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ABSTRACT

Nowadays, a hasty life and stress at work of citizen in the city cause a business of
cinema become popular entertainment. From its convenience in using service and a branch
spreading all over the places make it easy to approach. In additions, a rapid expansion in the
number of branch in Major Cineplex has doubted that the service quality will decline. This study
has an objective to study consumer behavior in watching the movie as well as study customer
satisfaction in a service of Major Cineplex in Bangkok by collecting data using questionnaires to
400 people with simple random sampling to analyze frequency and percentage and testing
relationship between customer satisfaction in service and demographic factors such as sex, age,
education, occupation and income with chi square test at level of significance 0.05.

The result of the study shows that most samples are female, single, between the ages of
21 - 30 years. Furthermore, highest level education is bachelor degree, occupation are employees
and average income 10,000 baht or below. The samples watch the movie from the USA and
Europe most of which are comedy on Saturday about 1 - 2 times per months and at 7 - 9 pm with
digital projector and soundtrack. The ticket price is around 100 - 140 baht. Most samples check
show time via mobile application but reserve a ticket via a ticket window and watch the movie
with their lovers the most. From studying customer satisfaction in service lof Major Cineplex
found that overall image of samples has high satisfaction, when considering each factors, the
samples has high satisfaction about product, staff service and service process, place and physical
element, channel of distribution and market promotion and has moderate satisfaction about the

price.

I



The result of analysis between demographic factors such as sex, age, education and
average income with customer satisfaction in service of Major Cineplex found that sex, age,
occupation and average income, all this affect customer satisfaction.

This study suggested that we reduce the ticket price and the price of food and beverage
to be most suitable. There should be also promotion on Monday Tuesday and Thursday those of
which have few customers, also improve food and beverage menu to be more variety and improve

promotion about giving souvenir, sweepstakes and point collection to make it more interesting.
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