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2011 Wireless Smartphone Satisfaction Study®" March 2011
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Key Expenditures and Usage F mdmgs by Manufacturer

Personal 36% 41% 42%, 49% 41% 35% 47% 39%
Both Business and Persenal 64% 59% 58% 51% 59% 55% £3% 61%

Monthly $ expenditures {mean) $107 $108 3115 $86 $95 3108 $107 $107

* Based to those making at lsast one or more cals per month,
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Length of Time Using Current Smartphone

Average Length of Time Using Current Phone (years)

4.00 -
3.00 4
2.00 -
115
1.00 - :
000 i
- Apple HIC Motorola Nokia Palm RIM Samsung Industry
BlackBerry Average

Length of Time Using Current Smartphone

Apple HTC Motorola Nokia Palm RIM Samsung  industry Avg.

BlackBerry
B Less than 3 months £33 months te less than 8 months £ 6 months to less than 1 year
£ 1 year to less than 2 years £12 or more years
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AP

Features Used!?

Send and receive e-mail 88%

.vvp,cfcess i:he ﬂtﬁmetimﬂk 3{%3 paqes T

PDAIPIM capabx ities

View/edit e-mail attachments 657%

Integrated social networking capabilities | 84%
Touch screen 58%

?{épéaﬁgﬁéQO§ﬁP f iiif,5

. 4?% L

Receive text alerts 47%

Bluetooth capabilities 44%
?"WFJ Capab; ities . o o it 40%
QWERTY Keyhnard 40%

- Ability to send and receive e-mail on multiple accounts 3%

instant messagmg 36%

, b i Posstzﬁn‘mg : ysiem {G?S} ,_

Listen to music/MP3 pl ayer 33%

o

¢ Basad to those custorners that indicate any of the above features are available fo them.
2 Regponses less than 25% not shown,
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2011 Wireless Smartphone Satisfaction Study™¥

Features Desired on Future Smartphone'

Memory expansion

Touch screen
: 'Vméé'mcoghiﬁon{'ééﬁqmanaidiaimg! i

Mobile radio capability

Q.Phom speed dlai

Downioadable programs

W Fx capabmnes
Capture}Record vndea with device
| QWERTY Keyboard -

Stream music/video

NEMS/Plcture messag g
: Ltsten 0 mumclmm p ayer
Download MP3imusic F les

‘ ’Ab:i%ty to sersd and recewe e mali Uﬁ ma

Integrated application store

t;pl& a(:caunts .

19%

! Responses less than 5% not shown,
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2011 Wireless Smartphone Satisfaction Study>"

BT

" st AR

March 2011

Memory expansion 37% 7%

Pu$h~,to-taik

Touch screen 1% 4%

‘f;;tho speed dta | :
Internationat roammg capabilities 7% | 16%
loba posioningSysem (G T
Downloadable programs | 14% 9%
Wi-Fi capam ities | RETRE Z%‘ 4%

Capture/Record video with device 19% 2%

QWERTY Kot baard o
Stream musxc/wdeo 5% 7%
 View and péyﬁiiti‘s’fmm phone

Games 4% 8%

MMS/Picture messaging 6% 4%

Cmltiple accomts_ B

Integrated application store 2% 8%

%%

Mobile radio capability 9% 11%

Download/View mdeo clips , 2% 4%

11%

%

5%

21%

10%

6% .

3%

4%

14%
2%

4%

1%

% R 1%

Voice secognsﬁéa/gd;mﬁahamiaﬁfﬁgj % e R %A%

12% 14% 11% 1% 1%

% 1% N

e

%

% 26% 7% 6% 19%
% 16%

21% 1% 42% 10% 16%

S %

o 0%

6% 12% 12% 10%

8% % 6% 8% 9%,
W W% 8% 1% . 9%

3% 3% 5% 4% 9%

9% 5% 8% 1% 1%

%
% 0% 3% 6% 6%
B% 6% 9%  B% 5%

1% 4% 5% 5% 5%

oW
7% 5% 6% 9% 5%
s

4% 5%

' Responses less than 5% for the industry average not shown,
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RIS

Overall Smartphone Satisfaction by Operating System

795

| 500 -
761 768

753

700 4 694

600 -
500 -
Major  iPhoneOS Android  WebOS  Symbian RV Windows Palm 0%
Operating Mobile
System
Average

For handsets used for less than 2 years.

*Caugion: low hase.
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2011 Wireless Smartphone Satisfaction Study®¥
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March 2011

PR RN PR 22200

Smartphone Usage

| ® Receive E-Mail @ Send E-Mail

HTC

RIM BlackBerry

Motorola

| Industry Average

Paim

Samsung

@ 2011 1.0, Power and Associatas,
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2011 Wireless Smartphone Satisfaction Study®¥ March 2011

HOUERAARO OGN

AR @ s

Smartpheng Usage

RIM BlackBerry

Industry Average

Motorola

Samsung

' Excludes "Nors.” -
# Data is based 1o those respondents that were able to identify their handsst's operating system,
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2011 Wireless Smartphone Satisfaction Study ¥ o o March 2011

LGOS

ST Bt PSS SRR

Smartphone Usage

HTC 81%

Motorola 79%
| Industry Average
RIM BlackBerry

Apple

Samsung

Palm 50%
Nokia 34%
i ¥ 1 T T T i
30% 40% 50% 60% 70% 80% 90%

" Excludes "None.
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2011 Wireless Smartphone Satisfaction Study®™

ating Systém

Qual lfy_ofsound when ona call 777

Ease o prassing/ actvaling keypad / keybaard :
Fase of navigaing phone using louch screen,
@gg e/nawgaaon wheei

Abiﬁty 10 ad;ustvofume @su;tycu; nzﬂed, i §o1
Ease ofnavgaing around phone eny system 791 848 789
Ease ofusihg basiccallng Batres. 1 801842 |

tase sf using extmessaging

Rehabtht;/smbzhty of smafwon@ operahng “‘jSﬁm 735 - 7.8%
Speed.of moblle inkerast PREESIE Ty R AL
Amountof txme itkes o move bewwn appi &} raa

Txmelmess ofsyncmg S SR B
Amountof ime it kes o atlach/ransir ﬁ!e°

Abihy.b dow nio*zd addtécmaf applmimns
Avaﬁabmty ()fmu hmcd ia funr*tona 774
Clually ofcamera picires and videos b s L
Varisly ofring tones supported

768 776 7.51 7.31 773

Visual appe‘al cfyourw;reieasphone ‘ 818 ) ess 815

Size ofdmp%aysc,een . i e [0 B B 83? q SZ? i 734 xSRI 5t e
Brightyess of bacllgrmmd display screen lightn §.14 8.45 8.22 ?.82 780 776 752 8.34
\Welghtof wirsless phone, including batery 97 800 756 782 ¢ TET 747 138 8w
Size of wireless phone 7.75 8.01 7569 757 7.54 7.40 6.84 §.10

Usefumess of dpphwﬁom; wazabin on you 1rphc ‘ 8_,01 i 8.59 A LAV 750

March 2011

g2 . 628 136

661 675 756
BBt BT 73

655 618 7.8

Amountofbatiery ik before i needs recharging 6.18 613 564 870 7.18 528 7.14 528
Lengtyoftinie nesded o rechargebatiery 718 TA7 R R86 734 736 £9% 115 589
Fase o replacing bafieries 5.41 471 7.07 7.45 758 7.16 677 647
" * Data is based to those respondents that were able to identify their handset's operaling system.
For handsets used for less than 2 years.
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2011 Wireless Smartphone Satisfaction StudyS ’ March 2011

RIS

SO R T,

mailr Functionality

Carrier provided software

RIM BlackBerry Server

Microsoft ActiveSync

GoodiGoodlink Mobite
Messaging

Versa Mail Sync

Inteflisync

0% 25%

Excludes Don't know.

*Data is based lo those respondents that were able 1o identify thair handset's operating system.
I ©2011 L0 Power and Associates, D PQWR
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VNIRRT

OSSR

E-Mail Functionality

iPhone OS Android Web OS RIiM Symbian Windows Palm OS° Industry
Maobile Average

#110%  £311.20% E321-30%  EE31-40% £541-50%  [315%%¢+

* Caution: small sample size,
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2011 Wireless Smartphone Satisfaction Study®" March 2011

HROEORAOR P

Third Party Séftwaré

Type of Third Party Software Downloaded

Games

Sacial Networking
Travel

Entertainment
Utitities

News Applications
Multimedia
Business/Professional
Productivity
Communications
Health & Fitness
Personal Finance
Reference

Document Management
eBooks

Translation

Web Browsers
Education

Other |

1

0% 25% 50% 75%

j
[
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2011 Wareiess Smartphone Satisfaction Study*® March 2011

Games 66% B% 1% 69% 54% 1% 42% 65%

Travel 45%

| Entertainment
Utilities 38% 48% 40% 47% 28% 28% 19% 37%
NewsApplications 3% % 2% W% @6 A% W% 2%

Multimedia 3% 40% 33% 36% 34% 21% 22% 32%

Productivity 29% 36% 33% 37% 18% 27% 13% 24%

Health & Fitness 25% 40% 20% 25% 26% 18% 8% 16%

“Personal Finance « - 25% 36% - 24% 2% 9% V% C% o 18%

Reference 25% 35% 22% 2% 16% 25% 12% 16%

* Document Managemen

eBooks 20% 10% 19%

Tf‘anﬁiaucn : R s 12% Sl 12% B 5% 16%

Web Browsers 14% 13% 15% 18% 16% 5% 13% 17%

Education % 21% 8% T% "% 1% 8% 5%

- Other 2% 1% 1% 3% 9% 5% 2% 1%

* Caution; small sample size.
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2011 Wireless Smartphone Satisfaction Study>
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March 2011

Customer Satisfaction
Performance
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B

Customer Satisfaction Performance

Apple continues to be ranked highest in overall satisfaction among the covered smartphone manufacturers
with an index score of 795, scoring 32 index points above its closest competitor, Motorola. In addition,
Apple performs 34 index points significantly above the industry average of 761. Apple, as was the case in
previous volumes, excels in four of five factors, scoring highest in Ease of Operation {826), Operating
System (769), Physical Design (831) and Features (821). However, Apple does fall significantly below the
industry average in Battery Function {619 vs. 651).

Among the remaining smartphone manufacturers, highlights include:

Motorola ranks second overall with an index score of 763, slightly above the industry average (761).
Motorola ranks significantly higher than the industry average in the Operating System (749) and Features
(792) factors. Motorola has an opportunity to improve within the Physical Design factor (777), as the
manufacturer scores significantly below average in this particular aspect.

HTC ranks third overall (762), 1 index point below second-highest-ranked manufacturer, Motorola, and 1
index point above the industry average. HTC smartphone owners indicate they are significantly more
satisfied than the industry average in Physical Design (808) and Features (789), whereas HTC is
significantly below average in Ease of Operation (777) and Battery Function (615).

Palm scores significantly 25 index points lower than the industry average with a score of 736, which is
actually an 11-point improvement from 2010 Vol. 2. The manufacturer is significantly below the industry
average overall and in two of five factors: Ease of Operation (757) and Features (726).

Nokia ranks fifth overall, in a tie, with a score of 734, falling significantly below the industry average.
Although Nokia ranks significantly above the industry average in Battery Function (737), it is significantly
below average in the remaining four factors: Ease of Operation (752), Operating System (691), Physical
Design (761), and Features (727).

Samsung ranks fifth place, in a tie, in 2011 Vol. 1 with a score of 734 overall. The manufacturer is
significantly below the industry average by 27 index points. Samsung struggles significantly in four
factors: Ease of Operation (756), Operating System (688), Physical Design (780) and Features (741).
Satisfaction with the Battery Function stands above average (656 vs. 851),

RIM BlackBerry falls from its fourth place ranking in 2010 Vol. 2 to being the lowest-ranked manufacturer
in 2011 Vol. 1 with an overall index score of 732, a significant 29 index points below the industry average.
RIM BlackBerry smartphone owners are significantly more satisfied than the industry in Battery Function
(702), despite being significantly below average in the remaining four factors.
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2011 Wireless Smartphone Satisfaction Study®

March 2011

S A ARE I

Wireless Smartphone CSI Summary

Validates unique . \dentifies Scores
satisfaction importance based respondents
dimensions and on implied weights based on weights
eliminates non- of each unique and establishes an
discriminating dimension average

dimensions

Wireless Smartphone
Customer Satisfaction Index Weights: 2011 Vol. 1

’:Qﬁeraiing
System
24%
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Question Topics Used to Determine Factors

~ Quality of sound when on a call (16%)

~ Ease of pressing/activating Size of display screen (20%)

0
keypad/ keyt?oafd buttons (1§ ) Brightness of background display screen
~ Ease of navigating phone using touch lighting (20%)

screen, toggle/navigation wheel (15%) . . : .
» Weight of wirel h lud
~ Ability to adjust volume to suit needs (14%) (13% of wireless phone (including battery)

~ Ease of navigating around phone menu
system (14%)

~ Ease of using basic calling features (13%)

~ Ease of using text messaging (13%)

¥

Visual appeal of your wireless phone (22%)

%

%

Size of wireless phone (19%)

~ Usefulness of applications available on

Operatmg System ( 4%) phone (26%)
- Ability to download additional applications
. Rehabihty/s‘cab;ltty of smartphor}e operating (21%) |
system (33%) ~ Availability of multimedia functions (20%)
~ Speed of mobile Internet (20%) ~ Quality of camera pictures and videos (17%)
~ Amount of time it takes to move between »~ Variety of ring tones supported (16%)

applications (19%)

~ Timeliness of syncing (16%)

» Amount of time it takes to attach/transfer
files (12%)

~ Amount of battery life before it needs
recharging (53%)

~ Length of time needed to recharge battery
(28%)

~ Ease of replacing batteries (19%)
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2011 Wireless Smartphone Satisfaction Study®
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March 2011

Overall Smaﬁphahe CSl Rat’ing

Handset Manufacturer Overall CSI Ratings

Apple

Motorola 763

HTC 762

Industry Average

736

Nokia

Samsung

RiM BlackBerry 732

500 350 600 650 700 750 800 850

For handsets used forless than 2 vears,
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2011 Wireless Smartphone Satisfaction Study™
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March 2011

Overall

Easeof .
- Operation
Operating

Overall -3 -5 -28 -19 10 23 -1 -5
Fase cf : 5 P o~ 7 : " 30' 2y &
Operation : i Rl S

Operating 1 2 23 15 40 23 1 v

Features 1 -6 17 -18 18 25 15 -b

‘Battery Function

For handsets used for jess than 2 ysars.
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