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                                                       Abstract 
Samsung is described as a world leader in consumer electronics and it specialises the manufacturing and sales 

of a variety of consumer electronic products. The Samsung brand has become very popular throughout the world 

and has a very high brand recognition. The company boasts a very sophisticated research and development 

function and it has made this company to become a very innovative businesses in the world. Samsung continuously 

strives to achieve product diversification and over the years, it has come up with many winning products such as 

its Samsung. It is a very innovative company that comes up with new products to satisfy new consumer 

requirements. It is also a very technology-oriented company and it continuously improves its technology 

infrastructure and acquisition. It uses very advanced technologies to help it come up with new and innovative 

offerings for its customers and to attract them away rivals such as Apple and Lenovo. Despite its success, Samsung 

continues to face a number of challenges such as increasing threats of competition, a drop in sales of its 

smartphone within its main market which is the United States, and also the threat of the coronavirus pandemic. 

Recommendations are made in this paper about out how Samsung can improve its position in the market and to 

become more competitive and achieve higher profits. 
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                                                        Introduction 
The mobile manufacturing companies are growing rapidly and introducing new models with latest technologies 

to the society. Consumers are aware of the recent facilities available in the mobile phones in different companies 

and also the prices of mobiles. Communication plays a key role in day today life. The technological developments 

in the fields of telecommunication have reached a new height in recent times. These developments are aimed to 

provide the customers with new services to meet various requirements based on their utilization for their benefit. 

Mobile phones today have moved beyond their fundamental role of communications and have graduated to 

become an extension of the persona of user. Customers are witnessing an era when users buy mobile phones not 

just to be in touch, but to express themselves, their attitude, feelings and interests. Customers continuously want 

more facilities from their phone. Satisfied customers are the greatest assets of a firm brands. This study give more 

clarification about the competition and competitors. This study focused on “Customer satisfaction towards 

Samsung mobile products". 

http://www.jetir.org/


© 2022 JETIR November 2022, Volume 9, Issue 11                                                         www.jetir.org (ISSN-2349-5162) 

JETIR2211568 Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org f533 
 

Overview of Communication in India 
Well Postal means of communication was the only mean communication until the year 1850. In 1850 

experimental electric telegraph started for first time in India between Kolkata and Diamond Harbor (southern 

suburbs of Kolkata, on the banks of the Hooghly River). In 1851, it was opened for the use of the British East 

India Company. Subsequently construction of telegraph started throughout India. A separate department was 

opened to the public in 1854. Dr. William O’Shaughnessy, who pioneered the telegraph and telephone in India, 

belonged to the Public Works Department, and worked towards the development of telecom. Kolkata was chosen, 

as it was the capital of British India.  

In early1881, Oriental Telephone Company Limited of England opened telephone exchanges at Kolkata, Mumbai, 

Chennai and Ahmedabad. On the 28th January 1882 the first formal telephone service was established with a total 

of 93 subscribers. From the year 1902 India drastically changes from cable telegraph to wireless telegraph, radio 

telegraph, radio telephone, trunk dialing. Trunk dialing used in India for more than a decade, were system allowed 

subscribers to dial calls with operator assistance. Later moved to digital microwave, optical fiber, and satellite 

earth station. During British period all major cities and towns in India were linked with telephones. 

Samsung Mobile in India 

 Samsung mobile in India is managed by Samsung Telecommunication India (SIT) who are the design and 

technology leaders in the market of mobile. The Samsung mobile division in India manufactures and markets 

wide variety of mobile telecommunications products with pre pay and post pay markets in the consumer as well 

as business segments. The head quarter of Samsung is in South Korea and at present it operates in more than 100 

countries. The mobile phones by Samsung are mainly divided into 6 major categories that include style, 

multimedia, infotainment essential, business and connected. Some of the popular handsets of Samsung are: 

Samsung Galaxy S21 Ultra, Galaxy Z fold 3, Galaxy Note 20 Ultra, Samsung A52, and Samsung Galaxy S2. 

                                                           Review of Literature 

Das (2018), used survey approach to conduct empirical study on what variables influence the purchasing decisions 

of young customers in the coastal areas of Odisha, India, when it comes to mobile handsets. The survey found 

that among young customers, women, college graduates, students, and city dwellers all had a strong preference 

for handsets that combined a reputable brand name with sleek design, innovative value added capabilities, and a 

pleasant user experience. 

Saif (2019), examined the variables that influence Pakistani customers' choosing of a mobile phone. According 

to the findings, consumers place a high premium on cutting-edge technology, which not only functions as a 

driving factor when deciding to buy a new smartphone but also acts as a key differentiation between competing 

models. 

Rahman Vahid Tajzadeh Namin Aidin (2020), found that consumers' decisions on which brands to purchase 

were affected by factors such as household income, exposure to advertising, and level of education. According to 

the results, there is a link between consumers' perceptions of brands, companies, and the products they choose to 

use (specifically, mobile phones). There was also no correlation between unmediated or mediated decision-

making and product preference. For most people, having a family is what makes them want to get a cell phone. 

Pakola Petal (2021), made an effort to probe the motivations behind cellular phone purchases by consumers. 

Price and features were found to be the most influencing variables in the acquisition of another cell phone, while 

cost, sound quality, and suggestions from companions were viewed as the most critical in selecting a mobile 

service provider. 

                                          Statement of the Problem 

The Customer satisfaction and image of a business are vital to its success. Customer satisfaction is the key for the 

success of every business. If a company was to succeed, it must win the hearts and minds of its customers. 

Customer satisfaction depends on the product’s actual performance in relation to buyer’s expectations. Brand is 

a name, term, design, symbol or others features that distinguishes one seller’s products from others. 

Objectives of the study 

 To study about the popularity of Samsung mobile phones among different customers 

 To examine the profile of the Samsung mobile communication facilities in the study area. 
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 To know about innovative technologies in Samsung mobile phones. 

                                              Scope of the Study 
In earlier days telecommunication field had many obstacles. The number of mobile cellular phone users are 

increasing day to day in India. Companies make aggressive marketing, advertising and promotional efforts which 

compel other manufactures to focus on their marketing efforts as well. These companies resort to price reductions, 

new function additions, value addition and focus advertising and promotional campaigns. 

                                                Research Methodology 

The research design of the project is descriptive as it describes data and characteristics association with the 

population using mobile phones. Descriptive research is used to obtain information concerning the current status 

of the phenomena to describe "what exists" with respect to variables in a given situation. For the study, sample 

sizes of 50 Respondents were selected. Period of the Study: The period of the study is from 2022 (6 months 

period). Statistical tools are percentage analysis and charts.    

Hypothesis of the Study 
H0: There is no significant relationship between the degree of expectations and overall satisfaction level     

 H1: There is significant relationship between the degree of expectations and overall satisfaction level.   

Limitation of the Study 

 The present study focus on only focus Villupuram District. 

 The researchers choose only top 5 models in Samsung mobiles in India 

                            Data Analysis and Interpretation 

1. Table showing the buyer of Samsung products   

Particulars  Number of responses   Percentage   

Customers of Samsung   35  70  

Customers of other brands  15  30  

Total  50  100  

 

Interpretation  

It is observed that 70% of respondents are the customers of Samsung brand, 30% of respondents are the 

customers of other brands. 

   
 

 

customers of 
samsung

customers of other 
brands

BUYER OF SAMSUNG PRODUCTS
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2. Table showing performance of Samsung mobile product  

         Particulars Number of responses   Percentages  

Excellent 34  68  

Poor 16  32  

Total 50 100 

Interpretation  

From this study observed that 68% of customers using their mobile phone according to their expectations, 32% 

of customers are not using their mobile phone according to their expectations.  

  

3. Table showing opinion about special features of Samsung mobile   

Particular   Number of responses   Percentage   

Quality  35  70  

Price  10  20  

Performance   5   10  

Total  50  100  

Interpretation 

This study observed that 70% of customers are choosing Samsung mobile because of its good quality, so 

Samsung maintains its good quality products. Percentage quality price performance.  

performance of samsung mobile production

Excellent poor
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4. Table showing about after sale service of Samsung brand   

Particulars   Number of responses   Percentage   

Good  26  52  

Average   18  36  

Semi average  6  12  

Below average   0  0  

Total  50  100  

Interpretation 

From this study, observed that 100% customers are satisfied with after sale services of Samsung brand, no one 

are not dissatisfied with after sale services provided by Samsung.   

 

 

 

 

 

Samsung mobile

 Quality  Price  Performance

Samsung brand

 Good  Average  Seme average  Below average
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5. Table showing usage of any other brands before  

 Particulars Number of responses   Percentage   

Not satisfied 45  90  

Satisfied   5  10  

Total 50 100 

Interpretation   

From this study, 90% customers are used any other brands before using Samsung products but they are not 

satisfied with that product, 10% customers are not used any other brands before using Samsung products.   

 

 

Findings 

 This study observed that sixty percentage males and forty percentage females have been taken in this 

survey. It is observed that the age of the residents are less and more than 30(ten percentage) have been 

taken in this survey. 

 Quality products are the highlights of Samsung brand. 

 It is observed that seventy six percentage consumer’s opinion that the Samsung brands get good mouth 

publicity.   

 Sixty eight percentage customers are satisfied with Samsung mobile and it performance according to 

their expectations.  

                                                        Suggestions 

 Mobile Phone to develop more at affordable rate to normal customers. 

 Samsung brand can collect useful information and suggestions from the ultimate customers by giving 

them list of queries along with the products in its pack. Complaints and suggestions of each customer 

considered well. It will help to create loyal consumers and build goodwill. 

 Open small shops in the rural areas for convenient purchasing. It helps to more awareness about this 

brand in rural people. 

 Complaint and suggestion box must be put in the shops to collect Give complaints and suggestions. 

Conclusions 

The Project is a Experience on “A study on Customer Satisfaction Towards the Mobile products on Samsung 

Brand with Competitor's brand". Samsung is a well-organized and reputed brand in the Mobile Industry. 

Samsung brand is known become a family mobile company in both urban areas and Rural Areas. They never 

compromise quality of products for nothing. People purchase brand Products trust them in quality. Quality 

products are the highlight of Samsung brand. All customers are satisfied with after sale service of Samsung 

Mobile Brand.  

Books: 

other brand before using samsung

 Not satisfied  Satisfied
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