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ABSTRACT

This research objectives were to study the level of customer’s satisfaction and brand loyalty of
mobile phones, and study the relationship between the satisfaction and brand loyalty of mobile
phones. The four hundred samples were selected by purposive sampling from four brands users;
one hundred for each brand, i.e., Nokia, Samsung, Motorola and Sony Ericsson. The research tool
was questionnaire. The results were found as followed: the customer satisfaction with the brands
positively correlated to the brand loyalty. The satisfaction towards the factor of promotion was
most significantly positive correlated to brand loyalty in Cognitive Repurchase type and the
satisfaction towards the product factor was significantly positive correlated to brand loyalty in
Behavior Repeat Purchase type. The average customer satisfactory level for Nokia is in highest
level then Samsung, Motorola and Sony Ericsson respectively. The average brand loyalty level

for Nokia is in highest level then Sony Ericsson, Motorola and Samsung respectively.



