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Thesis Title Factors Influencing Customer Satisfaction Toward The 4D

Cinema (4DX) in Bangkok
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Program Business Administration

Year 2016
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ABSTRACT

This research aims to study 1) the satisfaction of customer of Cinema 4D (4DX)in
Bangkok and 2) analyze the influence of demographic factors and the marketing mix of service
on customer satisfaction in a 4D cinema(4DX) in Bangkok. Questionnaires were used for data for
data from 4D (4DX) customers in Bangkok, both in Thai and foreigners in total 439 samples.
Data were analyzed by using percentage arithmetic mean standard deviations and multiple linear
regression analysis for hypothesis testing.

Findings showed that overall

satisfaction levels are high. Customers ensured in the quality and service of cinema. The
cinema has organized various activities regularly to satisfy customers. The service can meet the
customer expectations as well as create the customer loyalty. Result of hypotheses testing
indicated that demographic factors (including gender, age, social status, level of education and
average income per month) , the marketing mix factors of service business, except price, and
customer experience (person who persuade to watch movies, the number of people attending to
watch movies, type , day and time ) influencing customer satisfaction statically significant at 0.05

level.
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NO: s

QUESTIONAIRE OF
FACTORS INFLUENCING CUSTOMER SATISFACTION TOWARD
THE 4D CINEMA (4DX) IN BANGKOK

3k 3 3 3k ok 3 ok 3 o ok ok K ok sk ok Ok ok oK ok Ak ok 3k 2k 3 3k 3k 3k 3 3k ok ke 3k 3 ok ok 3 3 ok ok o ok kKoK ok ok ok ok ok ok ok e 3k ok ok 3 ok ok ok ok 3 3k ok ok 3 3 3 ok ok 3 ok ok ok ok

The purpose of this questionnaire is to survey customer satisfaction toward the 4 D
cinema (4DX) in Bangkok. We are interested in your honest opinion. Your survey responses will
remain confidential and will only be viewed in aggregate with answers from other respondents.
Also. the results will be only used for academic purpose. Please accept our sincere thanks for
taking the time to provide us with such valued information.
3 3k ok ok 3 ok ok ok ok ok ok ok ok ok ok ok ok sk ok 3 3k 3k 3 3k 3k 3 3 3 3k 3k 3 ok 3 3 Bk ok Ok Ok Ok ok ok ok ok 3 ok o ok ok % o ok ok k3 3 ok ok 3k ok 3k ok oK o 3k 3 3k oK ok ok ok 3 ok ok K
Part 1: General Information of Respondent
Instruction: Please complete the following question by put a tick E in the box next to the

answer of your choice .

1. Gender

O Male O Female

2. Age

O under or equal to 20 years old O 21 years - 30 years old

[ 5 years - 40 years old [J More than 40 years old

3. Marital status

O Single O Married O pivorcedw idowed/Separated
4. Education

[ Below Bachelor degree O Bachelor degree O Higher than Bachelor degree

5. Professional/ Employment status
O student O Government officer [] State enterprise employee
O Employee O Self employed O other oo
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6. Average income ........... R Baht per month

Part 2: Marketing Mix’s Factors

Instruction: Place a tick /] in the box for the level of importance on marketing mix factors which

match with your opinion. 5 means Very Important and 1 means Of Little Important.

Level of importance

Marketing mixs

1. Product

1.1 Realistic of 4D movie visual effects. (Screen ,

Environmental Effects , Scent Effect and motion seats)

1.2 Availability of 4D watching equipments

1.3 Screen fit with your eye level

1.4 High quality of sound system.

2. Price

2.1 Charged price is reasonable with service quality

2.2 Charged price is reasonable with stimulates the

audiences’ 5 senscs

2.3 Charged prices of snacks and drinks are reasonable

3. Place

3.1 Enough ticket counters/ box offices to serve

customers

3.2 Convenience of ticket reservations and advance

purchasing system

3.3 The location of cinema is convenience to travel to

4. Promotion

4.1 Newspaper advertisement persuades me to

purchase this service

4.2 Internet advertisement persuades me to purchase

this service
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Marketing mixs

Level of importance

4.3 Event for movies lovers is attractive me to

purchase this service

4.4 Poster/ Billboard in front of cinema and the

shopping mall is attractive me to purchase this service

5. People

5.1 Employees are courteous

5.2 Employees take care of customers well

5.3 Employees specialize in their task

5.4 Employees dress tidy uniform

6. Process

6.1 Buying tickets movies at cinema is rapidness and

accuracy

6.2 Buying tickets movies by phone is rapidness and

accuracy

6.3The starting ime of the movie is on time

6.4 Promptly solving customer problems

6.5 Providing equality and fairness service to

customers.

7. Physical evidence

7.1 Cleanliness in the cinema.

7.2 Cleanliness and adequacy of restroom.

7.3 Inside and outside 4DX theater decoration and

overall atmosphere

7.4 Corridor areas in the cinema.

7.7 Convenient and safety in the cinema

Part 3: Customer Experiences

Instruction: Place a tick [ZI in the box that best fit with your experiences
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1. Who persuaded you to watch movies?

O tamily O triends

O il friend /boy friend [ voss/senior [ other..onnn......
2. The number of participants watch a movie at with you

0. people [fa-3 people

0 a-s people [ More than s people

3. Types of movies which you frequently watch

O Action O Romantic

] Horror-Thriller O Animation/Sci-Fi/fantasy_ L other oo

4. Watching day that you preferred most

O Monday - Tuesday O Wednesday

[ Thursday - Friday [ Saturday - Sunday [ Holiday
5. Watching time that you preferred most

O 10 am - noon 1 001 pm -4 pm

O 401 pm -8 pm [ 5.0 pm or late than this

6. Average time per month that you watch a 4DX movie

D Once [:] Twice - Thrice

Part 4: Customer’s Satisfaction

Explanation: Please rate the following aspect of your level of satisfaction by providing a tick |

in the following statements. 5 means Very Satisfied and 1 means Very Dissatified.

Level of satisfaction

Customer Satisfaction

1. The service of cinema meets your requirements well

and effectively provided service as expected.

2. You have confidence in the quality and service of the

4DX cinema

3. Various events of 4DX cinema always create customer

satisfaction.

4. You will continue to use the service of the 4DX

cinema
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