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Cinema & Co is a locally owned business in Swansea, the organisation provides many services and products to customers which include; cafe during the day, movie nights with pallets, food and drinks, book club, live shows, kids club and art gallery. The company is one of a kind in Swansea, therefore has the potential to do really well and succeed, however the organization had to reschedule their movie nights due to the lack of customers. It is seen that the organisation is struggling to keep their customers and repeat business. Through right marketing and customer satisfaction, the business can run smoother and gain more customers for the future. “Previous researchers proved that the cost of retaining the exits customer is less than the cost of finding the new one. Therefore, customer loyalty must be considering as an important issue and it is required to increase the customer loyalty by positive impact of CRM strategy and customer satisfaction.” (Khalafinezhad, R. and Long, C. 2013).
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This report is based on a consultancy project for Cinema &Co in Swansea. This business lies within the leisure industry and covers; the showcase of movies, party event holdings and art showcases. It is located in the heart of Swansea city centre, accessible by a range of customers and is known mostly as a ‘unique indie film house’. This allows the business to distinct itself from its competitors like other cinemas in the city centre; with pallet seating areas, comfortable pillows with blankets and a bar for coffee and snacks; it really sets itself from the traditional cinemas and theatre. The focus group used for the report are mainly customers aged between 18 to 24 which have all been to this venue.
The report will provide an insight on the consultancy project aims, qualitative research conducted on the niche customer base, and recommendations based on the research to what could help Cinema & Co satisfy their customers better. The project will help Cinema and Co identify opportunity costs that their business can go with after the recommendations provided.
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The aim of this consultancy project is to work with Cinema & Co and use the data obtained from the research to discuss strategies that will help increase the footfall by at least 40%. 
The objectives are:
1. To review the research and check what changes the existing customers would like to see
2. To review the current business strategy and implement recommendations based on findings to create a new market strategy that would potentially bring in potential customers.
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 For a business to survive in today's world, it is important to have the right marketing and business skills, “One of the major benefits you'll receive from developing a business plan is getting to know your industry and market thoroughly. Even a small amount of information in the area can make a difference”. (Abrams, R., 2003).

There are many competitions in the world of business today and customer satisfaction holds a significant importance in the industry than anything else. The success of a business will depend on the amount of work they put into it, it is important to always keep on top of things as customer preferences and interests keep changing day by day. This can be done through frequent market research and planning. ‘The importance of customers has been highlighted by many researchers and academicians’. (Zairi, 2000). One unsatisfied customers can make many others turn away from a business or organization. 

“Many researchers have looked into the importance of customer satisfaction”. (Kotler, 2000). It is an essential part for businesses to make sure their customers are satisfied with their products and services; this can result in repeat business and loyal customers. There can be many factors that affect customer satisfaction as a business owner or manager it is important to identify this and act on it. A satisfied customer is more likely to spread the word and share their experience with family and friends as well as repeating business by themselves. “Customers’ needs state the felt deprivation of a customer” (Kotler, 2000).


[bookmark: _Toc8679466][bookmark: _Toc8684103]Research Methodology

Research is a logical and systematic search for new and useful information on a particular topic. Research is a vital part to understanding the strengths and weaknesses to any organisation. If done correctly the company can implement changes or solutions to any new problems that arise. Research can help find causes, solutions, explanations and applications. Research is done with the help of study, experiment, observation, analysis, comparison and reasoning. (Rajasekar, S., Philominathan, P. and Chinnathambi, V. 2013).

There are many different research methods, which can be used according to the type of research you are doing. These types of research is divided into two different categories, qualitative and quantitative. Qualitative research is more subjective these often have case studies, observation, and open-minded questions specific to the topic. Quantitative research is often has statistical or numerical data, scientific experiment, surveys and observations. 

The research method that was mainly carried out for the report was quantitative research in order to gain more information on customer interests and preferences. A 10-question questionnaire was prepared for existing customers and potential customers of Cinema & Co. this was handed out to students of Swansea University as well as other adults aging from 18 to 60 plus. The questionnaire helped to gain an understanding of the current age of existing customers and their interests. The questionnaire was completed through Survey Monkey, this is a website, which allows users to create questionnaire with easy formatting and guidance. It was an easier and paper-free way of collecting data, given that it was an online survey. The survey helped to give an insight on a customer’s point of view of the services that Cinema & Co provide. This would be very useful when implementing the current strategy.

This was followed by interviews to collect information on what potential customers would like to see. The interview was conducted on the university campus which gave biased but preferred results as most of the people interviewed were students, even though the current customer base is within that niche demographic, this gave insights on potential customers within the same demographic rather than a broader demographic that would require a bigger change in their marketing strategy. There were five questions. The interview was made quick but sufficient enough with the data it provided.

[bookmark: _Toc8684104]Research Limitations 
Due to accessibility issues and time availability, outcome of the results will not be accurate. This study was done in Swansea University and the participants focused on are students between the ages of 16 to 24. Therefore, the recommendation followed are for this category. 
 

[bookmark: _Toc8679467][bookmark: _Toc8684105]Research Findings
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The demographics of the age group had seven categories ranging from 18 to 75+. As this was a questionnaire which was conducted within Swansea University. The majority of participants were in the 18 to 24 category (70%). However other age groups which took part includes 25 to 34 (10%), 35 to 44 (6.67%), 45 to 54 (3.33%) and 55 to 64 (10%). 
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Out of the 60 participants over 75% have heard of or been to Cinema & Co, however, 25% have not. This shows that the business is popular within the category of ages but can also improve with the right marketing strategies.
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When asked what kind of films they enjoy, all participants had different answers, but comedy was the most enjoyed film category followed by thriller. Customers having a say on what they would like to watch can make an impact. ‘Wednesday Club’ had to be rescheduled due to the decrease in customers, this could be because of the lack of interest in the movie being played. "Popcorn is the cheapest thing you can make, and to a lot of people it has that ritualistic experience," he says, suggesting that for movie theatre owners, a cheap snack never loses its 
golden appeal.”
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As Cinema & Co have a variety of foods and drink which they serve during the movie, one of the questions asked was “What food do you enjoy with movies?” and the most common answer was ‘popcorn’ and ‘small snacks’, with a few number of people which answered ‘pizza’. As this is a leisure activity, food provisions are important in order to ensure customer satisfaction and repeat visits. (Smithsonian.com, 2013) 
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The location of a company can determines if a customer would visit. Cinema & Co is at the heart of Swansea city centre. The company is easily accessible to customers. Over 80% of customers answered ‘yes’ to the question and nearly 20% of participants answered ‘no’. Cinema & Co is located on a main road, thus finding a parking spot difficult. Few of the participants said they would not wish to pay for parking and often find it difficult getting a parking space near Cinema & Co. One person said, ‘I don’t want to walk far to the place late at night due to safety reasons”.
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Cinema & Co has a variety of services which offer to their customers. Which range from Film nights, Kids club, book club and live shows.  45% knew what Cinema & Co offers for the                       customers. However, 55% of participants were not aware of the all the services, other than Wednesday club. It is important the company advertises the events they hold, in order to gain full attendance to their events.
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As the graph shows, most participants are free during a Saturday or Friday (68% and 76%).  Majority of the participants were university students, therefore during the week they will have lectures or work, hence the low participation in leisure activities. As shown on the graph the free/leisure time spend on weekday is fairly low compared to Friday and weekends. 
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The participants were asked to rate the experience out of 5 stars. The most common answer was 4 stars with over 40%. Cinema & Co are a well rated company among the age groups and has the potential to improve within the coming years.
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As evident from the BCG 
report [2], referrals and recommendations from friends, colleagues or 
other consumers can go beyond everything else.
As evident from the BCG 
report [2], referrals and recommendations from friends, colleagues or 
other consumers can go beyond everything else.
When asked if they would recommend Cinema & Co to friends or family, 93% said ‘yes’. Word of mouth is one of the most effective way of marketing as it gives an opinion from someone who has already been. “As evident from the BCG report, referrals and recommendations from friends, colleagues or other consumers can be beyond everything else.” (Kundu, S. and Rajan, C., 2016).
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1. Would you attend a cinema with pallets as the seating area and plays classic movies?

This question brought up a common answer of ‘yes’, and positive remarks. This showed that the comfortability while being entertained is convenient to reach higher level of customer satisfaction, thus creating a happy and solid customer base.

2. What food provision would you expect to have while entertained?



With this question, a large set of participants chose popcorn and pizza. This is already a set food choice at Cinema & Co. This shows their food choices are good and may not need to be implemented in their new market strategy. With a large amount of people, selecting what is already their it seems there is no need to change the food plan.


3. Are you interested in art shows and music events?



With this question, the majority of the participants chose ‘yes’ and they really enjoy to these types of events, and maybe. This is greater the amount that said they would not enjoy them. This shows that there is larger potential customers within this demographic that would enjoy or explore these events. 


4. What do you think of getting a loyalty card for an entertainment venue if there are rewards and discounts?

The question brought about all positive remarks seeing that it had no downside to them losing money from this opportunity. This looks like a possible venture Cinema & Co could take to bringing in the potential customers out there.


5. Would you spend your free day/time at an entertainment venue?

When this question was asked, many participants agreed they would go do this in their spare time but most students agreed that most of the year they were occupied with coursework or deadlines. They gave a similar time scale of 1 – 2 hours maximum.
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The business currently runs club activities on student nights. A recommended option would be to move the Wednesday club activities to another day. This club currently runs a free membership; the potential of this club may not be reached because it runs when students are not available. Wednesday night is a student night and most students that do not spend the night out enjoying the nightlife often stay indoors. The potential here is that the students that spend their time out could also be potential customers. When it does not become an option between club activities or nightlife, the potential for more members will increase.

In addition if Cinema & Co were to implement the use of a loyalty card program, it will help to improve sales, as it will help retain existing customers. This technique will allow the customers build a relationship with Cinema & Co. The relationship will be based on getting rewards, discounts and other privileges the card may offer them. In addition, this will increase with existing customer’s commitment to choose to go Cinema & Co rather than other competitors within the area. The loyalty card scheme will also be able to bring in new customers as the rewards will be within reach, this will give them motivation to get the card. With time the new customers gives Cinema & Co the profit of an existing customer given that the services are also kept at good standards.

Another recommendation is to creating student discounts. This strategy will get their attention to the events and prices that Cinema & Co provide. Showing the targeted customers that they have it cheaper will make them feel valued to the services and will give them more motivation to go to attend shows and events that Cinema & Co put up.

Lastly, the use of proper advertisement strategies would help to boost customer footfall. A recommended strategy would be to promote within the university campus or to promote through the university student union. Promoting Cinema & Co within the university would help spread their name and increase their popularity; this will get people having it on their mind thus increasing the percentage of potential customers. Promoting through the student union websites and emails will give Cinema & Co a large audience to reach, as all the students get mail from the union, even though it may not reach the eyes of all students, it will reach a large audience. This will also in turn increase the potential customer base and start creating new customers.


[bookmark: _Toc8684109]Conclusion

In conclusion, it can be seen the overall satisfaction of customers is good. Cinema & Co is successfully running and keeping their customers happy, however with the lack of advertisements for their events and services, they are not gaining enough customers as they could. With some small changes, they can improve as a business. Such things as loyalty cards and working with student union in order to advertise the business can make a major impact on the company. 

From the research conducted, it is clear that and implement of the market strategy is required for Cinema & Co to increase their footfall and sales. This will allow them to reach the aims set out. 

Even Though Cinema & Co are active on social media such as Facebook and Instagram, it is still important to do other kind of advertisements, such as leaflets or brochures. This kind of marketing can have a great effectiveness within the age groups. 
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Would you attend a cinema with pallets as the seating area and plays classic movies?







What food provision would you expect to have while entertained?








Are you interested in art shows and music events?








What do you think of getting a loyalty card for an entertainment venue if there are rewards and discounts?









Would you spend your free day/time at an entertainment venue?









Preferred Food Option	Popcorn	Pizza	Slushy	Drinks	8	4	3	2	

Thought on Art shows and Music Events

I would love them	5	Yes	3	Maybe	4	Not Interested	3	
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Have you heard of or been to Cinema&Co Swansea?
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What kind of film categories do you enjoy?
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What food do you enjoy with movies
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Is the location accessible for you
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Do you know the variety of services provided here?
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What day/days of the week would you got out for leisure? (Tick all Boxes that
apply).
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How would you rate your experience at Cinema&Co.?
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Would you recommend Cinema&Co to a friend/family?
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