The Delight
Deficit
A Segment-Specific

Roadmap to Smartphone
Reliability in 2026

Insights from Techarc’s analysis of
12,000+ customer pain points.




In a maturing market,
where is the real battle for
customer delight
being won or lost?




The verdict is clear: Product reliability is
the core concern, dwarfing all other issues.

. Product-Related Issues; 92.3%

92.3%

Service-Related Issues: 7.7%

Based on analysis of 12,000+ negative customer reviews.
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Across all brands and segments, one issue consistently
frustrates users the most: Battery & Charging.

(Ml Battery-Related Issues 12.9%

Camera Problems 11.5%

LilLl

Performance Deficiencies 9.3%

LILILL)

These three areas represent the most significant opportunities for universal
iImprovement in customer experience.
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But “reliability” isn’t a monolith. A customer’s
price point completely changes their definition of
of a delightful experience.

Base Mid Premium

(R6k-12k) (R12k-25k) § (R25k-50k)

Understanding these distinct customer worlds Is the key to targeted innovation.
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Luxe Segment
(>X50k)

The Quest for Flawless
Immersion.

Luxe buyers demand perfection in
their primary interfaces: Display,
Battery, and Camera.

Even at this tier, 89% of reported
Issues are product-related, with
service and replacement
concerns at 11%.

Display

Battery

Camera
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Premium Segment
(¥25k-50Kk)

The Power User’s Priorities.

For premium users, endurance and
Image quality are paramount. Battery
and Camera issues are the top
dissatisfiers.

Product-related complaints
dominate at 93%, while service
constitutes only 7% of issues.

15:5%

Battery

13.3%

Camera

8.7%

Display
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Mid Segment
(¥12k-25k)

The All-Rounder’s Expectation.

Mid-range consumers focus on the
fundamentals: a long-lasting battery,
a great camera, and smooth
performance.

The product vs. service split (93%
vs 7%) mirrors the premium
segment, showing a clear focus on

device functionality.

14.4%

Battery

13.6%

Camera

9,350

Performance
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Base Segment 12.2%
(¥6k-12k)

The Need for Dependability.

8.2%
7.6%

In the base segment, the focus shifts
to core functionality. Sluggish
performance and battery life are the
biggest pain points.

Product-related issues are at their

peak here, representing 93.8% of
all complaints.

Performance Battery Hardware
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Entry Segment (<%6k)

The Demand for ‘It Just Works’.

Entry-level users are most frustrated by
fundamental failures: defective hardware

and poor camera quality.

Notably, battery does not appear in the
top 3, indicating that basic functionality
and build quality are the primary
concerns. Service issues are not
significant in this segment.

15.3%

Hardware

13.6%

Camera

8.5%

Performance
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The Path to Delight is Segment-Specific.

Luxe @ Premium @ Mid @ Base ® Entry
k - i O {c} x
Rank1 Display Battery Battery Performance Hardware
14.4% 16°5% 14.4% 12.2% 15.3%
(W, i
Rank 2 Battery Camera Camera Battery Camera
11.9% 13.3% 13.6% 8.2% 13.6%
k 2 L ® | x E
Rank 3 Camera Display Performance Hardware Performance
9.8% 8.7% 9.3% 7.6% 8.5%
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Align Your Roadmap with Your Target Customer’s Reality

For Luxe & Premium Brands For Mid & Base Brands For All Brands

Invest in cutting-edge Double down on core # Do not lose sight of the

display technology and performance optimization universal battery

advanced battery/camera and battery endurance.  (E) problem.

optimization.

Your audience is highly sensitive These are the non-negotiable It’s the single most consistent
to the slightest imperfection in table stakes for satisfaction and opportunity for improvement
their primary user interfaces. loyalty in the high-volume and differentiation across the
This is where brand perception segments. entire market landscape.

IS won or lost.
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Winning in 2026 means shifting focus from
universal innovation to targeted reliability.

The data is unambiguous. The brands that thrive will be those that deeply understand
and ruthlessly eliminate the specific product frustrations of their target customers.
True customer delight is no longer about adding the next feature; it’s about

perfecting the existing experience for the user you serve. .
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About the Analysis.

e Source: Analysis of 12,000+ user comments and reviews with
1- and 2-star ratings.

e Platforms: Sourced from all leading e-commerce platforms.

 Timeline: Reviews pertaining to 2025.

e Technology: Analyzed using Techarc’s proprietary AI-ML
algorithms to theme out concern areas.

e Scope: Techarc themes reviews across more than 12 areas
Including product (camela, battery, display, etc.), price, service,
and market factors.
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