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ABSTRACT

The smartphone industry has witnessed rapid growth and transformation, becoming an essential part

ofmodernlife.Withawidearrayofbrandsandmodelsavailable,customersatisfactionhasbecomea critical factor for manufacturers and service providers. This study
aims to explore the level of customer satisfaction among smartphone users in Coimbatore city. It focuses on key factors such as brand preference, features,
pricing, user experience, and after-sales service.

Primary data was collected through structured questionnaires from a diverse group of respondents within Coimbatore. The findings indicate that brand image,
performance, battery life, and camera qualitysignificantlyinfluencecustomersatisfaction. Thestudyalsorevealsthatwhilepremiumbrands enjoy high satisfaction,
cost-effective brands are preferred by a majority due to value for money.The insights gathered from this study can assist smartphone companies in identifying
customer needs and formulating strategies to enhance user satisfaction and loyalty.
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INTRODUCTION

Smartphones have evolved significantly since the launch of IBM’s Simon in 1993, the first smartphone designed for enterprise use. Early smartphones
were costly and mainly targeted corporateusers. Themarket transformed in 2007 with the launch ofApple’s iPhone, followed by Google’sAndroid OS,
which made smartphones more accessible to general consumers.

This shift led to the development of user-friendly devices with enhanced features like high- quality displays, better cameras, and improved operating
systems. Over time, smartphones became essential tools, offering internet access, social media, and multimedia functions. In India, the growth of
wireless users and affordable, feature-rich smartphones has driven widespread adoption, even in semi-urban and rural areas.

OBJECTIVESOFTHE STUDY

ToassessconsumerawarenessofsmartphoneservicesinCoimbatore.
Toanalyzebuyingbehaviorandpreferenceforonlinevs.offlinepurchases.

To identify key factors influencing smartphone purchases (price, brand, camera, battery, performance).
To study the impact of demographic factors like age, income, and education on smartphone choices.
Tounderstandbrandloyaltyandreasonsforswitchingbrands.

RESEARCHMETHODOLOGY

RESEARCHMETHDOLOGY:

It refers to the procedures and techniques used to identify, collect, and analyze information related to the research problem.
SamplingTechnique:

Conveniencesamplingwasused,withatotalof120respondentsselectedfrom Coimbatore.
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Data Collection:

PrimaryData:Collected directlythroughsurveys andquestionnairesfromrespondents.
SecondaryData:Collectedfrombooks,journals,websites,newspapers,andgovernment records

Areaof Study:
Thestudywasconducted amongvisitorsinmallsacrossCoimbatorecity.
Periodof Study:

Theresearchwascarriedoutoverfourmonths, fromAugust2024 toMarch2025.
ToolsforAnalysis:

1.  SimplePercentageAnalysis
2. WeightedAverageMethod
3. RankAnalysis

REVIEWOFLITERATURE

Dr.L.Venkatesan(2018):Studiedbuyerpreferencestowardmobilephones,focusingonfirst- choice selection, perception, and satisfaction using structured
interviews.

Mohan(2019):Foundthatsmartphonesareanecessityforconsumers,withbrandimage playing a key role in purchase decisions; some consumers in India are
brand loyal.

Khomh et al. (2019): Explored how softwarecompanies, like Google, reuse existing software (Linux OS) forAndroid, highlighting the effort required to
adapt the Linux kernel.

RESULTSANDDISCUSSION:

CUSTOMERSATISFACTIONTOWARDSSMARTPHONEWITHSPECIALREFERENCETO COIMBATORE CITY

NO OF RESPONDENTS PERCENTAGE
EXCELLENT 34 28.33
VERYGOOD 40 33.33
GOOD 19 15.83
AVERAGE 24 20
POOR 3 25
TOTAL 120 100

INTERPRETATION:

abovetableshows28.33%ofrespondentsgaveexcellentasanoverallopinion,33.33%ofthe
respondentsgaveverygoodasanoverallopinion,15.83%oftherespondentsgavegoodasan overall opinion and 20% of respondents gave average as an overall
opinion.

Most33.33%oftherespondentsvery good.

FINDINGS

e 52.50ftherespondentsarebetween 20-40ages

. 60%of therespondentsare female

. 79.16%oftherespondentsareunmarried

o 53.3%o0frespondentshavingfamilymembersof 4-5
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e 55%o0f therespondentschoosetheiroccupationasother type

e 45.83%oftherespondentsgettingsalarylessthan150000

e 28.5%o0f therespondentsareawareof smartphonesformorethan 2 years

. 22.5%o0ftherespondentschooseknown brandasSamsung

e 31%oftherespondentsprefersSamsungbrand

o 47.5%oftherespondent’ssourceisfamilytobuythesmartphonebrand

. 56.66%o0ftherespondent’sadvertisementsourceforthebrandisonline advertisement
e 55.83%o0f therespondentschoosethebrand bytheirown decision

SUGGESTION

From the study it is found that the four key factors which influence the usage and purchase decision of smartphone are product Quality, features, price
and brand | mage. From the study it is found that customersaremore interested in product features like battery, camera, Ease of
useandMemory.So,themanufacturescanconcentratemoreonitwhiledesigningsmartphone. Smart phone companies can concentrate more on battery issues
this is a major problem faced by respondent in smartphone. As peer group is an important factor in purchase decision of smart phone, Advertisement is
a best way to promote smartphone one. Also, most of the smartphoneusersgetreferencethroughfriendsandfamily.Aspriceofthesmartphoneplaya vital role
in purchase decision, smartphone marketers can increase the brand loyalty among smartphone users by Price Offer if they buy their brand second time.
The manufactures can offerdifferentkindsofsmartphonefordifferentgroupoftargetconsumerssayyouth,business professionals and students. Thecompany’s
catarget moreon the youth population as they are the one who uses Smart phone the most. 70

CONCLUSION

ThestudyhighlightsthatsmartphoneconsumersinCoimbatoreprioritizequality,features,and affordability when purchasing a device. Samsung, Redmi, and
Vivo are the most preferred brands, with a significant percentage of customers relying on family and online sources for information The findings
indicate a growing digital awareness among consumers, with an increasing preference for high-performance smartphones. However, affordability remains
akey factor, emphasizing the need for budget-friendly yet feature-rich smartphones. To sustain
marketgrowth,brandsmustfocusonquality,pricing,andafter-salesservicewhileleveraging digital marketing to attract younger customers. Future studies
can explore emerging smartphonetechnologiesandconsumerbehaviourshiftsdueto5GandAladvancements. This
researchservesasavaluableinsightforsmartphonemanufacturers,retailers,andmarketersto
refinetheirstrategiesandenhancecustomersatisfactioninCoimbatore’sgrowingsmartphone market.
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