sThe Voice of the Customer for Movie “Theaters

Primary/Strategic Needs

THEATRE
SELECTION

GETTING TO
THE THEATRE

FOOD/
REFRESHMENTS

SecondaryTactical Needs

TerdianywDetailed Needs

Offers A Good

— Selection OFf Movies |—

& Show Times

* Choices of mawvies for the whaole family
* Wide wvariety of movie types {e.g. action, comeady, etc.)
* Show times are conveniant for me

Easy To Get Inform-

— ation About Current |

& Future Showings

Assured 1 Will

— Get Into The Mowvie [

I 'Want To See

* Easy to access show listings and playing times

* Easy to find where a particular movie is playing

* Provides notice and information about upcoming films

* Provides objective reviews of current and future movies

* 1 know how long the mowvie will stay at the theatre

* | know what time the previews and movie will begin and end

* | don't have to worry about my mowvie salling out before |
get there

* Dan™t hawve to arrive early to get a good seat

* Can get information about seat awvailability before |
purchase a ticket

* | am guaranteed a seat when | purchass a ticket

Ticket Purchase
COptions

* | can usea different mathods of payment in addition to cash
{e.g. for tickets, food, etc.)
* Mo service charge to purchase advance tickets

Theatre Is
Conveniently Located

* Easy ta gat to tha theatre
* Theatre located near other activities
* Close, canvenient location

Safe, Convenient
Parking

Good Food
At Fair Price

Well-Run
Concessions

* Mo traffic jams in parking kot

* Don't have to walk veany far from whenrz | park to the theatre
antrance

* Safe parking lot

* Easy in and cut of parking lot

* Able o drop off and pick up people at theatre entrance

* The way from the parking lot to the theatre is weather

protected
* Easy to find a place to park

* | gan get more than candy and popcarn if I'm hungry
* Food and drinks are sized rnght for me

* Healthy snacks are available

* Food that's fresh and tastes good

* Reasonably priced food and baverages

* Fast, courtaous concassion service

* Easy to get 0 concessiens

* Faad selections and prices visibla from the line

* Food and drink containers that are easy to hold and carny
* Condiments. napkins, and straws are conveniently located




THE THEATRE
BUILDING

Quick & Easy Access
To Everything | Need

* Buy ticket, food, and get in the theatre quicklky
= MNo long lines

Handles Crowds Well

* Crowds are handled well. not herded like cattle

* Exits and entrances that can handle flow

* Easy entrance to and exit from the building

*= Dption to choose the exit | want to use

* Can go in and out of theatre auditorium freely
{do not hawve to show ticket stub}

Friendly & Awvailable
Customer Service

* Can quickly find samaanea ta halp me
* Enthusiastic service
* Employaas make me feel welcoma

Clean, Well Equipped
Restrooms

* Clean restrooms

* No wait for the restrooms

* Conveniantly locataed restroams
* Properly equipped restrooms

INSIDE THEATRE
AUDITORIUM

THE MOVIE
EXPERIENCE

A Comfortable Feeling
Inside The Theatre

* Tamperatura right for me

* Theatre is welcorming

* Spacious feeling in theatre

* Comfortable space to wait and socialize
* Enforcemeant of no smoking rules

Clean, Comfortable
Seating

* Seats are clean

* Can see easily from anywhere in the theatre, even from
the front row

* Plenty of room to rest my anms

* Comfortable seats

* Comfortable legroom (e.g. can sfretch out my feet, a place
to rest my feat)

* Easy to get out of the row without disturbing others

* Can put my head back

* Easy storage for refreshments at my seat

Auditoriums
Are Clean

* Clean auvditorivms -no trash from the last show
* Mo sticky or littered flcors
* Easy to get rid of my trash

A Great Movie
Experience

* A big screen expariencea

* The sound is alive

* Good sound all ower

* The sound is at the right lewel

* Fael like yvou are right in the acton

* Shanp, clear picture

* Dark auditarium during show

* Previews are approprate for the audience
* Mot overwhelmead with previews

Mo Disturbances
Dwring The Show

* Mo noisy disturbances during show (& 9. air conditsoner,
heat, nunning of the film, etc.)

* Film praoblems are dealt with immediately

* Don't hear next-door mowvie

* Mo noise from lobby




