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Abstract

The purpose of the present study is to design and explain the purchase journey map of moviegoers
based on contact points. In the first step, using the content analysis method, 29 indicators were
extracted as the contact points of moviegoers in the three stages of the shopping trip, and based on
that, a research questionnaire was designed. In the second step, quantitative approaches were used to
investigate the statistical population. To describe the research population, 419 adult moviegoers were
clustered and analyzed in two separate clusters using the Davis-Bouldin index. The results showed that
in the first cluster, the pre-purchase stage (actresses and director's brand), during the purchase (sanitary
facilities), and post-purchase (advice, silence, and bad-mouthing) contact points were most significant.
In the second cluster, the pre-purchase stage (previous experience), during purchase (store quality),
and post-purchase (information on upcoming movies) contact points were most significant. Naive
Bayes was used to design the model predicting the audience return rate. The application of Naive
Bayes showed that by using contact points, it is possible to predict the return rate of moviegoers in the
first and second clusters with an accuracy of 0.910 and 0.814, respectively. The sensitivity analysis
results showed that in the first cluster, the pre-purchase stage (cinema brand), during the purchase
(personnel encounter), and post-purchase (discount for the next visit) were the best predictors of
consumer behavior. In the second cluster, the pre-purchase stage (word-of-mouth advertising), during
purchase (store quality), and post-purchase (handling complaints) were the best predictors of
consumer behavior.
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Introduction

Art and culture are an integral part of our lives. The music we listen to, the books we read, the TV
series we watch, and the movies we watch at home or in the cinema are just a few examples of the
artistic and cultural products we consume regularly. These products exist because they fulfill our
needs and desires, whether we seek to gain knowledge or simply want to be entertained (Colbert &
Dantas, 2019). In the cinema sector, identifying customer contact points and drawing a customer
journey map during the purchase process is crucial. The customer journey is an iterative process and
reduces the traditional stages of the purchase process where a consumer moves from channel to
channel with different goals. Therefore, changes in information search behavior, purchase decisions,
and post-purchase evaluations during the customer journey have become the main focus of recent
consumer behavior research (Cortinas et al., 2019). The investigation of the cinema industry in our
country shows that due to the broad target market in terms of audience, cultural value, and income
value, more research is needed to predict the purchasing behavior of its consumers and investigate the
contact points they encounter during their shopping journey (Nourinasab et al., 2023). This research is
important and innovative in three ways: 1) the purpose is to identify the behavior of consumers of a
cultural product called cinema, which has received less attention in past research; 2) It considers the
differences between consumers in terms of contact points in the shopping trip, examining the buying
behavior of different consumers in separate clusters; and 3) It prioritizes the contact points that affect
purchasing behavior in the three stages of the customer journey (before purchase, during purchase, and
after purchase) according to their predictive power in each cluster.

Materials and Methods

The current research follows a mixed sequential and exploratory strategy in the form of cross-
sectional studies. Data were collected from May to the end of October 2023 at three cinemas in
Gorgan City. To achieve the study's goals and answer its questions, two consecutive qualitative-
quantitative steps were used. In the qualitative step, an interpretive philosophy and inductive approach
were employed, using applied research strategies, qualitative strategies, content analysis methods, and
cross-sectional studies. Data were collected through semi-structured interviews, identifying and
classifying audience contact points with the cinema before, during, and after purchase.

In the quantitative step, a positivist philosophy and comparative approach were used, employing an
applied research strategy, a quantitative strategy, and the descriptive-survey method. Data were
collected via a questionnaire. Descriptive and predictive methods were used in data mining to analyze
the statistical population. Among descriptive methods, non-hierarchical cluster analysis (k-means) was
used based on audience contact points with the cinema (before purchase, during purchase, and after
purchase). The optimal number of clusters was determined using the Davies-Bouldin index, and the
simple Bayes method was used to predict audience return rates based on identified contact points. Data
were collected using content analysis and purposeful sampling methods, with 18 interviews conducted
until theoretical saturation was reached. To ensure diversity in the sample, all types of customers were
included through purposeful sampling at different times and days. The research population was
moviegoers in Gorgan, and an unlimited population formula determined the sample size, resulting in a
minimum sample size of 384. A total of 500 questionnaires were distributed, with 416 found usable
for analysis. The questionnaire's first part covered respondents’ demographic information, while the
second part measured customer contact points with the cinema in three stages: before purchase, during
purchase, and after purchase.

Research Findings

To identify the audience's contact points with the cinema (before purchase, during purchase, and
after purchase), semi-structured interviews were conducted, and the data were collected using general
demographic questions and open questions. Interviews were analyzed by carefully reading the audio
files, identifying meaningful units, and summarizing them. Codes were prepared and classified into
acceptable subclasses and classes through continuous comparison, ensuring validity and reliability.
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The k-means clustering method was used to achieve the Euclidean distance between clusters based on
audience contact points with the cinema. The optimal number of clusters was determined using the
Davies-Bouldin index, with the lowest value of 0.259 achieved at two clusters. The cluster analysis
results showed that the statistical population could be divided into two clusters based on the 29
indicators. The relative importance of the indicators was determined using the N-1 input method and
sensitivity analysis, ranking the indicators by importance. The sensitivity analysis results showed that
in the first cluster, the pre-purchase stage (cinema brand), during the purchase (personnel encounter),
and post-purchase (discount for the next visit) were the best predictors of consumer behavior. In the
second cluster, the pre-purchase stage (word-of-mouth advertising), during purchase (store quality),
and post-purchase (handling complaints) were the best predictors of consumer behavior.

Discussion of Results and Conclusions

This research used a mixed approach to answer two basic questions regarding consumer behavior
in the cultural-cinema sector:

1. What contact points are moviegoers connected to the three stages of their shopping
journey? Using qualitative methods and content analysis, 29 contact points were identified in the
three stages of the moviegoers' purchase journey: eight pre-purchase points, 14 purchase points, and
seven post-purchase points. Important considerations include:

o The customer journey process is continuous, and its separation into three stages is for
recognition and attention. Therefore, this flow should be seen as continuous in consumer behavior
examination.

o Both physical-tangible and non-physical-intangible dimensions of contact points were
considered to avoid a one-dimensional view.

o The identified contact points are from the consumers' perspective, but many of these points are
controlled and managed by cinema managers.

2. What contact points in the three stages of the moviegoer's purchase journey will be the
best predictors for repeat customer purchases, and what pattern does the customer journey map
follow? Predicting customer return rates is a challenging and practical issue in consumer buying
behavior. The simple Bayes model was used to predict the return rate of moviegoers based on 29
contact points, showing high accuracy (0.910 in the traditional cluster and 0.814 in the modern
cluster). Key findings include:

o In the traditional cluster, pre-purchase points (cinema brand, actresses, and director brand),
purchase points (type of staff interaction and health facilities), and post-purchase points (discount for
next visit and information for upcoming films) are the best predictors of return rates.

o In the modern cluster, pre-purchase points (word-of-mouth advertising, brand of actors, and
directors), purchase points (store and fast food quality, type of staff interaction), and post-purchase
points (handling of complaints, criticisms, suggestions, and information for future films) are the best
predictors of return rates.
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Table 1: Demographic characteristics of the statistical sample in two qualitative and quantitative sections
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Table 2: The results of theoretical saturation of cinema audience on point of contacts
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Table 3: Contact points of moviegoers in the three stages of the shopping trip
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Table 4: Values of Davis-Bouldin indices in terms of k clusters
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Figure 1: How the members of the statistical sample are distributed in two clusters based on 29 indicators
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Table 5: The final centers of the clusters and the results of the one-way variance test
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Table 6: Examining the status of demographic characteristics by clusters
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Figure 2: Map of customers' purchase journey to the cinema based on the three stages of purchase
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Table 7: Confusion matrix
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Table 8: Evaluation of the accuracy of simple Bayes optimal models by separating two clusters
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Table 9: The results of changing the accuracy of the optimal model by removing the input indicators
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