approach and a questionnaire) and all domestic and
international researches conducted on various aspects of customer retaliation in
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Extended Abstract

1. Introduction

The pervasiveness of the Internet in the
new age and the increasing access of
customers to electronic facilities in
interaction with companies act like a
double-edged sword. Through this tool,
service industries increase the quality,
speed, and  diversity = of  their
communication with customers.
Customers also use this tool to meet their
needs, interact, and sometimes take
revenge on companies. In the process of
revenge, the consumer actively tries to
react against the company for its failure in
providing service or violation of social
norms by consuming time and energy. In
today's world, people are increasingly
taking revenge on various issues through
online programs and sites such as
Facebook, Twitter, etc. (Obeidat et al.,
2018). This study aims to identify the
antecedents and consequences of
customers’ electronic revenge in the hotel

industry via the grounded theory
approach.

2. Methods

This research is based on the
interpretation paradigm as mental

philosophy with the model of qualitative
epistemology will be used in it. In this
study, the grounded theory strategy has
been wused to build the customers’
electronic revenge model. The subject
area of the present research is to present
a model to analyze and describe the
customers’ electronic revenge behaviors
in the hotel industry. The spatial domain of
the current research for collecting
secondary information is the Internet.
This study has a cross-sectional time
horizon, and the period 2000-2020 is
considered in the qualitative part with the
foundation's data approach. The statistical
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community of the research is in two parts:
the first part includes the complaining
customers of domestic hotels who were
interviewed with a theoretical saturation
approach, and the second part includes all
the internal and external studies
conducted on customer retaliation in
service industries, especially the hotel
industry. These internal and external
studies were used to summarize the
studies and interviews conducted with the
complaining customers. In qualitative data
analysis, the thematic analysis approach
was used with open, axial, and selective
coding approaches.

3. Results

Findings of the grounded theory approach,
via open, axial, and selective coding
approach show that 59 non-duplicate
conceptual codes are fallen into six
categories, including causal, contextual,
intervening, axial, action/reaction, and
consequential categories.

4. Conclusion

The qualitative research model depicted
the customers’ electronic revenge
process. This process, which emerges with
the focus of the main central category,
"tendency to electronic revenge", shows
that in the occurrence of some factors,
electronic revenge is formed in the
customer, and the continuation of this
tendency to some actions follows some
different consequences for tourism
complexes, especially hotels. In this
process, in addition to causal factors,
background factors, and intervening
factors, strategies and consequences were
also discussed. In expressing the
difference between this research and
previous  studies, it should be
acknowledged that most of the studies
conducted in the field of customer
revenge, especially customer electronic
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revenge, have not used the foundational
data approach, and this issue is the first
important  difference between this
research and existing domestic and
foreign studies. On the other hand, a full
understanding of the causal, underlying,
and intervening factors will pave the way
for a quantitative investigation of the
effects of these wvariables on the
customer's desire to take electronic
revenge and its related actions and
consequences in the future. Another point
was that all the factors identified in the
conceptual framework of this research are
not necessarily rooted in the literature of
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this field, and some of these factors are
rooted in interviews with plaintiff
customers who have experienced
electronic revenge in Iran. This research is
accompanied by practical and theoretical
suggestions from various aspects. In the
section on practical suggestions, it is first
recommended that in order to reduce the
possibility of the customer's desire to take
electronic revenge, the underlying,
intervening, and causal factors in the
formation of this desire should be known,
and tourism industries and especially
hotels should be strongly protected from
such factors.
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