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About
Founded: 2008, Stockholm, Sweden

the world's leading music/audio streaming platform

246 million paid Spotify Premium users 

Market Leader: Holds one-third global market share in the music streaming industry

626
MILLION
USERS
IN MORE THAN 
180 MARKETS



Price Sensitivity Feature Preferences Competitive Dynmaics

Identify:

Strategies to Retain Users, particularly Young Adults (12–34)

8 Interviews Exploring User Motivations, Preferences, and Switching Behaviors

Quantitative Survey Targeting Users Aged 12 – 34

Research Methodology: Two Phased Approach

User Retention

Turning Point for User Churn

Quantifying Preferences, Satisfaction, and Price Sensitivity

Qualitative Interviews

Understand:

Purpose



SPOTIFY APPLE MUSIC

Strengths

High Loyalty and Integration:
Premium subscribers for 6–10
years, using Spotify for daily
activities like commuting and

studying.
Key Features: Curated playlists,
offline listening, integration of

music, podcasts, and
audiobooks, with "Spotify

Wrapped" 

Familiarity with Platform: 
long-term users benefit from

integration into Apple’s
ecosystem.

Family-Paid Plans

Key Features: Radio/infinity
mode, lyrics search, and high app
quality with consistent updates.

Weaknesses
Better playlist creation tools

Reducing intrusive notifications
Enhancing social connectivity

features

Lack of integrated podcasts
Limited social sharing and

collaborative playlists.

Price -
Sensitivity

Users tolerate minor price
increases but may explore

alternatives if hikes are frequent
or significant.

Family and student plans are
crucial for retaining cost-

sensitive groups.

Many were on family paid plans
resulting in  less price-sensitivity

but may consider switching if
prices rise significantly.

Qualitative Interviews
 Key Findings

Differentiate with Key Strengths: Leverage
strengths in personalization, podcasts, and
social sharing to stand out

Enhance User Experience: Address user pain
points (playlist tools, intrusive notifications)

Refine Pricing Strategies: Maintain
competitive, flexible pricing to reduce churn

Insights for Spotify



Survey: Data 
Collection and Samling

Online Survey

Spotify Users Aged 12-34 cost and speed effective limited generalizability

Qualtrics Convenience Sampling Snowball Sampling



Key Findings
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Key Findings
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User Preferences for Improvements that Drive Retention



Exclusive Content
27%

Recommendations Friends and Family
21.6%

Price
21.6%

Missing Features
13.5%

Other
13.5%

Poor User Experience
2.7%
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Key Findings Percieved Performance Compared to Competitors,
Rated as “Better” and “Much Better”

Reason for
Switching

Cancellation Likelihood by Price Increase to show Price Sensitivity

PRICE

EXCLUSIVE CONTENT

FRIENDS AND FAMILY
RECOMMENDATIONS FROM

MISSING
FEATURESPOOR USER

EXPERIENCE

70 % WERE NOT AWARE OF
PRICE INCREASES

78% HAVE NOT CONSIDERED
SWITCHING TO A COMPETITOR

Reasons for Switching:



Results

Hypothesis

H1: Confirmed
Significant correlation (r = 0.535, p < 0.001)
Price increases strongly correlate with cancelling intention
Spotify should carefully manage price adjustments, especially
for price-sensitive users like students. Do not increase price
more than €7 with a period of 1 year

 At what point do users decide to leave Spotify?

H1: Price increases significantly affect users' willingness to continue using Spotify.

Quick Stats

95 %
likely or extremely likely

to stay with Spotify

€7+ PRICE INCREASE IS THE TIPPING
POINT FOR MOST USERS TO
CONSIDER LEAVING SPOTIFY.

60 %
Price Sensitive

Price increase of more than 7€ comparing
to their current plan

30 %
Awareness of

Price Increases



Hypothesis

Results

 How price-sensitive are young adults?

H2: Young adults (aged 12–24) are significantly more price-sensitive than older demographics.

H3: Subscription type influences price sensitivity among young adults.

H2: Rejected 
Independent samples t-test (p = 0.959)
 No significant difference in price sensitivity
between younger adults (12–24) and older
adults (25–34) 

H3: Rejected
One-way ANOVA (p = 0.878)
Subscription type (e.g., student, family,
individual plans) did not significantly influence
price sensitivity 



Hypothesis

H5: Confirmed (with marginal significance)
Binary logistic regression (Odds Ratio = 2.531,
p = 0.069): High price sensitivity increases the
likelihood of switching
Managing price sensitivity can reduce churn risk

H4: Confirmed 
One-way ANOVA (p = 0.002)
Long-term subscribers (8+ years) are more
price-sensitive than newer users
Targeted loyalty rewards could mitigate
sensitivity among long-term users

H5: Price sensitivity positively influences switching intentions.

Results
H4: Subscription length impacts price sensitivity.

 How price-sensitive are young adults?

Length of Spotify Usage
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Hypothesis
H6: Satisfaction with features significantly impacts
users’ decisions to stay

H6: Partially Confirmed
Overall model (Multiple Linear Regression) was marginally significant (p = 0.053)
Price-service ratio had a significant positive effect (p = 0.017, coefficient = 0.222)
The price-service balance is a stronger driver of loyalty than feature-specific

      satisfaction

Results

 What factors influence the decision to stay with or leave Spotify?
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User Preferences for Improvements that Drive Retention



Limitations

Biases from convenience sampling, self-reported data, and remote surveys.

Small and skewed sample, lacking diversity.

Limited focus on non-price factors; include content, and user interface preferences



Recommendations
.

Address Price Sensitivity
Flexible pricing (discounts for loyal users and students).
Test gradual price increases.
Transparent pricing builds trust.

Strengthen Core Features
Emphasize offline listening and personalized playlists in marketing.
Improve social sharing and playlist management features.

 Strengthen Loyalty Among Long-Term Subscribers
Introduce loyalty programs (rewards, exclusive content).
Offer anniversary perks and personalized premium experiences.

Stand Out in a Competitive Market
Invest in exclusive content (podcasts, artist collaborations).
Emphasize superior user experience and feature variety.
Address pricing concerns.



Conclusions
Balance user expectations with pricing, features, and loyalty programs.

Use flexible pricing and clear communication to build trust.

Improve underperforming features and enhance strong ones. 



Thank
You!



H2: Correlation Analysis
 likelihood of cancel if Spotify increased its price
importance of price in  decision to maintain a
spotify subscription

:



H2: independent samples t-test:
dep variables: price increase cancel (amount of
money)
indep variable: age -  recoded into Young (12-24)
and older (25-34)

:



H3: One- way ANOVA
dep variables: price increase cancel (amount of money)
indep variable subscription type

:



H4: One-way ANOVA
dep variables: price increase cancel (amount of money)
indep variable: length of subscription (recorded because of too
less responses on first groups, new groups; less than a year, 1-
5 (instead of 2-3 and 4-5), 5-7, 8+

 

:



H5: cross tabs+chi square and binary logistic regression
dep variables: switching intentions (considered switching yes
or no)
indep variable: price sensitivity (likelihood to cancel if price
increased, recoded into high (likert 4,5) and low (likert 1,2,3)

 

:

Odds ration interpretation: one unit increase of price senitivty means odds of high
switching likelihood increases by 2.5



H5: multiple linear regression
dep variable: likelihood continuing using Spotify next year
indep variable: satisfaction scores with different features

 

:



Research Questions and Possible Answers
At What Point Do Users Decide to Leave Spotify?

Findings and Possible Answers:
Key Insight: Price sensitivity is a critical factor influencing users’ likelihood of cancellation.
Data-Driven Answer:
A strong correlation (r = 0.535, p < 0.001) was found between the importance of price and the likelihood of canceling subscriptions.
Users indicated they would cancel their subscriptions if the price increases exceeded €7, highlighting a clear tipping point for price-driven churn.

Conclusion: Spotify must tread carefully with price increases, particularly for cost-sensitive segments like students and young professionals.
How Price-Sensitive Are Young Adults?

Findings and Possible Answers:
Key Insight: Price sensitivity is relatively consistent across younger demographics (aged 12–34) and subscription types.
Data-Driven Answer:
Hypotheses testing revealed no significant differences in price sensitivity between younger age groups (p = 0.959) or across subscription types (p = 0.878).
Long-term users, however, exhibited greater price sensitivity (ANOVA p = 0.002).

Conclusion: Price sensitivity is a general characteristic among Spotify users, with long-term users particularly vulnerable to price changes.
What Factors Play a Part in Their Decision to Stay with or Leave Spotify?

Findings and Possible Answers:
Key Insight: Price-service balance and feature satisfaction influence retention.
Data-Driven Answer:
Price-service ratio emerged as the only significant factor driving user loyalty (p = 0.017).
Satisfaction with specific features, like Spotify Wrapped and social sharing, showed marginal influence but was not statistically significant overall.

Long-term users are more sensitive to price changes, which aligns with their higher loyalty but also higher switching costs.
Conclusion: Users prioritize the perceived value of Spotify relative to its cost over individual feature satisfaction.
What Factors Drive Retention and Loyalty?
Findings and Possible Answers:
Key Insight: Offline listening, personalized playlists, and pricing transparency play critical roles.
Data-Driven Answer:
Features like offline listening and personalized playlists were highly valued, receiving the highest satisfaction scores.
Users emphasized the importance of pricing transparency and flexibility in maintaining their loyalty.
Competitive offerings like Apple Music and YouTube Music pose threats due to exclusive content and competitive pricing, even though switching intentions are generally low.
Conclusion: Spotify should continue emphasizing its core strengths while addressing dissatisfaction in features like social sharing and playlist management.



Research Questions, Answers, and Recommendations
1. At What Point Do Users Decide to Leave Spotify?
Findings and Conclusions:
Users are more likely to consider leaving when price increases surpass €7. This is supported by a strong correlation between price sensitivity and cancellation likelihood (r = 0.535, p < 0.001).
While minor increases are tolerated, significant hikes risk pushing users toward free alternatives or competitors.
Recommendations:
Introduce gradual, targeted price adjustments to reduce churn risk.
Offer tiered pricing plans or added value (e.g., bundled features) to justify price increases for sensitive segments like students and early-career professionals.
Monitor price perceptions through regular surveys to understand the evolving tolerance threshold for increases.

2. How Price-Sensitive Are Young Adults?
Findings and Conclusions:
Price sensitivity does not significantly vary across younger age groups (12–34) or subscription types (e.g., family, student plans), as indicated by p-values of 0.959 and 0.878, respectively.
Long-term users, however, demonstrate significantly higher price sensitivity (ANOVA p = 0.002). This group’s loyalty makes them valuable, but their heightened awareness of pricing increases the
churn risk.
Recommendations:
Provide loyalty rewards, discounts, or exclusive offers for long-term subscribers to balance their heightened price sensitivity.
Tailor pricing strategies to focus on the longevity of customer relationships rather than demographic differences.
Develop messaging that emphasizes the value of Spotify’s offerings beyond cost.

3. What Factors Play a Part in Their Decision to Stay with or Leave Spotify?
Findings and Conclusions:
The price-service ratio is the most significant factor influencing user loyalty (p = 0.017).
Satisfaction with features such as Spotify Wrapped and social sharing showed marginal significance but did not strongly affect loyalty overall.
Users emphasized core strengths like offline listening and personalized playlists as critical for retention, while dissatisfaction with social sharing features and playlist tools were cited as areas for
improvement.
Recommendations:
Maintain and highlight core features like offline listening and personalized playlists in marketing efforts.
Enhance underperforming features, such as social sharing and playlist management, to address user concerns.
Ensure pricing transparency to foster trust and align perceived value with cost.

4. What Factors Drive Retention and Loyalty?
Findings and Conclusions:
Strong loyalty among long-term users stems from core features and ease of use but is tempered by price sensitivity.
Switching intentions are generally low (78% of respondents have not considered switching), but competitors like Apple Music and YouTube Music pose risks due to exclusive content and
competitive pricing.
Recommendations:
Leverage loyalty programs to further engage long-term users by offering milestone rewards, exclusive content, or premium features.
Emphasize personalization, convenience, and feature variety in competitive positioning.
Address pricing concerns by comparing Spotify’s unique strengths against competitors in user communication.
Overall Recommendation:
Spotify should adopt a holistic approach that balances strategic pricing, feature refinement, and loyalty-driven initiatives. By aligning these with user preferences and sensitivities, Spotify can sustain
its leadership position in the competitive music streaming industry.


