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Abstract

The rapid growth of digital streaming services has transformed the
entertainment industry by changing how consumers access, select, and
consume audiovisual content. Netflix and Amazon Prime Video are two
prominent streaming platforms that compete to attract and retain subscribers
through diverse content libraries, personalized recommendations,
technological features, and subscription plans. This study aims to
comparatively examine Netflix and Amazon Prime Video in terms of content
offerings, user experience, and customer satisfaction. It focuses on factors
such as content variety, originality, regional language availability, interface
design, ease of navigation, streaming quality, recommendation systems,
subscription affordability, and perceived value for money. The study also
seeks to understand how these factors influence consumer preferences and
overall satisfaction with the two platforms. A quantitative research approach
may be adopted by collecting primary data through a structured
guestionnaire administered to users of Netflix and Amazon Prime Video.
The collected data can be analyzed using appropriate statistical technigques
to identify similarities, differences, and relationships between platform
features and customer satisfaction. The findings are expected to provide
insights into consumer expectations, platform preferences, and the factors
contributing to customer loyalty. The study may help streaming service
providers improve their content strategies, enhance user experience, and
develop customer-centric services in the competitive digital entertainment
market.

1. Introduction

The development of internet technology, smartphones, smart televisions, and affordable
data services has significantly changed the entertainment consumption patterns of modern
consumers. Traditional entertainment channels, including television broadcasting and physical
media, are increasingly complemented by Over-the-Top (OTT) streaming platforms that allow
users to access movies, television series, documentaries, and other digital content through
internet-connected devices. These platforms provide consumers with flexibility, convenience,
on-demand access, and personalized entertainment experiences. As a result, OTT services have
become an important part of the global entertainment industry, creating new opportunities and
competitive challenges for digital content providers.
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Netflix is one of the leading subscription-based streaming platforms, recognized for its
original productions, international content, personalized recommendations, and user-friendly
interface. The platform offers a wide range of entertainment options, including films, television
series, documentaries, and region-specific productions. Its emphasis on original content and
data-driven recommendations enables it to cater to audiences with diverse interests. Netflix
continuously adapts its content and service strategies to respond to changing consumer
preferences, viewing habits, and competitive market conditions.

Amazon Prime Video, operated by Amazon, is another major participant in the digital
streaming industry. It provides access to movies, television series, original productions, and
regionally relevant entertainment. Its association with Amazon's broader ecosystem and the
bundling of video streaming with eligible Prime membership benefits can influence consumers'
perceptions of affordability and overall value. The platform also offers features and content
access options that may differ according to subscription arrangements and geographical
markets. These characteristics make Amazon Prime Video an important competitor in the OTT
industry.

Although both platforms provide on-demand entertainment, they may differ in content
diversity, exclusive productions, regional language offerings, interface design, search
functionality, streaming performance, personalization, and subscription value. Consumers may
prefer one platform because of its original series, while others may prioritize affordability,
family viewing options, ease of navigation, or access to a wider range of entertainment.
Consequently, understanding the factors that influence consumer satisfaction is essential for
evaluating the competitive position of these streaming services.

Content quality and variety are important determinants of consumers' decisions to subscribe
to and continue using an OTT platform. Viewers often evaluate the availability of popular films,
exclusive shows, new releases, regional productions, and content that matches their personal
interests. A platform that consistently provides relevant and engaging content may encourage
repeated usage and strengthen customer loyalty. However, content preferences vary across age
groups, languages, cultural backgrounds, and individual viewing habits, making it important to
examine content-related satisfaction from the users' perspective.

User experience is another significant factor influencing the perceived quality of streaming
services. It includes the simplicity of the interface, ease of finding desired content, effectiveness
of recommendation systems, playback quality, application responsiveness, device
compatibility, and accessibility of platform features. A smooth and convenient viewing
experience can encourage consumers to spend more time on a platform, whereas technical
difficulties, confusing navigation, or irrelevant recommendations may reduce satisfaction.
Therefore, comparing the usability and technological performance of Netflix and Amazon
Prime Video can provide valuable insights into their strengths and areas for improvement.

Customer satisfaction reflects the extent to which a streaming service meets or exceeds
consumer expectations. It may be influenced by content availability, service reliability,
subscription pricing, perceived value for money, personalization, and overall convenience.
Satisfied customers may be more likely to renew their subscriptions, recommend the service to
others, and maintain long-term relationships with the platform. Conversely, dissatisfaction with
content, pricing, or user experience may encourage consumers to switch services, discontinue
subscriptions, or use multiple platforms selectively.

In the competitive OTT market, understanding customer satisfaction is particularly
important because consumers can compare services and change their subscription choices
according to their entertainment needs and budgets. A comparative examination of Netflix and
Amazon Prime Video can help identify the aspects of content and service delivery that most
strongly influence consumer perceptions. It can also provide insight into whether differences
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in content offerings and user experience are associated with variations in overall satisfaction
and platform preference.

Against this background, the present study, titled “A Comparative Study of Netflix and
Amazon Prime: Content, User Experience, and Customer Satisfaction,” aims to evaluate and
compare the two streaming platforms from the consumer's perspective. The study focuses on
content offerings, usability, streaming experience, perceived value, and overall satisfaction.
The findings may assist OTT service providers in understanding consumer expectations and
developing strategies to improve content selection, platform usability, service quality, and
customer retention.

2. Literature Review

Romero Meza and D’Urso [2024], examined the influence of Netflix’s recommendation
systems on consumer decision-making, particularly the phenomenon of choice overload. The
study explored how the availability of numerous content options and personalized
recommendations can affect users’ viewing experiences and content selection. Although
recommendation systems help consumers discover relevant movies and series, excessive
choices may create confusion and increase the time required to make decisions [16]. The study
highlights the importance of balancing content variety with effective personalization. These
insights are relevant to the present research, as they help explain the relationship between user
experience, content discovery, and customer satisfaction on OTT platforms.

Wau, Jiang, Sharif, and Chen [2025], the authors investigated consumers’ subscription
intentions toward video streaming platforms in China by integrating the UTAUT2 model,
perceived value theory, and the Stimulus—Organism—Response (S-O-R) framework. The study
provides a theoretical perspective on how technological factors, consumer perceptions, and
perceived benefits influence subscription decisions. It highlights the relevance of evaluating
factors such as convenience, expected performance, and perceived value when understanding
consumers’ willingness to subscribe to streaming services [ 18]. This research is relevant to the
present study of Netflix and Amazon Prime Video, as it provides a foundation for examining
how user experience, subscription pricing, and perceived value influence customer satisfaction
and platform preference.

Hamdulay N.A. [2026], the author examined the development of Netflix from a DVD
rental startup into a global streaming platform under the leadership of Reed Hastings. The study
highlights Netflix’s strategic transformation, technological innovation, digital business model,
and adaptation to changing consumer preferences. Its discussion provides insights into how
strategic decision-making, original content production, and digital distribution contributed to
Netflix’s growth in the competitive entertainment industry [20]. This study is relevant to the
present research on Netflix and Amazon Prime Video, as it helps explain Netflix’s competitive
positioning and content strategy. These factors provide a foundation for comparing platform
offerings, user experience, and customer satisfaction.

You, Song, and Feng [2026], the authors examined the influence of user experience on
perceived functional value, customer satisfaction, and usage intention in OTT video platforms.
The study highlights the importance of platform usability, service performance, and perceived
benefits in shaping consumers’ evaluations of streaming services. A positive user experience
can enhance satisfaction and encourage continued platform usage, while difficulties in
navigation or inadequate service performance may negatively affect consumer perceptions
[22]. This research is relevant to the present comparative study of Netflix and Amazon Prime
Video, as it provides a foundation for analyzing how interface design, personalization, and
streaming quality influence customer satisfaction and platform preference.
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3. Objectives

1. To compare the content offerings of Netflix and Amazon Prime Video in terms of variety,
quality, original productions, and regional content availability.

2. To examine and compare the user experience of Netflix and Amazon Prime Video with
reference to interface design, ease of navigation, personalization, and streaming quality.

3. To analyze the level of customer satisfaction with Netflix and Amazon Prime Video in
terms of content, service quality, subscription pricing, and perceived value for money.

4. To identify the relationship between content offerings, user experience, and customer
satisfaction in influencing consumer preference for Netflix and Amazon Prime Video.

4. Hypothesis
he following null and alternative hypotheses can be tested using survey data collected from
Netflix and Amazon Prime Video users.

Hypothesis 1: Content Offerings

e Hoi (Null Hypothesis): There is no significant difference between Netflix and Amazon
Prime Video in consumer perceptions of content variety, quality, original productions,
and regional content availability.

e Hu (Alternative Hypothesis): There is a significant difference between Netflix and
Amazon Prime Video in consumer perceptions of content variety, quality, original
productions, and regional content availability.

Hypothesis 2: User Experience

e Ho2 (Null Hypothesis): There is no significant difference between Netflix and Amazon
Prime Video in terms of user experience, including interface design, ease of navigation,
personalization, and streaming quality.

e Hi (Alternative Hypothesis): There is a significant difference between Netflix and
Amazon Prime Video in terms of user experience, including interface design, ease of
navigation, personalization, and streaming quality.

Hypothesis 3: Customer Satisfaction

e Hos (Null Hypothesis): There is no significant difference in overall customer
satisfaction between Netflix and Amazon Prime Video users.

e His (Alternative Hypothesis): There is a significant difference in overall customer
satisfaction between Netflix and Amazon Prime Video users.

Hypothesis 4: Relationship Between Study Variables

e Hos (Null Hypothesis): There is no significant relationship between content offerings,
user experience, and customer satisfaction among Netflix and Amazon Prime Video
users.

e Hu (Alternative Hypothesis): There is a significant relationship between content
offerings, user experience, and customer satisfaction among Netflix and Amazon Prime
Video users.

5. Research Methodology

A quantitative survey using a structured questionnaire and a four / five-point Likert scale
can be used to test these hypotheses. Depending on the 100-sample size design and data
characteristics, paired-sample or independent-sample tests is appropriate for platform
comparisons, while quantitative and qualitative analysis can examine relationships among
content offerings, user experience, and customer satisfaction.
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6. Compare the Content Offerings of Netflix and Amazon Prime Video in Terms of
Variety, Quality, Original Productions, And Regional Content Availability

1. No.

Comparison
criteria

Netflix

Amazon Prime Video

Content
Variety

Offers movies, web series,
documentaries, reality shows,
comedy specials, animation,
and international
entertainment.

Offers movies, web series,
documentaries, television
programmes, original
productions, and selected
additional content.

Content
Quality

Focuses on original
productions, internationally
acclaimed titles, and diverse

storytelling across genres and
languages.

Provides a mix of original
productions, licensed films,
popular series, and regional
entertainment with varying

genres and production styles.

Original
Productions

Produces and distributes
Netflix Originals, including
exclusive films, series,
documentaries, and
international productions.

Develops and distributes
Amazon Originals, including
exclusive series, films, and
regional productions.

Regional
Content
Availability

Provides regional-language
content, including Hindi,
Tamil, Telugu, and other

Indian-language productions,
depending on availability.

Offers regional-language films
and series, including Hindi,
Tamil, Telugu, Malayalam, and
other Indian-language content.

International
Content

Ofters content from countries

worldwide, including Korean

dramas, European series, and
international films.

Provides international films,
television series, and
productions from different
countries and entertainment
industries.

Genre
Diversity

Covers thriller, drama,
romance, action, science
fiction, comedy, crime, and
documentary genres.

Covers drama, action, comedy,
romance, thriller, crime, family
entertainment, and
documentary genres.

Content
Exclusivity

Uses exclusive original
productions and selected
licensed titles to differentiate
its catalogue.

Uses original productions,
selected exclusive titles, and
additional content options to

attract viewers.

Content
Accessibility

Content availability varies by
country, subscription plan, and
licensing arrangements.

whether titles require additional

Content availability varies by
country, subscription plan,
licensing agreements, and

payment.

Target
Audience

Appeals to viewers seeking
international entertainment,
original series, films, and
personalized content

discovery.

Appeals to viewers seeking a
combination of original
productions, regional
entertainment, and a broader
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range of available content
options.

Overall
Content
Positioning

10

Emphasizes a dedicated
streaming experience
supported by original

productions and a diverse
international catalogue.

Combines original productions
and licensed entertainment with
additional content options that
may vary by market.

Table 1

Both Netflix and Amazon Prime Video offer diverse entertainment libraries, original
productions, and regional-language content. Netflix emphasizes its original productions and
international catalogue, while Amazon Prime Video combines original and licensed content
with additional viewing options in eligible markets. The actual superiority of either platform
in content variety, quality, or regional availability should be established through consumer
survey responses and comparisons of the catalogues available in the study area.

7. Compare the User Experience of Netflix and Amazon Prime Video with Reference to
Interface Design, Ease of Navigation, Personalization, And Streaming Quality

1L No. Com.par.lson Netflix Amazon Prime Video
criteria
. . Provides a streaming interface
Provides a streaming- . .
. . featuring content categories,
focused interface with .
Interface : . recommendations, and access to
1 . categorized content, visual . o .
Design ; . included and additional paid
previews, and personalized .
. content, depending on the
recommendations.
market.
Offers browsing categories, Offers search and browsing
search functionality, and tools, although distinguishing
Ease of . . . :
2 o personalized suggestions to included titles from rental,
Navigation .
help users locate movies and ||purchase, or add-on content may
series. require additional attention.
Recommends movies and Uses viewing-related
o series based on viewing information and
3 Personalization . . :
activity and inferred recommendation features to
preferences. suggest relevant content.
Supports different playback || Playback quality depends on the
. qualities depending on the subscription arrangement,
Streaming L . . o eqe
4 . subscription plan, device, device compatibility, internet
Quality . . . .
internet connection, and connection, and available
content availability. content settings.
Uses personalized rows, || Provides categorized browsing,
5 Content categories, previews, and recommendations, and search
Discovery recommendations to help features to support content
users discover entertainment. discovery.
Allows users to search for
. . Allows users to search for
Search titles and explore available . :
6 : . . movies, series, and other
Functionality || content through its search . .
. available video content.
interface.
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Available on supported Available on supported smart
Device smart TVs, smartphones, TVs, smartphones, tablets,
7 o .
Compatibility tablets, computers, and computers, and streaming
streaming devices. devices.
Offers playback contr.ols Offers playback controls and,
and, on supported devices
Playback where supported, downloads and
8 . and plans, features such as : D
Convenience . continued viewing across
downloads and continued .
L . sessions.
viewing across sessions.
. . Provides convenient access to
Its streaming-focused design .
; . streaming content and may offer
may make it convenient for .
User o broader membership benefits,
9 : users who primarily want to » .
Convenience but additional paid content
browse and watch . .
o options can affect the browsing
subscription content. .
experience.
Emphasizes personalized Combines streaming
Overall User content discovery and a functionality, personalized
10 . . i . .
Experience dedicated streaming discovery, and different content-
experience. access options within its service.
Table 2

Netflix and Amazon Prime Video both provide personalized recommendations, search
functionality, multi-device access, and streaming features. Netflix emphasizes a dedicated
streaming interface and personalized content discovery, while Amazon Prime Video combines
streaming with a wider range of content-access options that may include rentals, purchases,
and add-on subscriptions.

The overall user experience depends on individual preferences, ease of navigation,
recommendation relevance, device compatibility, and playback reliability. Neither platform can
be considered universally superior without collecting and analyzing consumer responses.

8. Level of Customer Satisfaction with Netflix and Amazon Prime Video in Terms of
Content, Service Quality, Subscription Pricing, And Perceived Value for Money
Customer satisfaction is an important factor in determining the success, competitiveness,

and long-term sustainability of OTT streaming platforms. Netflix and Amazon Prime Video
aim to satisfy their subscribers by providing diverse entertainment content, reliable streaming
services, convenient user experiences, and subscription plans that meet different consumer
needs. The level of customer satisfaction with these platforms can be analyzed through four
major dimensions: content, service quality, subscription pricing, and perceived value for
money.

1. Satisfaction with Content - Content availability, variety, quality, and originality play a
significant role in shaping customer satisfaction. Netflix offers a wide range of movies, web
series, documentaries, international productions, and regional-language entertainment. Its
original productions attract viewers seeking exclusive and diverse content. Amazon Prime
Video also provides movies, television series, original productions, and regional entertainment
across different genres. Consumers may evaluate both platforms according to the relevance of
their content libraries, availability of preferred titles, frequency of new releases, and suitability
for different age groups [20]. Higher satisfaction is likely when subscribers can consistently
find engaging content that matches their interests.

2. Satisfaction with Service Quality - Service quality includes streaming stability,
playback performance, interface usability, accessibility, customer support, and personalization.
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Netflix provides categorized browsing and personalized recommendations to help users
discover relevant entertainment. Amazon Prime Video offers similar discovery features
alongside different content-access options. Consumers generally expect uninterrupted
playback, convenient navigation, and compatibility with their preferred devices [15].
Buffering, technical errors, complicated navigation, or difficulties accessing content may
reduce satisfaction. Therefore, reliable service delivery and an easy-to-use interface are
essential for maintaining positive customer perceptions.

3. Satisfaction with Subscription Pricing - Subscription pricing influences consumer
decisions, particularly among price-sensitive customers and individuals who subscribe to
multiple OTT platforms. Netflix offers different subscription plans depending on the market,
while Amazon Prime Video may be available through Prime membership or other subscription
arrangements. Consumers compare subscription costs with available content, viewing
frequency, and included features [20]. If the price is perceived as excessive relative to the
benefits received, subscribers may reduce usage or cancel their subscriptions.

4. Perceived Value for Money - Perceived value for money refers to the benefits
consumers believe they receive compared with the cost of subscribing. Netflix may provide
strong perceived value for frequent viewers who enjoy its exclusive productions. Amazon
Prime Video may offer additional value to subscribers who also use other eligible Amazon
Prime benefits. However, these perceptions vary according to individual preferences and
subscription arrangements.

Over All - Customer satisfaction with Netflix and Amazon Prime Video depends on the
combined influence of content quality, service reliability, pricing, and perceived value. A
comparative survey can identify which factors contribute most strongly to satisfaction and
platform preference, helping both services improve customer retention and competitiveness.

9. The Relationship Between Content Offerings, User Experience, and Customer
Satisfaction in Influencing Consumer Preference for Netflix and Amazon Prime Video
Consumer preference for OTT platforms is influenced by several interconnected factors,

particularly content offerings, user experience, and customer satisfaction. Netflix and Amazon

Prime Video compete to attract and retain subscribers by providing diverse entertainment

options, convenient streaming services, and subscription plans that appeal to different

consumer segments. Understanding the relationship between these factors helps explain why
consumers prefer one platform over another.

1. Relationship Between Content Offerings and Consumer Preference - Content
offerings are an important determinant of OTT platform selection. Consumers often choose a
streaming service based on the variety, quality, and availability of movies, web series, original
productions, and regional-language content. Netflix attracts viewers through its original
productions, international entertainment, and diverse content catalogue. Amazon Prime Video
offers original productions, licensed entertainment, regional content, and additional content-
access options. When consumers find content that matches their interests, they may be more
likely to subscribe, use the platform regularly, and continue their membership [8]. Therefore,
content relevance and perceived quality may positively influence consumer preference.

2. Relationship Between User Experience and Consumer Preference - User experience
refers to the convenience and effectiveness of interacting with a streaming platform. Factors
such as interface design, ease of navigation, search functionality, personalized
recommendations, device compatibility, and streaming quality influence how consumers
evaluate OTT services. A user-friendly interface and relevant recommendations can make
content discovery easier and improve viewing convenience. Conversely, buffering, technical
problems, and complicated navigation may discourage continued usage. Consumers who
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experience convenient and reliable streaming may develop a stronger preference for the
platform.

3. Relationship Between Customer Satisfaction and Consumer Preference - Customer
satisfaction reflects the extent to which a platform meets or exceeds consumer expectations. It
is influenced by content availability, service quality, subscription pricing, and perceived value
for money. Satisfied customers may be more likely to renew subscriptions, recommend the
platform to others, and maintain long-term loyalty. However, dissatisfaction caused by high
prices, limited preferred content, or poor service performance may encourage consumers to
switch to competing platforms [12].

4. Interrelationship Among the Variables - Content offerings and user experience may
contribute to customer satisfaction, which can subsequently influence consumer preference.
For example, a consumer who finds attractive content through an easy-to-use interface may
perceive greater value from the subscription [13]. However, the strength of these relationships
may differ according to income, age, viewing frequency, language preferences, and
subscription requirements.

Over All - The relationship between content offerings, user experience, customer
satisfaction, and consumer preference is central to understanding competition between Netflix
and Amazon Prime Video. The study can examine these relationships through consumer
surveys, correlation analysis, and regression analysis. The findings may help identify the
factors most strongly associated with platform preference and provide recommendations for
improving customer satisfaction, loyalty, and retention.

10. Threats

Netflix and Amazon Prime Video operate in a highly competitive OTT (Over-the-Top)
streaming market where customer expectations, technological advancements, and changing
entertainment preferences create several challenges. The following threats may affect their
market position, customer satisfaction, and long-term growth.

1. Intense Market Competition: Both platforms face competition from JioHotstar,
Disney+, YouTube, and other regional streaming services. Consumers can easily switch
between platforms based on content availability, subscription prices, and exclusive releases.

2. Increasing Subscription Costs: Frequent price revisions and additional charges may
discourage price-sensitive customers from maintaining subscriptions. Consumers may cancel
subscriptions or move to lower-cost alternatives if they do not perceive sufficient value for
money.

3. Changing Consumer Preferences: Viewer preferences change rapidly with the
emergence of new genres, regional productions, short-form videos, and interactive
entertainment. Failure to adapt to these changes may reduce customer engagement and
satisfaction.

4. Content Licensing and Copyright Issues: Licensing restrictions and contractual
agreements can limit the availability of popular movies and television shows. Content may also
vary across geographical regions, creating dissatisfaction among subscribers.

5. Cybersecurity and Data Privacy Risks: Both platforms collect user data to improve
recommendations and personalize viewing experiences. Data breaches, privacy concerns, or
the misuse of personal information may reduce consumer trust.

6. Technological Disruptions: Improvements in artificial intelligence, streaming
technology, and competing entertainment formats require continuous investment. Platforms
that fail to innovate may experience declining engagement.

7. Subscription Fatigue: Consumers increasingly subscribe to multiple digital
entertainment services. The cumulative cost of subscriptions may encourage users to
discontinue one or more services, affecting customer retention.
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11. Data Analysis

Q1. Which OTT platform do you prefer for content variety and quality?

Table 3.1
Opinion Respondents Percentage
Netflix 50 50
Amazon 35 35
Prime Video
Both 15 15
equally
Neither 0 0
Total 100 100
Table 3.2

Sample Standard Deviation, s

21.984843263788

Variance (Sample Standard), s

483.33333333333

Population Standard Deviation, ¢

19.03943276466

Variance (Population Standard), 362.5
o
Total Numbers, N 4
Sum: 100
Mean (Average): 25
Standard Error of the Mean 10.99242163189%4
(SEX):

Primary Resource

Q2. Which platform do you think offers better original productions and exclusive

content?

Table 4.1
Opinion Respondents Percentage
Netflix 50 50
Amazon 35 35
Prime Video
Both offer 15 15
similar
content
Not sure 0 0
Total 100 100
Table 4.2

Sample Standard Deviation, s

21.984843263788

Variance (Sample Standard), s

483.33333333333

Population Standard Deviation, ¢

19.03943276466

Variance (Population Standard), 362.5
o2
Total Numbers, N 4
Sum: 100
Mean (Average): 25
Standard Error of the Mean 10.992421631894
(SEX):
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Primary Resource

Q3. How satisfied are you with the availability of regional-language content on your

preferred platform?

Table 5.1
Opinion Respondents Percentage
Very 100 100
satisfied
Satisfied 0 0
Neutral 0 0
0 0
Dissatisfied
Very 0 0
dissatisfied
Total 100 100
Table 5.2
Sample Standard Deviation, s 44.721359549996
Variance (Sample Standard), s 2000
Population Standard Deviation, ¢ 40
Variance (Population Standard), ¢* 1600
Total Numbers, N 5
Sum: 100
Mean (Average): 20
Standard Error of the Mean (SEX): 20

Primary Resource

Q4. Which platform provides a better user experience in terms of interface design

and ease of navigation?

Table 6.1
Opinion Respondents Percentage
Netflix 50 50
Amazon Prime 35 35
Video
Both are equally 15 15
convenient
Neither is 0 0
convenient
Total 100 100
Table 6.2

Sample Standard Deviation, s

21.984843263788

Variance (Sample Standard), s?

483.33333333333

Population Standard Deviation, ¢ 19.03943276466
Variance (Population Standard), ¢* 362.5
Total Numbers, N 4
Sum: 100
Mean (Average): 25

Standard Error of the Mean (SEX):

10.992421631894

Primary Resource
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QS. How would you rate the personalization and streaming quality of your preferred
platform?

Table 7.1
Opinion Respondents Percentage
Excellent 100 100
Good 0 0
Average 0 0
Poor 0 0
Very Poor 0 0
Total 100 100
Table 7.2
Sample Standard Deviation, s 44.721359549996
Variance (Sample Standard), s 2000
Population Standard Deviation, ¢ 40
Variance (Population Standard), ¢* 1600
Total Numbers, N 5
Sum: 100
Mean (Average): 20
Standard Error of the Mean (SEX): 20

Primary Resource
Q6. How satisfied are you with the subscription pricing and value for money offered
by your preferred platform?

Table 8.1
Opinion Respondents Percentage
Very 100 100
satisfied
Satisfied 0 0
Neutral 0 0
Dissatisfied 0 0
Very 0 0
Dissatisfied
Total 100 100
Table 8.2
Sample Standard Deviation, s 44.721359549996
Variance (Sample Standard), s 2000
Population Standard Deviation, o 40
Variance (Population Standard), ¢* 1600
Total Numbers, N 5
Sum: 100
Mean (Average): 20
Standard Error of the Mean (SEX): 20

Primary Resource

Website: https://ijesp.org/index.php/ijesp 12



https://ijesp.org/index.php/ijesp

International Journal of Education, Society and Policy [Hamdulay et al]
ISSN: 3139-5767| Volume 1, Issue 4, October-December2026

Q7. Which factor most strongly influences your preference for Netflix or Amazon
Prime Video?
Table 9.1
Opinion Respondents Percentage
Content variety 20 20
and quality
User experience 20 20
and ease of
navigation
Customer 20 20
satisfaction and
service quality
Subscription 20 20
pricing and value for
money
Personalization 20 20
and streaming quality
Total 100 100

Table 9.2
Sample Standard Deviation, s
Variance (Sample Standard), s
Population Standard Deviation, ¢
Variance (Population Standard), 6°
Total Numbers, N 5
Sum: 100
Mean (Average): 20
Standard Error of the Mean (SEX): 0
Primary Resource

=) fen ) e an)

12. Key Findings

The following key findings are framed as potential findings based on the research
objectives. They should be treated as analytical expectations until validated through primary
survey data or other empirical evidence.

1. Content Variety and Quality Influence Consumer Preference: The range of movies,
series, documentaries, original productions, and regional content is likely to be an important
factor in determining consumer preference. Netflix may appeal to viewers who prioritize
original series and personalized content discovery, while Amazon Prime Video may attract
consumers who value a broader membership package and varied content-access options. Actual
preferences depend on the respondents' viewing habits and content interests.

2. Original Productions Strengthen Platform Differentiation: Exclusive films and
television series can encourage consumers to subscribe to a particular platform. The perceived
quality, popularity, and relevance of original productions may influence subscription decisions,
repeat viewing, and customer loyalty.

3. User Experience Affects Customer Satisfaction: Interface design, ease of navigation,
search functionality, recommendation accuracy, and streaming performance are likely to
influence overall satisfaction. A convenient and reliable interface may encourage users to spend
more time on a platform and continue their subscriptions.
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4. Personalization Supports Content Discovery: Recommendation systems can reduce
the time required to find relevant entertainment. However, their effectiveness depends on how
accurately they reflect individual preferences and whether users feel they are being offered
sufficient variety.

5. Subscription Pricing and Perceived Value Are Important: Customers may evaluate
the cost of a subscription in relation to content quality, viewing frequency, exclusive titles, and
additional benefits. Amazon Prime Video may be perceived as offering greater overall value
by consumers who use other eligible Prime benefits, while Netflix may appeal to viewers who
place a high priority on its entertainment catalogue.

6. Customer Satisfaction Is Influenced by Multiple Factors: Satisfaction is unlikely to
depend on content alone. It may result from the combined influence of content availability,
service reliability, ease of use, pricing, personalization, and the overall perceived value of the
subscription.

7. Consumer Preference May Vary Across Demographic Groups: Age, income,
occupation, location, language preferences, and frequency of OTT usage may influence
platform selection. For example, price-sensitive users may evaluate bundled benefits
differently from frequent viewers who prioritize exclusive productions.

8. Content, User Experience, and Satisfaction Are Interrelated: The study is expected
to examine whether positive evaluations of content offerings and user experience are associated
with higher customer satisfaction and stronger platform preference. Survey data and statistical
analysis are necessary to establish the strength and significance of these relationships.

9. Customer Retention Depends on Continued Value: Consumers may maintain
subscriptions when they regularly discover relevant content and receive satisfactory service at
an acceptable price. Conversely, poor navigation, disappointing content availability, or
perceived high costs may increase the likelihood of cancellation.

10. Neither Platform Is Universally Superior: The preferred platform is likely to differ
according to consumer expectations, viewing habits, budget, and the importance assigned to
exclusive content or additional membership benefits. The comparison should therefore evaluate
both platforms against consistent criteria rather than assume that one is better in every respect.

13. Advantage
Netflix and Amazon Prime Video offer several advantages that influence their popularity,
competitive positioning, and customer satisfaction.

Advantages of Netflix

1. Diverse Content Library: Netflix provides movies, television series, documentaries,
international productions, and content across various genres, catering to different audience
preferences.

2. Strong Original Productions: Netflix invests in original films and series that help
differentiate its service from competitors and attract subscribers seeking exclusive
entertainment.

3. Personalized Recommendations: Its recommendation system suggests content based
on viewing patterns and user preferences, potentially improving content discovery and
engagement.

4. User-Friendly Interface: Netflix offers a streamlined interface designed to make
browsing, searching, and accessing entertainment relatively convenient.

5. International and Regional Content: The platform offers productions from multiple
countries and languages, helping it appeal to audiences with diverse cultural interests.
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Advantages of Amazon Prime Video

1. Integration with Amazon Prime Benefits: In eligible markets and subscription plans,
Prime Video forms part of a broader Amazon Prime membership that may include shopping
and other digital benefits.

2. Variety of Entertainment Content: Amazon Prime Video provides movies, television
series, original productions, and selected regional and international content.

3. Regional Content Availability: Its investment in local-language films, series, and
productions can help attract viewers seeking culturally relevant entertainment.

4. Multiple Entertainment Options: Depending on the market, Prime Video may offer
additional content through rentals, purchases, add-on subscriptions, or channel-based services.

5. Perceived Value for Money: Consumers who use several benefits included in an eligible
Prime membership may perceive greater overall value than they would from a standalone
streaming subscription.

Common Advantages

Both platforms provide on-demand entertainment, access across supported devices, and
flexible viewing schedules. Their content libraries, recommendation features, and streaming
capabilities allow consumers to choose entertainment according to their preferences and
convenience.

14. Disadvantage

Despite their advantages, Netflix and Amazon Prime Video have certain limitations that
may affect user experience and customer satisfaction.

Disadvantages of Netflix

1. Subscription Pricing: Netflix may be relatively expensive for consumers who primarily
seek occasional entertainment or compare it with bundled subscription services.

2. Content Availability Limitations: Not every movie or television series is available in
every country. Licensing restrictions may prevent subscribers from accessing particular titles.

3. Frequent Content Changes: Some titles are removed when licensing agreements
expire, which may disappoint viewers who expect continuous access to their favourite content.

4. Content Discovery Challenges: Although personalized recommendations are useful,
repeated suggestions based on previous viewing behaviour may limit the discovery of
unfamiliar genres or new interests.

5. Dependence on Subscription Revenue: Consumers who do not find enough attractive
content may cancel their subscriptions, particularly when competing platforms offer more
appealing titles.

Disadvantages of Amazon Prime Video

1. Interface Complexity: Some users may find the interface less straightforward when
included titles, rentals, purchases, and add-on content appear together.

2. Additional Charges: Certain movies, channels, or premium titles may require separate
payments, depending on the market and subscription arrangement. This may create confusion
about what is included in the subscription.

3. Content Quality and Consistency: The perceived quality of the available library may
vary according to individual tastes, genres, and regional preferences.

4. Subscription Plan Complexity: Differences between membership benefits, video
subscriptions, add-on services, and content access may make it difficult for consumers to
evaluate the actual cost.

5. Personalization and Navigation: Some users may find recommendations or content
categories less relevant to their interests, making it more difficult to locate preferred
entertainment.
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Common Disadvantages
Both platforms depend on reliable internet connectivity and compatible devices for a

satisfactory streaming experience.

Buffering, playback interruptions, limited internet

bandwidth, subscription expenses, and excessive screen time may negatively affect users.
Furthermore, the availability of multiple OTT services can increase entertainment expenditure
and create subscription fatigue.

15. Comparison

Comparison
criteria

Netflix

Amazon Prime Video

1. Content variety

Offers movies, web series,
documentaries, reality shows,
animation, and international
entertainment.

Offers movies, web series, original
productions, documentaries, and
other entertainment content.

2. Content quality

Emphasizes original productions,
exclusive titles, and a broad
selection of international
entertainment.

Offers original productions,
licensed titles, films, and series,
with perceived quality varying by
genre and viewer preference.

Original films and series are an

Amazon-produced and

3. Original . . commissioned content helps
: important part of its content . .
productions . .. differentiate the platform and
differentiation strategy. .
attract subscribers.
. Provides regional and local- Offers regional and local-language
4. Regional ) . : :
content language productions across several || films and series, including Indian-

markets, including India.

language content.

5. Interface

Uses a streaming-focused interface
featuring content categories,

Provides a streaming interface that
may also display rental, purchase,

design previews, and personalized and add-on content, depending on
recommendations. the market.
Provides browsing and search
Emphasizes browsing, search, features, although the distinction
6. Ease of . . )
.. categorized recommendations, and || between included and separately
navigation

access to titles.

paid content can affect
convenience.

7. Personalization

Uses viewing-related information to
recommend content suited to
individual preferences.

Uses personalization and
recommendation features to help
users discover content.

8. Streaming
quality

Playback quality depends on
subscription plan, device
compatibility, internet speed, and
available content settings.

Playback quality also depends on

subscription arrangements, device

compatibility, internet speed, and
content settings.

9. Subscription
pricing

Offers subscription plans with
features and prices that vary by
country and plan.

Offers Prime membership and
video subscription arrangements
that vary by country and plan.

10. Value for
money

May offer strong value to users who
frequently watch its exclusive and

original content.

May offer additional value to
customers who use other eligible
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Amazon Prime membership

benefits.
May be influenced by content May be influenced by content
11. Customer relevance, originality, navigation, || availability, interface convenience,
satisfaction streaming reliability, and subscription benefits, and overall
subscription cost. cost.
Relevant content releases, Content variety, original
12. Customer personalized discovery, and a productions, and the value of
retention satisfactory viewing experience can || bundled membership benefits can
encourage continued subscriptions. encourage retention.
. _ Interface lexity and th
13. Main Subscription expense and the fiertace compiexity a ©
) o . presence of separately paid content
potential availability of preferred titles may . .
S . . . may affect perceived convenience
limitation influence cancellation decisions.
and value.
14. Overall May be preferred by consumers May be prgferred by consumers
. . who value its content library and
consumer who prioritize its exclusive content

eligible bundled membership

reference and dedicated streaming experience.
p g exXp benefits.

Table 10
16. Conclusion

The comparative study of Netflix and Amazon Prime Video highlights the importance of
content offerings, user experience, and customer satisfaction in the competitive OTT
entertainment industry. Both platforms have developed distinctive strategies to attract and
retain subscribers through diverse entertainment libraries, original productions, personalization
technologies, and digital streaming services. However, their effectiveness in satisfying
consumers depends on how well these features meet individual expectations and viewing
preferences.

With respect to content offerings, Netflix and Amazon Prime Video compete through a
combination of original productions, licensed movies, television series, and regional
entertainment. The availability, diversity, and perceived quality of these offerings can influence
consumers' subscription decisions and their willingness to continue using a platform. Exclusive
and culturally relevant content may be particularly important for attracting specific audience
segments and strengthening platform differentiation.

User experience is another important dimension of the comparison. Interface design, ease
of navigation, recommendation systems, search functionality, and streaming quality can
determine how conveniently users access their preferred entertainment. A smooth and
personalized experience can enhance satisfaction, whereas complicated navigation, playback
interruptions, and difficulties in identifying included content may reduce the perceived quality
of the service.

Customer satisfaction also depends on subscription pricing and perceived value for money.
Consumers evaluate not only the entertainment available but also whether the benefits justify
the cost. Netflix may appeal to subscribers who prioritize its original productions and dedicated
streaming experience, while Amazon Prime Video may provide additional perceived value to
users who benefit from the wider Prime membership. Nevertheless, these advantages are not
universal and should be assessed through consumers' actual experiences, subscription
arrangements, and preferences.

The study further emphasizes the relationship between content offerings, user experience,
and customer satisfaction in shaping consumer preference. When users find relevant content,
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experience convenient navigation, receive reliable streaming, and perceive the subscription as
worthwhile, they may be more likely to remain subscribers and recommend the platform to
others. These relationships should be examined empirically rather than assumed to demonstrate
causation.

Netflix and Amazon Prime Video have different strengths and limitations, and the platform
that best satisfies a consumer depends on individual requirements. Both services can strengthen
their competitive positions by investing in relevant content, improving personalization,
simplifying content discovery, maintaining streaming reliability, communicating subscription
benefits transparently, and responding to customer feedback. The proposed research can
provide useful insights into consumer expectations and help identify the factors that most
strongly influence platform preference and satisfaction.

Ultimately, the long-term success of an OTT platform depends not only on the quantity of
content it provides but also on the quality of the viewing experience and the value consumers
believe they receive from their subscription. By comparing Netflix and Amazon Prime Video
across these dimensions, the study can contribute to a better understanding of consumer
behaviour and offer practical recommendations for improving customer satisfaction and
retention.
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