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Executive Summary  
  
On October 10 th 2016, Lucy Obus (“the researcher”) conducted a Content Analysis study 
on the Fitbit Alta, a well-known fitness activity tracker competing in an ever-growing 
wearable technology market. The study used Amazon.com customer reviews as content 
material.  Ten reviews were culled for word frequency and six code categories were 
created; an additional fifty reviews were then assessed using said code categories (see 
Chart 1 for results.) Positive and negative codes were found proportionate numbers, and 
are listed below: 
 
USERS LIKE (POSITIVE CODES) 

• Ease of Use 
• Online Functionality 
• Wearability Benefits 

 
USERS DISLIKE (NEGATIVE CODES) 

• Poor Customer Service 
• Clasp Problems 
• Inaccurate Tracking 

 
Content Analysis shows that while the Fitbit Alta is liked by many users, it has design, 
technological, service flaws that should be addressed.  Research recommends fixing band 
clasp functionality, improving tracking accuracy, and assessing customer service response 
in order to stay competitive in the product market.   
 
Background  
  
Fitbit Alta is a wearable technology product marketed and sold by American consumer 
electronic company Fitbit Inc. Alta is one of ten current products sold by Fitbit Inc., 
whose mission statement seeks “to empower and inspire you to live a healthier, more 
active life” and “design products and experiences that fit seamlessly into your life so you 
can achieve your health and fitness goals.”  Launched in 2007, Fitbit Inc. has produced 
several iterations of its wireless, sensor-driven device that measures, tracks, and displays 
data to the user on the device itself and online.   
 
The Fitbit Alta consists of a digital tracker device (which includes a 3-axis accelerometer, 
vibration motor, and OLED tap display) attached to flexible black wristband, as well as a 
charging cable. The tracker displays date and time, monitors steps, distance, calories 
burned, and active minutes over, displaying detailed information for the past five days 
and totals for the past thirty on the device and syncing all statistics to the mobile app and 
web dashboard.  The device is also capable of tracking sleep, syncing call and text 
notifications to smart phones via Bluetooth, and vibrating to reminder user when they are 
near a set fitness goal (such as 10,000 daily steps.) Listed in the company’s “everyday” 
category (as opposed to “fitness” or “performance”) and retailed at $129.00, the Fitbit 
Alta markets to the middle/upper class active and “aspiration active” interested in health 
tracking and motivational technology. 
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Though pedometers have existed in medical practice since 1780, the fitness tracking 
technology market experienced a recent boom in product development.  As wireless 
technology becomes more compact, accurate, and affordable, monitoring the body’s 
performance is the new normal. As the pioneer in wearable fitness technology, Fitbit has 
the first-mover advantage, but Alta competes in a highly congested market of fitness 
tracking. Fitbit is worn by the likes of Barack Obama and Britney Spears, but faces 
aggressive competition from respected brands like Apple and Jawbone. The company’s 
stock fell over 50% since its initial public offering in 2015, but continues to produce 
updated devices like the Alta, to compete in the 200 billion dollar health and fitness 
product sector. The Alta is Fitbit’s most updated standard tracker within the company’s 
portfolio, and heavily markets its utility and style (or as the website states, “fitness and 
fashion on display.”) 
 
Methods  
 
To begin conceptual content analysis of Fitbit Alta, the researcher created qualitative 
codes.  The researcher is a 27-year-old female who walks daily, works out 2-3 times a 
week, but has never purchased any form of wearable fitness tracking product. The 
researcher selected two customer reviews at random from each of the subset Amazon star 
rankings (1-5) for a total of ten reviews.  To qualify for selection, reviews had to be more 
than 50 words total and could not contain reference to compensation or discount in 
exchange for review (as the researcher believed such actions results in bias reviews.) The 
ten reviews were then culled for words and selective reduction was used for subsequent 
coding.   
 
With codes created, the researchers selected an additional ten customer reviews at 
random from each subset Amazon star rankings (1-5) for a total of fifty reviews.  The 
researcher did not review content prior to selecting reviews, but did keep the same 
qualifying factors as used in code selection.  Fifty reviews were tagged for code frequency, 
and additional codes were noted for future reference.  Given the informal syntax and 
qualitative nature of customer reviews, coding rules allowed for jargon, synonyms, and a 
wide net of implicit meaning when assigning codes (see Results for examples.) Reviews 
were dated between March 14, 2016 and August 19, 2016. As of October 10, 2016, 5,455 
Fitbit Alta customer reviews were available Amazon.com, therefore this report analyzes 
0.9% of total reviews available as of that date.  
 
Results  
  
The following charts show codes generated, frequency of codes across reviews, and new 
codes for future analysis. There were no boarder line cases of note; given the codes 
polarizing signifiers, reviewers were specific enough in their opinions to be clearly tagged 
within a code. 
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CHART 1: Code Categories and Examples of Code Phrases 
 
CODE EXAMPLES OF CODE PHRASES 

EASE OF USE 

“easy to work” 
“easy to use” 
“easy to understand” 
“convenient” 
“simple set up” 

ONLINE FUNCTIONALITY 

“works well with app” 
“app is intuitive” 
 “great app” 
“I liked the app” 
“I love the website” 
“the website is great” 

WEARABILITY BENEFITS 

“feels nice” 
“looks nice” 
“it’s pretty” 
“I like wearing it” 
“I love the look” 
“sleek” 

POOR CUSTOMER SERVICE 

“customer service is terrible” 
“worst customer service” 
“unreasonable customer service” 
“long wait for product exchange” 

CLASP PROBLEMS 

“clasp breaks” 
“clasp falls off” 
“faulty clasp” 
“impossible to secure snap” 
“clasp is ridiculously difficult to use” 

INACCURATE TRACKING 

“inaccurate” 
“undercounts steps” 
“bad steps counter” 
“does not count steps well” 

 
CHART 2: Code Frequency in Review Research 
 

CODE 
TOTAL 
FREQUENCY 

Frequenc
y: One 
Star 
Review 

Frequency:  
Two Star 
Review 

Frequency:  
Three 
Star 
Review 

 
Frequency: 
Four 
Star 
Review 

Frequency:  
Five Star 
Review 

Ease of Use 13 - 2 3 4 4 

Online Functionality 7  - - 1 2 4 

Wearability Benefits 16 1  1 4 5 5 

Poor Customer Service 6 3 1 2 - - 
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Clasp Problems 16 4 6 2 3 1 

Inaccurate Tracking 14 2 6 4 1 1 
 
 
CHART 3: Codes for future “Coding to Exhaustion” Analysis 
 
Improvement from Previous 
Models 
Screen Functionality Problems 
Water Resistance Problems 
High Cost 

 
 
Recommendations  
 
Review research shows a polarity amongst users; positive codes (Ease of Use, Online 
Functionality, Wearability Benefits) and negative codes (Poor Customer Service, Clasp 
Problems, Inaccurate Tracking) were both tagged a total of 36 instances. Research 
suggests the Fitbit Alta has an equal number of successful attributes as it does problems. 
“Wearability Benefits” was tagged across all five review rankings, suggesting a successful 
physical design. Conversely, “Clasp Problems” and “Inaccurate Tracking” were tagged 
across all five review rankings (i.e., even if a customer enjoyed the product they still noted 
clasp problems and/or inaccurate tracking.) Product development should focus on 
improving clasp security and fitness tracking accuracy, as failure to remain attached to 
the user or perform basic fitness functions erodes customer trust and brand loyalty. 
 
Research noted numerous additional codes for future tracking, including “High Cost”, 
“Water Resistance Problems”, “Screen Functionality Problems”, and “Improvement 
From Previous Models”. Future studies should track customers who owned previous 
Fitbit products as well as competitor products, to gain insight on what works across the 
wearable fitness tracker market. Further study should also focus on “Wearability 
Benefits”, which vary greatly amongst users and therefore could not be codified effectively 
within the limitations of this analysis.  Benefits noted include slim design, comfortable 
feel, and fashionable look.  Physical design is a deciding factor for many consumers; 
consumers want the utility of fitness tracking under the auspice of fashionable jewelry. As 
the Alta is an update on a previous Fitbit device, modified specifically for size and design, 
the product would benefit highly from a usability test and focus group on these features 
specifically. 
 
This study was limited by the small percentage of reviews analyzed- less than 1%- as well 
as the broad range of words included in some codes. If redone, the researcher would 
reevaluate the “Wearability Benefits” code and potentially it break down into sub-codes. 
Numerous additional codes presented themselves during analysis, which suggests a need 
for further review and the potential for more codes to appear when analyzing the other 
99% of customer reviews. 
 


