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J.D. Power Reports:   
Both Apple and Samsung Lead in Overall Satisfaction Performance among the U.S. Wireless Tier 1 
Carriers, Excelling in All Smartphone Experience Factors 
 
Apple Smartphone Devices Rank Highest among Customers of AT&T and Verizon Wireless Carriers; 
Samsung Ranks Highest among Sprint and T-Mobile Customers 
 
WESTLAKE VILLAGE, Calif.: 17 October 2013 — Apple and Samsung are the only smartphone brands to 
achieve overall satisfaction scores that are at or above the study average in all four performance factors, 
according to the J.D. Power 2013 U.S. Wireless Smartphone Satisfaction StudySM—Volume 2 released today. 

 
KEY FINDINGS  

 
 Overall satisfaction with smartphone devices is highest among AT&T customers (843), followed by 

Sprint (835); T-Mobile (825); and Verizon Wireless (825) customers1. 

 Among Apple smartphone owners, satisfaction with their overall experience is highest among Verizon 

Wireless customers (861). Among Samsung smartphone owners, satisfaction is highest among Sprint 

customers (853).   

 Smartphone models that perform particularly well across all four U.S. wireless Tier 1 carriers[1] include 

(by OEM in alphabetical order): Apple iPhone 5; Blackberry Z10; Nokia Lumia 920 and Samsung Galaxy 

Note II. 

 The primary reasons for purchasing a smartphone device differ by carrier. Sprint customers are more 

likely to purchase their smartphone device because of phone features, while T-Mobile customers are 

more likely to select their smartphone due to price. 

 Overall customer satisfaction among smartphone owners is 833 on a 1,000-point scale. 

 
“It’s very interesting to see that satisfaction performance differs by smartphone brand across Tier 1 
carriers,” said Kirk Parsons, senior director of telecommunications services at J.D. Power. “This indicates 
that carrier services and how these carriers position specific features and services on their devices 
influence the experience customers have with their smartphone device.”   
 
The 2013 U.S. Wireless Smartphone Satisfaction Study—Volume 2 is based on experiences evaluated by 
16,421 smartphone customers who have owned their current smartphone device less than one year and 
who are customers of the four Tier 1 carriers. The study was fielded between February and August 2013. 
The study measures customer satisfaction in four factors: performance (33%); physical design (23%); 
features (22%); and ease of operation (22%). 
 

                                                           
1
 Ranking calculations have changed from previous studies and is now based on Tier 1 carrier customer base instead of by overall 

OEM smartphone brand. 
 
[1] A Tier 1 carrier includes the four national wireless providers in the U.S. including AT&T, Sprint, T-Mobile and Verizon Wireless. 
 

http://www.jdpower.com/consumer-ratings/ratings.htm?industry=Telecom&category=Television&study=909201424


Media Relations Contacts 
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Note: Four charts follow. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:media.relations@jdpa.com
mailto:media.relations@jdpa.com
http://www.jdpower.com/about/index.htm
http://www.mhfi.com/


 

JDPower.com

Power Circle RatingsTM

for consumers:

Overall Wireless Smartphone Index Rankings: AT&T

(Based on a 1,000-point scale)

J.D. Power 

2013 U.S. Wireless Smartphone Satisfaction Study
SM 

— Volume 2

Source: J.D. Power 2013 U.S. Wireless Smartphone Satisfaction StudySM—Volume 2

Charts and graphs extracted from this press release must be accompanied by a statement identifying 

J.D. Power as the publisher and the J.D. Power 2013 U.S. Wireless Smartphone Satisfaction StudySM – Volume 2 

as the source. Rankings are based on numerical scores, and not necessarily on statistical significance. 

JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For more 

information on Power Circle Ratings, visit jdpower.com/faqs. No advertising or other promotional use can be 

made of the information in this release or J.D. Power survey results without the express prior written consent of 

J.D. Power. 

805

829

839

840

856

778

796

799

843

600 650 700 750 800 850

Blackberry

Motorola

Pantech

LG

HTC

Samsung

Nokia

AT&T Average

Apple

Note: OEM smartphone brands with 2%+ household market share at March 2013 

field period are included as official ranked brands per wireless carrier base.
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