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Abstract

Purpose: As one of the most important cultural and artistic products, cinema plays a key role in shaping cultural tastes and

filling leisure time in society. The use of data mining and analysis of customer touchpoints along the purchase journey
provides a powerful tool for understanding customer intelligence, identifying behavioral patterns, and predicting audience
return rates, enabling managers to make more targeted and effective decisions. The present study aims to develop an
analytical model based on customer intelligence and to extract the decision-making patterns of cinema audiences using
customer retention indicators.

Method: This applied research was conducted using an exploratory mixed-method approach and a cross-sectional design. In
the qualitative section, data were collected through semi-structured interviews with adult spectators, using theoretical
sampling until data saturation was reached, and were categorized into eight themes using content analysis. In the
quantitative section, the statistical population consisted of cinema audiences in Gorgan; the sample size was estimated using
Cochran’s formula, and 419 valid questionnaires were analyzed randomly. The purchase decision model was developed
using the decision tree technique based on the indicators extracted in the qualitative phase.

Findings: The findings revealed that cinema audiences’ decisions to repurchase or not are the result of the simultaneous
interaction of multiple indicators, rather than being driven by a single factor. These results further highlight the importance
of customer intelligence as a tool for predicting and managing audience behavior. Among the 32 identified indicators for
cinema audience retention, the price of food products emerged as the most significant predictor of repeat or non-repeat
purchases, serving as the primary node of the decision tree.Data mining analysis using the Gini index and confusion matrix
achieved an accuracy of 0.896 in predicting customer behavior. The results indicated that audiences with higher satisfaction
regarding food product prices based their decisions more on factors such as prior experience, film quality, payment speed
and convenience, online advertising, and staff behavior. Conversely, for those less satisfied with food prices, determinants
included cinema hall quality, film quality, and online advertising. The decision tree model produced clear “if-then” rules
for both repeat and non-repeat purchase scenarios, offering cinema managers actionable insights to enhance audience return
rates by focusing on key factors. These results confirm the value of data mining in predicting and understanding customer
intelligence and provide a roadmap for optimizing the customer experience.

Conclusion: The findings of the study demonstrated that the use of data mining approaches, particularly predictive models
like decision trees, enables the identification of complex and multi-layered patterns in cinema audience behavior. These
results suggest that by gaining a deeper understanding of customer intelligence and recognizing influential factors within
each audience segment, targeted marketing and customer retention strategies can be designed. Such strategies not only
enhance prediction accuracy but also improve the customer experience, thereby creating a sustainable competitive
advantage for cinemas.
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