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Abstract

This research aims to analyze the importance-performance among multiplex cinema selection
attributes. Therefore, we collected data for visitors who visited the multiplex cinema and want
to watch movies. Of the various multiplex cinema selection attributes, four factors were deduced
that includes: major services, human services, physical environment, auxiliary services using
exploratory factor analysis. In the quadrant I, the area of 'Concentrate Here' was ‘diversity of
screening time’, ‘diversity of movie genre’, ‘convenience of mobile app use’, ‘size and convenience
of parking facility’. In the quadrant II, 'Keep up the Good Work’' area was ‘convenience of
website booking’, ‘discounts through card partnerships, ‘employee friendliness’, ‘accurate
employee information delivery’, ‘comfortable seating’, ‘screen size’, ‘cinematic sound quality’, and
‘convenience of traffic’ etc. The quadrant III, 'Low Priority’ appeared to be ‘membership system’,
‘tidiness of staff attire’, ‘resting space for waiting time’, ‘accessibility to the neighboring area’,
‘diversity of the snack corner’, and ‘overall cleanliness’ etc. The quadrant IV, 'Possible Overkill’
was ‘appropriateness of the auditorium temperature’ and ‘service proficiency’.
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