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Abstract

This experimental research investigates the effect of hotel segments and expected experience
of hotel services on cognitive, emotional and behavioral responses of guests, regarding the
misleading images on websites. This study was conducted to compensate for the lack of
research into adverse effects of unrealistic images on cognitive, emotional and behavioral
responses of guests receiving hotel services and the interactive effect of expected experience
and hotel segments on guests’ responses.Findings show that misleading images lead to less trust
in luxury hotels compared to economy ones. Luxury hotel guests express more anger and regret
and stronger intentions of negative word of mouth about luxury hotels, compared to economy
hotel guests. Additionally, these images generate more distrust, anger, regret and intentions of
negative WOM among guests with hedonic purposes compared to those with utilitarian
purposes. The interaction between luxury hotels and hedonic purposes elicits the strongest
cognitive, emotional and behavioral responses.
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