
 

 
 
 
 
 
 
 
Smartphone Satisfaction Higher as Customer Homes Become More Connected, J.D. Power Finds 
 
Apple Highest Overall in Smartphone Device Rankings in Full-Service Segment 
 
COSTA MESA, Calif.: 23 March 2017 — Customer satisfaction is much higher among smartphone owners 
who use their device to operate other connected home services such as smart thermostats and smart 
appliances, according to the J.D. Power 2017 Full-Service Smartphone Satisfaction StudySM released today. 
 
Overall satisfaction with smartphones is 49 points higher among customers with voice-activated home 
assistants such as Amazon Echo (881 vs. 832 on a 1,000-point scale) than those without such a device. 
Significant gaps also are seen among customers with a smart thermostat than without (865 vs. 831, 
respectively) and customers with a smart appliance than without (866 vs. 832). Overall satisfaction with 
smartphones is especially high—885—among owners who have all three of these connected home devices. 
 
In all factors measured in the study, customers with connected home devices have higher satisfaction than 
those who do not, with the gaps most pronounced in the features factor. Features satisfaction is 74 points 
higher among those who have voice-activated home assistants than those who do not (861 vs. 787, 
respectively). Among features attributes, customers who have connected home devices provide notably 
high ratings for a variety of phone file formats and a variety of additional content available, since connected 
home devices provide access to additional smartphone functionalities. 
 
“Customers with connected home devices are able to improve the comfort, convenience and security of 
their living spaces with their smartphone devices,” said Kirk Parsons, senior director and technology, 
media & telecom practice leader at J.D. Power.  “They are more satisfied with their smartphones 
because they can take advantage of smartphone functionalities that other customers may not be aware of. 
Smartphone manufacturers that make it easier for their products to connect with other devices will have a 
major advantage in improving customer satisfaction as homes become smarter and more automated.” 
 
The frequency of smartphone use for connected home devices also affects smartphone satisfaction. 
Customers using their smartphone daily in such a manner have much higher satisfaction than those who 
use their smartphone less frequently for smart thermostats (926 vs. 866, respectively); smart appliances 
(929 vs. 851); and voice-activated home assistants (928 vs. 878). 
 
Following are key findings of the 2017 study: 
 

 Overall satisfaction rises: All ranked brands have seen improvements in overall satisfaction 
during the past year, with Motorola (824) showing the greatest improvement since the 2016 Vol. 1 
study (+15 points), followed by HTC (+12 points) and Apple (+6 points). Most of these gains came 
since last volume, in which Motorola, HTC and LG improved by 22, 17 and 14 points, respectively.         

 Carrier-level satisfaction differs: Among carriers, overall satisfaction with smartphones is 
highest among AT&T customers (841), followed by Sprint (840), Verizon Wireless (831), U.S. 
Cellular (829) and T-Mobile (828) customers. 



 Connected home incidence differs: Customers whose smartphones have iOS have slightly higher 
incidences than customers whose smartphones have Android of owning smart thermostats (13% 
vs. 11%, respectively); smart appliances (9% vs. 8%); and voice-activated home assistants (7% vs. 
6%). 

 Brand loyalty matters: Customers who are more satisfied with their smartphone are better 
brand advocates than those who are less satisfied. Among customers who are delighted 
(satisfaction score above 900), 73% say they “definitely will” recommend their smartphone brand. 
That percentage drops to 40% among satisfied customers (satisfaction of 750-900); 13% among 
indifferent customers (satisfaction of 550-749); and just 7% among dissatisfied customers 
(satisfaction below 550). 

 Shifting away from subsidized phones: The shift away from phone subsidies in the full-service 
segment contributes to the rise in the average smartphone price of $366 from $361 in 2016 Vol. 1 
and $318 in 2016 Vol. 2. 

 
Study Rankings 
 
Apple ranks highest in overall satisfaction in the full-service carrier segment (840), followed closely by 
Samsung  (839).  Apple ranks highest overall in performance and features dimensions. 
 
About the Study 
Now in its 11th year, the 2017 Full-Service Smartphone Satisfaction Study measures customer satisfaction 
based on five factors (in order of importance): performance (25%); ease of operation (21%); battery 
(20%); physical design (19%); and features (16%). The study is based on experiences evaluated by 7,994 
smartphone customers who have owned their current smartphone for less than one year and who are 
customers of one of the five Tier 11 wireless carriers. The study was fielded between October and 
December 2016. 
 
See the online press release at http://www.jdpower.com/pr-id/2017033. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. capabilities 
enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. Established in 
1968, J.D. Power is headquartered in Costa Mesa, Calif., and has offices serving North/South America, Asia 
Pacific and Europe.  
 
Media Relations Contact 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
 
About J.D. Power and Advertising/Promotional Rules www.jdpower.com/about-us/press-release-info 
 

### 
Note: Two charts follow. 

 
 
 
 

                                                           
1
Tier 1 carrier includes the five national wireless providers in the United States: AT&T, Sprint, T-Mobile, U.S. Cellular and Verizon 

Wireless. 
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Year / Project / Study Name

(Based on a 1,000-point scale)

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 
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Among the best
Better than most
About average
The rest

Power Circle Ratings Legend
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Overall Full-Service Smartphone Index Rankings

Source: J.D. Power 2017 U.S. Full-Service Smartphone Satisfaction  StudySM
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Award-Eligible Smartphone Brands Included in the Study

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the report from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 

J.D. Power
2017 U.S. Full-Service Smartphone Satisfaction StudySM

Brand Name Key Executive Company Location

Apple Timothy Cook Cupertino, Calif.

HTC Cher Wang Bellevue, Wash.

LG Juno Cho Englewood Cliffs, N.J.

Motorola Aymar de Lencquesaing Chicago, Ill.

Samsung Gregory Lee Ridgefield Park, N.J.

 


