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Index Results Among Smartphone Models

Itis expected that the majority of newer phones, those that launched within the last year,
generate higher smartphone CSI ratings than older smartphones (one year to less than two
years). In 2011 Vol. 1, these more recently tenured owners rate their handset manufacturer
much higher than longer tenured owners across all factors, The most pronounced
differences are in the Operating System factor (+58 points) and the Features factor (+47
points). These differences have widened over the past 6 months. This gap in Features is
likely because consumers with older handsets are exposed to newer handsets’ upgraded
and innovative features through advertisements and retail store visits. Faster processors
contribute to better scores across multiple factors.

The Apple iPhone 4 ranks highest overall in 2011 Vol. 1 with a score of 836 and is followed
by the Nokia 5800 Xpress Music (829) and HTC Evo 4G (823). The Samsung Vibrant
(816) and Apple iPhone 3GS (802) also receive scores above 800,
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Ease of Operation

Operating System

Physical Design

Features

Battery Function

8 Industry Avg. &1 Own Phone <1 year & Own Phone 1to <2 yrs

Note: Industry Average is among handsets used for less than 2 years.
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Smartphone CS

Apple iPhone 4

Nokia 5800 Xpress Music’
HTC EVO 4G

Samsung Vibrant 959"
Apple iPhone 3GS
BlackBerry RIM Bold 9700
HTC myTouch 3G/Magic
Motorola Droid
BlackBerry RIM Curve 8300
Motorola Droid X

HTC MyTouch 3G Slide”
HTC HD2*

Samsung Behold II*

HTC Droid Incredible
HTC Hero

HTC Touch Pro 2 17373
Palm Pre

Palm Pixi"

Apple iPhone 36

Industry Average

¥ T ¥ i t

500 600 700 800 900

Model Level Overall CSI Ralings at or Above Handset Average = 761, Only models with sampile sizes 30+ are shown.
For handsets used for less than 2 ysars.
‘Cauion: small samplesize.

LW P01T 4D Power and Associates, B pOWER
84 i The MeGraw-Hilt Companies, fic. [ W .

. AND AsE VA TR sy
Al Rights Reserved,

Highly Confidential - Attorneys' Eyes Only SAMNDCA10246421



Caseb5:11-cv-01846-LHK Document1983-8 Filed09/21/12 Page5 of 28

2011 Wireless Smartphone Satisfaction Study®¥ March 2011

RO

-

Industry Average
BlackBerry RIM Bold 9650
BiackBerry RIM Curve 8530
Motarola CLIQ
BlackBerry RIM Curve 8520
Palm Pre Plus®
BlackBerry RIM 8310 Curve”
Motorola Clig XTHQuench®
Apple iPhone®
BlackBerry RIM Storm2 9550°
BlackBerry RIM Pear] Flip 8230° )
Samsung Epic 4G°
BlackBerry RIM Curve 83501
Samsung Instinct S30/ Instinet Mini®
Samsung Moment

BlackBorry RIM 8130 Pearl
Samsung Instinct HO” ‘
HTC Droid Eris’
Nokia Nuron 5230
BlackBerry RIM Bold $000°
BlackBerry RIW Tour 9630
RiM BlackBerry Curve 3G 9300
Motorola Droid 2°
RiM BlackBerry Ciyve 3G 9330
Samsung Acclaim RE80”
BlackBerry RIM Storm 8530°
BlackBerry RIM 8120 Pearl”
HTC G1
BlackBerry RIM 8330 Curve
BlackBerry RIM Peard Flip 8220°
Samsung Intercept”
BlackBerry RIM 8320 Curve' §
Palm Centro®
BlackBerry R 8300 Curve’
BlackBerry RIM 8110 Pearl®
HYC Touch Pro”
Mokia 68507
HTC Dash 3G/Snap*

500 600 100 800 800

Model Level Overall CSI Ratings at or Above Handsst Average = 761, Only models with sample sizes 30+ are shown.
For handsets used for less than 2 years.
*Caution:_small sanple size.
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Customer Satisfaction Performance—Apple

The Apple smartphone brand average overall satisfaction score is 795, down from 800 in
2010 Vol. 2 and 810 in 2010 Vol.1. As would be expected, the Apple iPhone 4 performs
best among Apple’s devices with sufficient sample size for analysis. The Apple iPhone 4
receives an index score of 836, while the 3GS and 3G receive index scores of 802 and 761,
respectively.

The iPhone 4 performs better than the iPhone 3GS in all respects. iPhone 4 users are
particularly satisfied with their devices’ camera compared with users of more outdated
models. While the iPhone 3G is rated well below the iPhone 4 and iPhone 3GS, it struggles
with regard to Operating System in particular. Users of the iPhone 3G actually rate their
device lower than original iPhone users with regard to 7imeliness of syncing, Amodnt of time
to attach/transfer files, and Amount of time to move between apps.

Of note, the iPhone 4 performs well above the brand average in Amount of baitery life before
needs recharging. Users of the iPhone 4 rate their model 7.24 in this attribute compared
with just 5.75 among 3GS users.
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OVi:RALL SMARTPHONE INDEX 795 836 802 161 743

EASE OF OPERATION FACTOR 826 849 837 801 778
Quality of sound when onacall =~ .o 784 L8100 785 :Z:l T 7233‘
Ease of pressmg/actsvatmg keypad{keybaard buitons 8.12 8.45 - 825 1.76 1.68

Ease of navigaling phone using totch screen,
toggleinavigation wheel

Ability to adjust volume to suit your needs

Ease of navigating around phonamemusystem . . .
Ease ofumng basic calling features

Ease ofusing tex : e_‘svsgg‘vi‘ng;_t

OPERATING SYSTEM FACTOR

Reliabifity/stability ot smartphone operating systeny * = = 22 781
Speed of mobile Internet
Amount'oftime to move between apps.
Timeliness of syncing

Amountof imeto attachiransfer files

PHYSICAL DESIGN FACTOR

Visuaiaiﬁipéa{fai y{)ur wireless ;iihimg

Size of dispray sereen

We;ght Of er‘f*less phone (mc!udmg batlmy)
Size ofwtrefess phoae e

FEATURES FACTOR

Usefuless of apps. Available on your phone. .
Ability to download additional applic'alions
Availability of multimedia functions
Quahty afcamera pfctures dﬂd video

BATTERY FUNCTION FACTOR

Amount of battery life before needs recharging =~ -+ =
Length of time needed to recharge battery

Easeofrepmcmg batteries' L

Note: Only modals with sample sizes 30 or more are included.
For handsels used for less than 2 years.
* Caution: small sample size
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Customer Satisfaction Performance—HTC

The HTC smartphone overall brand average is 762, Out of the six models analyzed, the HTC
EVO 4G (823) is rated highest, followed by the myTouch 3G (799), myTouch 3G Slide (776),
HD 2 (776), Incredible (769), and Hero (767).

HTC's EVO 4G ranks highest in Ease of Operation, Operating System, and Features factors.
Owners are highly satisfied with this phone’s processing capability, 8 megapixel camera, and
touch display. The EVO 4G’s performance in the Features factor is noteworthy — the model
outperforms all other HTC devices in all attributes comprising the factor.

The myTouch 3G ranks highest in the Physical Design factor with a score of 854. Users are
particularly surprised with the screen’s brightness and weight and size aspects of the phone.
While the EVO 4G performs well overall, is receives a score of just 593 in the Battery Function
factor. The myTouch 3G recieves the highest score in this factor and is rated highest with
regard to Amount of battery life before needs recharging. The Droid Incredible fairs poorly in
this regard.
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OVERALL SMARTPHONE INDEX 762 823 799 776 176 769
EASE OF OPERATION FACTOR 77 839 838 806 797 772
Quaiﬁy of sound whenona ﬁail EE S i e R 85& e r e
Ease of pressmghctwatmg keypadikeyboard
Ease ofnam ating phone using touch sereen, o0 T G T B T T e T
mggieinavrgitmgugi}me( g i [» 47 ,3,,55 837 ' : 8375:- e T8 -7'99. 1380
Ability to adjust velume 1o sull your needs 7.88 .38 8.52 7.38 8.37 1.94 8.06

i:z:;i: xxagugatsng e mm}miv .‘ U 844 “ 343'.' 'yfib'ﬁ:f _."17~99""' 7-:93135 748 “ﬁ 788
Ease of usmg basu: cal!mg ff‘aturea 177 8.54 8.45 7.98 8.19 756 763

Ease ofusin e R s am e
OPERATING SYSTEM FACTOR 731 829 124
xRak&b’Eiy!stab it : Tre—— —

system
Spwd of mobﬁ? Internet

Amoumof me o ;’o&re bezweerz apps B T
Timeliness DI syncmg

7.53 §.12 7.94 8.49 8.06 7.54

707 770 722

805 722 119 78T 106
844 854 808 818 818

880 BES . BB . 843 | 832
9.05 8.21 8.02 917 8.20 7.98

868 . 879 796 BM . B8 82

Amount of time to attach}tkmsf_a% files.
PHYSICAL DESIGN FACTOR

Visual appeal of ynur wireless phone.
Size of display screen
Brigl Miness of barkgmunﬂ dmp ay screen -
lighting = i : : EXR S e
Weight of wireless phcne (mc!udmg banory) 1.11 7.64 8.50 8.15 1.1 8.06 8.09
870 809 775 791
Ability 0 download admironalapphcanons . ?93 | 8.81_
Avadab;lny afmuiamedm fanclions . Lo o olER T T8R4
Quality of camera pictures and video 1.8 8.76
Variety of ring tones supperted 2700 881
BATTERY FUNCTION FACTOR . 615 543
ArounTorhan me 5‘“’30 e ' 0o BA3 L BAL
E{ﬂ{l‘ha SR : = T ST R N N L P T R e R et
Lengih of time needed w recharge battery 6.75 6.60 7.34 1.09 7.46 5.62 6.86
Ease ofrepl aunﬁ_?aﬁen&s e L TR

Size of wireless phone -
FEATURES FACTOR

i}Sefuiess Of app Avadam

Note: Only madels with sample sizes 30 or more are included.
For handsets ussd for less than 2 vears,
*Caulion: small sample size.
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Speed of momkz Iniomet

Amount m t:me to mnve betwem apps

728

7.40

OVERALL SMARTPHONE INDEX 761 764 28 11 611
EASE OF OPERATION FACTOR i 786 125 175 621
Quality of sound when ana call TBEL TS 148 L TEY 686
:}:;&:}::pms«;mg!activatmg kﬂypamk&ynoard 753 5.08 6.89 774 573
Ability to adjust volume to sult your needs 7.88 1.89 739 7.66 6.93 6.40
Ease of navigating around gﬁhaae meng s_yslevm'> 17 : 762 738 733 561 !
Ease Ofusmg bassccalmg iealums ‘ 7 675 .62 637> '
fusing lext messaging 738 - BOR 680
OPERAT NG SYSTEM FACTOR 681 645 566
Rehahi] xtyistam:sty of »martphune OpEratig. 5
system™ : LA

Taneliness of syncing

Amount efttme:!{) attachftransfer files 121 1147 874 623

PHVSICAL DESIGN FACTOR 808 B00 812 727

Visialappeal of your wireless phone - = 828w = 0 823 821 136

Size of display screen 8.16 ' 7.45

Eé;?:;;esx ﬂfﬁ)ackgf e % e 827 . ;:;i

Weight of wireless phone {mc udmg battery) 177 X / 6.71

Size of wireless phone el 7880 1890 805 681

FEATURES FACTOR 789 802 173 744

Usefuless of apps. Available on yourphone © 811 813 818 B w62 s
Abiliy to download additional applications 793 779 791 747 617 540
Availability of multimedia functions 782 817 A 7.33 6.38 586
Quality of camera pictures and video 1.78 7.89 720 6.68 7.01 6.46
Varietyof ringtones supported: = & 5w T 100 - BT .42 743 684 . 6.43
BATTERY FUNCTION FACTOR ' 2 5 578

Amaum of battery i:fe before néédé ref;hargmg 529

Lengm ofﬂmc needed to rochdrgc batlu‘y 6.26

Ease of replacing batteries - 666

For handsets used for less than 2 years.
"Caution, small sample size.

Note: Only models with sarmple sizes 30 or more are incl uded
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Customer Satisfaction Performance—Motorola

The Matorola smartphone brand average overall satisfaction score is 763. Five Motorola
phones have sufficient sample size for analysis. Performing above the brand average are the
Droid (782) and Droid X (778), while the CLIQ (754), CLIQ XT (747), and Droid 2 (721) each
fall below.

The Motorola Droid’s turn-by-turn GPS navigation, 5 megapixel auto-focus camera, and voice
search all contribute to its above average rating in the Features factor (823 vs. 792). While
the Droid does not perform to the level of the iPhone 3GS with regard to Ease of Operation, it
still excels with a factor score of 799. In regard to Operation, the Droid 2 is rated lowest
among Motorola devices in £ase of pressing/activating keypadikeyboard butions. Attrtibute
ratings reveal that Droid 2 users find navigating the device more difficult than other Motorola
models.

Despite a large screen, extensive feature set, and ability to connect to the internet at high
speeds, the Droid performs fairly well in the Battery Function factor — it receives an index
score of 671 compared fo just 618 for the Droid 2. The CLIQ XT also receives a factor score
of 671 and is rated highest in terms of Amount of battery fife before needs recharging.

The Droid X is rated highest among Motorola models in Size of display screen, scoring well
above the brand average (8.80 vs. 8.24).
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OVERALL SMARTPHONE INDEX 763 782 778 754 747 121
EASE OF OPERATION FACTOR 780 789 791 785 768 128
Quality ofsounid whenonasall = - . TI5 o 7B o 18T o T84 . 188 - 746
Ezzzsipressirig(éctivating keypadikeyboard 158 168 ‘ ‘7.85 k 180 ) 126 ' 6.53
(et T ST SR T O SR E
Abil rty o dd}USl voiume to suxtyourneeds o 182 813 .65 811 86 .28
Ease afnav:gaimg amund phone menu. system oy 7.8‘9_; o 81 1. 806 e 7% e 777 Cand
Ease ufusmg b(mc ca]img features 7.85 - 8.03 o ‘7 90“ 7.71” - ‘7(7‘9 ” 757 o
Ease of 4sing text messaging 06 93 ey ShgloUaR D
OPERATING SYSTEM FACTOR 749 774 774 706 708
i&;hikinﬂ;tyfsta‘bztlt??f‘f;’“maf.zphsms aperatmg.,}};v iy 57 » 78 q i : - :' ' S ’ 71”
Speed of mobile Internet 148 1.84 1.8 .89 6.77 6.86
Armount of timé to move betwsen apps. BT N L RN T .08 Ui
Timeliness of syncing 137 7.58 7.68 7.5 6.98 6.76
Amountoltimeloattachiransferfiles. o0 0121 SR o TAB e - B8 708 681
PHYS CAL DESIGN FACTOR 780 809 782 782 736

sual appeal of your wireless phone Co 782 BT 80T 82 13T
Srzv of dasplay sereen.

8.80 8.04 1.58 1.95

nghtofwueksspmnv (mcmdmg batery) 139 125 189 5.79

Size of wireless ptione. 1850 782 7?4 682
FEATURES FACTOR 750 778 784 754
Usefuless of apps. Avallable on'your phone. 8.m ‘*': DR T T X T T
Abifity to download additional applications 1.9 8.04 1.75
Availability of iy immdia functions . 7.68 o 1 U 7.56 .
(uality of camera pictares and vtdeo 7.40 1.62 7.41
Variety of ring tones supported J32 0 Came o

BAT TE:RY FUNCTION FACTQR 665 67 618

o4 6

5,3‘3 651

Nole: On ty models with sample sizes 30 or more arg included.
For handsats used for less than 2 years,
“Caution. small sample size.
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Customer Satisfaction Performance—Nokia

The overall brand average for Nokia is 734, 23 index points higher than 2010 Vol. 2. Only the
5800 Xpress Music, Nuron 5230, and 6650 have sufficient sample for model level analysis.
The 5800 Xpress Music garners an index score of 829, while the Nuron 5230 (728) and 6650
(632) fall below the brand average.

Each factor score rank order follows the same frend as the overall ranking in which the 5800
Xpress Music is followed by the Nuron and then 6650. In terms of Physical Design, the 5800
Xpress Music receives a factor score of 873, 112 index points above the brand average. This
particular factor is the models greatest strength relative to the brand average, however, there is
also a 102 point performance gap in Features, and 98 point gap in Ease of Operation. The
6650 fails to outperform the brand average in all attributes. In addition, the Nokia Nuron 5230
falls below the 5800 Xpress Music in each attribute. When compared to the brand average,
however, the Nuron 5230 outpaces the brand average in the Features and Battery Function
factors.
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OVERALL SMARTPHONE INDEX 734 829 728 632
EASE OF OPERATION FACTOR 152 850 742 647
Quality of sound whenonacall- -~ ° : 7.76 8.61 173 B56
Ease of pre%a nghcnvatmg kpypadikaybaard butzons 7.56 8.40 1.35 6.72
e O s AL e
Abamy to a({;ust voiumc to suit your nteds 755
£33£~ of_;za_wgatmg around phone memz
Ease of usmg basic ca lmg featuro‘;
 Ease ofusingtexi méssaging. .
OPFRATING SYSTEM FACTOR
iRnhabmtylc.tabz tty of smartp hone uperatmg sysmm ‘ 708 8.07 L 8 B0
Speed of mobile !memm 7.56 ' k 6.75
Amount of time'to move between apgs, 743 S8
Timeliness of t;yncmg 7.28 7.00
& *fAmoum,oftima_m at{ach!tmmfcr ﬁlcs 7.56 669
PHYSICAL DESIGN FACTOR 873 743
* Visual appeal of your wireless phone 59 741
Size of display screen 8.17 1.28
ftﬁBnghU}em ofbackgreuné dtsplay screen l;ghimg Lot 897 Cig
Weight of wireless phone {including bam‘ry) 746
Size of wireless phene 738
FEATURESFACTOR 729
Useluless of apps. Avaitable onyour phone - 1.6
Abifity to download additional applications 7.22
- Availability of multimedia functions 742
Quality of camera pzcturas and vxdeo 7.16
" Varlety of ririg tanes Supported. “FAY
BATTERY FUNCTION FACTOR 743
Amoum afbattery lite before ﬂepds rechargmg 736
Lcnqth of time nwﬁed to mcharge ba(tery 7.51
Ease of replacmg batteries 147

MNote: Only models with sample sizas 30 or more are mclut;ﬁad.
For hanésets usad for less than 2 years.
*Caution: small sanyple size.
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Customer Satisfaction Performance—Palm

The Palm smartphone brand average overall satisfaction score is 736, 10 points above 2010
Vol. 2. There are four models with sufficient sample to analyze—the Palm Pixi (763), Pre
(763), Pre Plus (750), and Centro (674).

With regard to Ease of Operation, the Pixi (803) and Pre (797) perform particularly well. The
Pre excels in £ase of navigating around the phone menu system and Fase of using basic
calling features in particular. The Palm Pre and Pre Plus rank highest in terms of Operating
System with score of 746 and 744, compared with a brand average of 714. Attribute ratings
of specific attributes, however, are not comparable between the two models. The Palm Pre
excels in Amount of time to move between applications, while the Pre Plus is rated above
average in Reliability/stability of operating system and Amount of time to attach/transfer files.

The Pixi is the highest rated Palm model in Physical Design. It excels in size aspects as well
as styling and appeal-related attributes.

The Palm Centro does, however, excel in the Battery Function factor relative to other models,
receiving a score of 668 compared with a brand average of 630. In particular, the model is
rated highly in terms of Amount of battery life before needs recharging.
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Attnbute Differences—Palm Models

L SMARTPH
EASE OF OPERATION FACTOR
Gy

Ease of pressmg/actwatmg keygddikeyboard butlor
i:dbﬁ A (mwgdm kg pllUllh‘ u\mg RS Pté!it
Heiiinlainaiaatinn whpl B B
Abmty 0 adjust volume to smt your needa

Easeof nd\ngalmg around pht}ne qmen 5ysiLm e
Ease of using msm calling features

Ease of usi ng text m&ssagmg
OPERATING SYSTEM FACTOR
Reliability/stabitity of smartphone operating system .-

Speed of mobile Intemet
Amoum of fime 1o. move betmen app&

Timetiness of syncing

Amount of time fo attachiiransferfiles =~~~
PHYS CAL DESIGN FACTOR
eal of your wireless phione

Ssze of das :ay scfeen
'ghtnaﬁs of béchmund display screen lv'i'ght{rig ey

Weight of wireless phone { ncludmg battery)

Sizeofwirelessiphong 0 o 7B s

FEATURES FACTOR

Usafuiass of-apps: Awﬁ able o your phone:. - =

Ability to download additional applications

{valabifity of multimedia functions
Quality of camera plctures and v:dea

b‘anety af nng tcmes suppaned
BATTERY FUNCTION FACTOR

Amount af»’bi‘sﬁéry':iifé before needs rechiarging 580 510 CUB46 0 BTE
Length of time needed to iecharge ba{tery 6.99 113 6.83 6.86
Ease of replecing baﬂenes fﬁfﬁ Ll S RS 63g e B i

Note: Only models with sample sizes 30 or more are included.
For handssts used for less than 2 yeers.
*Caution; small sample size.
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Customer Satisfaction Performance—RIM BlackBerry

Overall, the RIM BlackBerry brand average score is 732 with the 19 most popular models
being analyzed. The best performing RIM BlackBerry model is the Bold 9700 (800) scoring
well above average across all factors, followed by the Curve 8900 (782). These devices are
followed by the Bold 9650 (755), Curve 8530 (755), Curve 8520 (750), each scoring 750 or
above. Multiple models in the Pearl lineup fall below brand average.

The BlackBerry Bold 9700 is highest ranked in all factors with the exception of Battery
Function. In Ease of Operation, the Bold 9700 excels in terms of ease of navigation related
attributes. Quality of sound when on a callis a particular strength for the Curve 8900. In
regard to Physical Design, the Bold 9700 performs well across all attributes, however, the
model’s performance in Brightness of background dispiay screen’is particularly noteworthy.

The Curve 8900 receives the highest Battery Function factor score in the BlackBerry model
lineup (800).
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Attnbute Differences—RIM BlackBerry Models

OVERALL SMARTPHONE INDEX 732 800 787 755 755 746 M7 742 e 36 729
EASE OF OPERATION FACTOR 762 827 812 177 783 195 790 bt 97 167 748

mgglefnamgaimn wﬁwl .

Abitity 10 adjust volume o suit your nu}ds

Lase of navigating around phane menu system ) 1.5 828 8.6 193 1.8 “H98 115 1.3 174 P 136

Ease of using basic catling features 7.89 8.43 853 8.01 8.08 8.12 8.12 7.80 845 1.92 17
Ease of using rex messaging G A BT R T 788 8:.08 a1 TADC IR4 0 T 08
QPERATING S‘{STEM FACTOR A : N 722 G398 675 665
Reliabilitylstability of smiariphone aperaing system = -« ol IR , RS 108
Speed of mobﬁettmemel o ’ k H 6.47 7.45 6‘81 6.98 6.85‘ ’ é‘dd 6.50 501 5.76
{Amauntof tixéae}d"xn{j}#efﬁe{i‘r&én apps. e . ?&7 B 7(‘12 2 7?‘5 S 'MD ?Za 106 k : i b !
Timeliness of syneing 106 7.7 7.44 7.26 7.34 1.6 7.20 7.39 £8.91 6.65 6.96
Amount of 1irne'tn’at!}1¢ﬁft¢z;h§fér fles 673 PP AT Y P 708 Y aar R e e :
PHYSICAL DESIGN FACTOR 763 805 T 721 786 0 114

Visuat appéat of yolr viraless phone : 139 216 167 7.98 8.06 1.95 8.07 187 1EG TE T
Size of display screen 1.34 7.66 ‘ 7.06 7.49 fdG 1.46 7.42 8.01 7.0 7.45 6.14
Brighiness of background display scr'ecm I’fghﬁné . 1.62 2.2 7.9 8.02 7.93 8.09 757 7.2 187 793 7.84
Weight of wireless phone [mcludmg banery} 162 8.18 7.84 7.84 8.01 813 7.94 7.23 8.03 7.40 7.94
Sum ofmn‘re%phnﬂe S IR L 75? ;:i o ‘1’.;»87.,5“ : T 1.92 '}55 B LB LE6: TR
FEATURES FACTOR 726 806 754 745 728 706

Usefuless of spps. Available on your phore” e s 78 s IR

Abitity 10 downtoad additional apphcauans - 7,2() ‘ Y8A(}2 ” ' 7.14

1.26 764 7.20

wailabifiy of mutimedia lunctions CUTAE 986 80 T s T 2 &

Quamy of ramera mrzurc*s angt vxc}wo” o 7.67“ 7,.85 7.60 / ”7.76” 6,94 » ‘7,2()‘ - G.BO‘ 6,85 » 7.47
Variely of fing tones supparted 725w s36  7m ws A T Rt
SATTERY FUNCTION FACTOR 02 760 800 708 690 704 132 708 725 753 704
Amount of battery file bélore nseds recharging © T 670 I T 636 64D 659 708 6T 682 9m e
Length of time needed 10 recharge battery 1.34 7.4 8.02 157 7.42 7.60 751 1.47 1.56 174 1.51
Ease tfyeplacing baweries . b 0o TS U UUBOB B 725 WSL 046 1ITE U789 1T 7w

Mate: Only models with sample sizes 30 or more are ingluded.
For handsets used for lass than 2 years,
*Caution: small sample size.
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Attribute Differences—RIM BlackBerry Models

OVERALL SMARTPHONE INDEX 128 725 713 2 703 697 667 854
EASE OF OPERATION FACTOR 762 145 760 752 749 724 74 697
Quality of saund wher ona call. _ 749 = 290 LTSS o TE e reanee

Ease of pressingfactivating kp;padikvytmmd butmns 7.48 175 .57 144 1.35 6.94 1.69 674
Ease of navigating phione usmgmuch scepery s EE s T IS : o PINEETE N
togglemavigaion whset v A %24 308 747 674 B B B 680, . . 630 " 616
Abitity to adiust volume 1o suit your needs 162 711 778 764 732 1.42 1.22 .07 6.92 743
Ease of navigating around phone meny system 156 .38 .5 7.50 110 7.50 7.05 5,95 6480 6.93
Ease of using basic catling features 1.88 7.64 7.80 1289 132 7.82 7.33 135 ‘ 1.34
gmﬁf:@;@g iex messaging . . T TEY 38 170 707 750, 754 106 -

OPERA‘UNG SYSTEM FA(J‘TOR

Speed nt m(:hzlsX lmf’:nm

Amoum of nme io mov hemmn apps

Timeliness a( qyncmg

Arountof trmew dtmchl 2 a{er hlm L

PHYSICAL DESIGN FACTOR

Visual appaal of your wirsless phone

Size of display screen

nz‘your phe:me

Abmty s} d(mzload additional Applmauons o
Availability of siiltisedia funet T 57
Quality of camera pictures and video 6.21
Variely of fingtones supported w e
BATTERY FURCTION FACTOR 702 657 651 694 734 693 583 626
Amouint of biattery i:ike;;i}ﬁfémmgds recharging: = BT 5.88 598 6.58 736 . 6.70 ﬁ’%‘; 595
Length of time needed to mchargx bauwy 7.34 152 7.28 6.53
haw of ;gp}armg baxtmea CAs -7,28: :’3;/492:‘ L 672
Note: Only models with sampls sizes 30 or mors are included.
For handsets used for less than 2 years,
*Caution: small sample size.
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Customer Satisfaction Performance—Samsung

The overall Samsung brand average score is 734, 1 index point less than in 2010 Vol. 2.
Eight Samsung models have sufficient sample to be analyzed in 2011 Vol. 1. The models
include: the Vibrant (816), Behold Il (773), Epic 4G (737), Instinct S30/Instinct Mini (732),
Moment (732), Instinct HD (728), Acclaim R880 (713), and Intercept (694).

The Samsung Vibrant ranks higher than all other models in each factor. In Ease of
Operation, the Vibrant receives a factor score of 825, well above all other models — this
device is rated highest in all attributes within the factor. Results are similar in the Operating
System factor. The Behold Il is ranked second in terms of Physical Design with a score of
810. In particular, the Behold Il is rated highly in Brightness of background display/lighting.
Behold Il users are also particularly fond of their phone’s camera. In Quality of camera
pictures and video, the Behold 1l receives a rating of 7.94 compared with an brand average
of 7.52.

The Samsung Moment fairs poorly in regard to Battery Function, receiving a factor score of
just 559 vs. 656 for the brand average. Its primary deficiency is in regard to battery life.
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OVERALL SMARTPHONE INDEX 734 416 713 737 732 732 728 T3 £94
EASE OF OPERATION FACTOR 756 B25 7m 766 765 774 782 700
Cuality of boundwhen (m”aa}l 5 . 194 ‘ s S
Ease of pmssmqldx,hvatmq keypadi k&y soard butlons

Ease of navigating phone mmgimsrh sgreen,
toggleinavigation vhesl - i B
Ability fo adjust volume to sull your needs
haeofnavcgmmqarmmdph(me m’en‘& syt;b*m .68 e kN ;;;""l:;.7<3*3‘-‘f1' 75’ L ek
Ease of using basic calling fealures 154 8.07 7.98 177 1.49 174 745
Ease of usingAed essaging i@ U oRAET s g6 o TsA 1R e i am e
OPERATING SYSTEM FACTOR 682 783 752 720 675 679 B5% 2}
Refinilitgisiabifity of smartphone apeeating system COBSS. . UTE 0 LSS L 13 e85 6A7T - BAR. ... 668 - 687
Speed of :rtob‘tle‘immmi ‘ 6."!5‘ o 1.56 1.40 1.20 6.44 5.88 6«62 6.58 5.67
fonount of time to mave betasen apps. 700 AT 6 30 IO T RT9 630 s
Timaliness of syncmg : ” 6,82 ?.?é ‘ 744 /‘7.% 6.86 647 v » / ‘
Amaunt of mnamanachﬂransm {iles ARt R s T T 63 : 6.0 LB 605 601
PHYSICAL DESIGN FACTOR 866 810 w8 789 756 765 750 768
vissial appent of your wirdless phone 877 w0 e ' ' Ly e e
Size of display screen “ 8.80 198 PR 7.58%
Brightness of background display sereen lighting + © 793 - 883G As 2w ame T 160
Weight of wireless phone {including J battery) ‘ 771 841 7.8.“; ' ”7A25 8.0 ' 688 7.82 ‘ 741 150 '
Size of vigelnss phone - o RE 808 . 120 w1 765 1228
FEATURES FACTOR 741 828 187 731 696 786 EAR| 10 748
Useduiless of pps. Available o your phane Sy E SRsE 810, 0% 85 e AT e R 156 I A8
Abitity 1o download additiona apphmlzons - ‘ ' 793 716 - 3;06 H 641 7.3ﬁ - 7.68
Ava:laixhtmlmuiﬂnwdm funciwns 1.5 716 L 7.2 e
Cuality of camera pictures and vzde(; 7.94 1.54
Vit of g tonssipportt a
BATTERY FUNCTION FACTOR 18
Amuumo l}aue:y hre:befom namsmrbarqmq ----- f. 619 o N ii95 S T A Ll

Length of time needed to recharge battery 6,91 7.41 ‘ 7.36 G.é? 123 ’ 6.24 170 5229 G.47
Ease of replacing baterips e e A e e e we T e e

ote: Only models with sample sizes 30 or more are included.
For handsets used for less than 2 years.
“Cautior, small sample size.
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